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Abstract

This research aims to identify the concept of excellence, its organizational requirements and various models, as
well as to identify organizational citizenship behaviors and levels of organizational commitment among sample
hospital staff. Furthermore, it aims to study the impact of organizational excellence policies on the dimensions of
contextual performance. The research has been applied on a sample of 76 members of both majors (doctors,
nurses) working at the heart surgery hospital in the city of Aleppo, Syria. The following conclusions have been
reached: Employees moderately exercise policies of both organizational excellence (empowerment, training,
wages and incentives) and contextual performance dimensions (organizational citizenship, organizational
commitment). Moreover, there was an observed positive correlation with one of the policies of organizational
excellence (empowerment) on the dimensions of contextual performance, while there was no observed
significant effect of both policies (training, wages and incentives) on the dimensions of contextual performance.

Keywords: organizational excellence policies, contextual performance, empowerment, organizational
citizenship, commitment, cardiovascular surgery hospital

1. Introduction

Syria has witnessed several changes at the beginning of the third millennium, accompanied by educational and
medical changes and developments in the health sector, together with a series of challenges affecting the
performance of the health sector. One of the most prominent challenges is the increase of the intensity of
competition in providing medical services inside and outside Syria. This obliged hospitals to unify all of its
employee’s efforts so as to improve its services in order to ensure its continuous existence, and to achieve
excellence among competitors.

Health organizational awareness and its role to improve quality in the market-place as well as customer
satisfaction, increases with the rises of concerns in industrial services inciting hospitals' employees to perform
more than their official duties and responsibilities, in order to achieve the minimum level of performance.

Modern hospitals have begun working to create a spirit of initiative and innovation, giving their workers the
freedom to act within certain limits, and consider that this kind of behavior affects the performance that
individuals willingly exert in hospitals, It has been found that the official functional requirements for an
individual in hospitals is no longer enough to achieve excellence. Therefore, there should be voluntary activities
exercised by the individual, in addition to the official activities, to develop the individual's performance and to
face future variable and permanent challenges.

2. Research Problem

Medical improvements currently being witnessed by the world encourage all societies to use all the available
administrative methods and modern technologies to develop medical services and to provide strategies and
derive the modern system that enables society to keep pace with the progress. It is the responsibility of the
hospitals at such a time of information revolution, to overcome the contemporary challenges which face human
recourses and to distinguish it in providing medical services. Thus, the research problem can be summarized by
the location of the organizational excellence policies’ impact on the contextual performance, and recognizing
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what kinds of impacts and changes these policies have on the hospital workers. This can be explored through
answering the following questions:

How available are the organizational excellence policies? (Empowerment, training, wages and motivations) in
the same hospital? And is it possible for this hospital to be a distinguished hospital with such current policies?

What is the situation of the organizational citizenship behaviors and the level of organizational commitment in
the same hospital?

What is the impact of each policy of organizational excellence (empowerment, training, wages and motivations)
on each scope of the contextual performance (organizational citizenship, organizational commitment) for the
workers in the same hospital?

3. Research Objectives

Providing a scientific framework about the concept of organizational excellence and its requirements and forms;
and clarifying the concept of the contextual performance and its different dimensions.

Studying the common organizational excellence policies in the hospital (empowerment, training, wages and
motivations) and its effect on the contextual performance dimensions (organizational citizenship, organizational
commitment).

Providing a set of recommendations and proposals to the hospital to avoid the shortcomings in the performance
of these policies and to encourage them to exercise organizational citizenship behavior and organizational
commitment in order to upgrade the level of the efficiency and effectiveness of the work in the hospital.

4. The Research Significance

The scientific aspect as it deals with two important variables at the social and humanitarian studies level, which
are organizational excellence and contextual performance. Both of these are considered to be relatively modern
concepts in the Arab World. Highlighting the importance of the role of human resources in the practice of
organizational citizenship behavior and strengthening organizational commitments through the appropriate
climate to reach the organizational excellence for hospitals. The scientific addendum which may arise from this
research could also be of importance and could enhance the Library with a case study which may attract further
researchers’ attention because of its scarcity in the health sector. In addition to the practical aspect which arises
from studies which work in the scope of the human resources rationalization and by taking these policies from
the organizational excellence concepts, and comparing them with the prevailing applied situation. It also
highlights the need to apply the concept of organizational excellence and the contextual performance in Syrian
environment, especially in the health sector and to draw attention to the importance of hospitals as organizations,
based on knowledge and learning that have a complex and a private nature.

5. Research Model and Variables

e Independent Variables: Organizational excellence policies (empowerment, training, salaries and
motivations).

e Dependent Variables: contextual performance dimensions (organizational citizenship, organizational
commitment).

e  Demographic Variables: (gender, age, academic qualification, and experience).

(lndependent Variable> Dependent Variable
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Figure 1. Research model
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6. Research Hypotheses

Organizational excellence policies (empowerment, training, wages and motivations) don’t morally affect the
contextual performance dimensions (organizational citizenship, organizational commitment) and are divided to
the below sub-hypotheses:

Organizational excellence policies (empowerment, training, salaries and motivations) don’t morally affect the
organizational citizenship.

Organizational excellence policies (empowerment, training, salaries and motivations) don’t morally affect the
organizational commitment.

7. Research Methodology

This study depends on the analytical descriptive approach, and this approach is based on combining desk and
field research. The desk study aims to collect the relevant scientific material through reviewing Arabic and
foreign books and references, periodicals, bulletins, articles, conferences and reports, theses (Ph.D., Master) and
the Internet. Whilst the field study aims to examine hypotheses through a questionnaire addressed to the workers
in the Cardiovascular Surgery Hospital in Aleppo, through collecting data through the questionnaire and then
uploading and analyzing the data.

8. Research Sample

The research community consists of one hospital (case study) which is the Cardiovascular Surgery Hospital in
Aleppo. Table 1 shows the number of employees in each specialty. The researchers applied this study only to two
categories, doctors and nurses as they serve the research purposes better than other disciplines:

Table 1. Research community

Hospital Number of employees Total
Doctors Management Nursing Technical Others
Heart Surgery 42 23 53 46 52 216

The researchers distributed 95 questionnaires to all the doctors and nurses in the hospital. 76 were recovered, of
which 80% were valid for statistical analysis, 10 were rejected and 9 were lost, as detailed in Table 2 below:

Table 2. Distributing the sample on disciplines

Number of forms for the disciplines
Doctors Nursing Sum
Heart Surgery 35 41 76

Hospital

9. Questionnaire Format

The required data has been collected by a special tool (questionnaires) especially written for this purpose, after
consideration of the theoretical aspect along with previous studies, bearing in mind that it covers the study
variables by using Likert Fivefold Criteria, and distributing it in the study case which consists of doctors and
nursing staff in the Cardiovascular Surgery Hospital in Aleppo. This questionnaire consists of 3 sections:

1) Demographic variables: comprises of 5 variables (gender, age, academic qualifications, experience, job),
and all of them have been measured through direct questioning.

2) Independent variables: including the organizational excellence policies which have been measured through
27 sentences where the terms were relevant to 3 policies of organizational excellence.

a) Empowerment: this dimension has been measured in 12 sentences;
b)  Training: this dimension has been measured in 9 sentences;
c) Wages and Motivation: this dimension has been measured in 6 sentences.

3) Dependent variables: including the Contextual performance dimensions which has been measured through
18 terms linked with two dimensions of the contextual performance.

a) The organizational citizenship: this scope has been measured in 9 sentences.
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b)  The organizational commitment: this scope has been measured in 9 sentences.
10. Statistical Analysis Methods

The data has been analyzed and the validity of the hypotheses has been tested based on a set of statistical
methods by using (SPSS. V. 17). Program, the used methods is listed as follows:

Cronbach's Alpha variable;

Distributing the sample’s terms based on the repetition and percentages;

Descriptive statistics (mean & the standard deviation);

Multiple Regression analysis.

11. Research Borders

The research has been applied in the Cardiovascular Surgery Hospital in Aleppo - only.

The research sample covers only the doctors and nursing staff in the Cardiovascular Surgery Hospital in Aleppo,
and the results of this research concerns these workers in the hospital only and has no relation to other hospitals.

The research uses only three policies of the organizational excellence (Empowerment, Training, Wages and
Motivation).

The research uses only two dimensions of the contextual performance (Organizational citizenship,
Organizational commitment).

The confidence level of 95% has been used in testing the validity of assumptions and generalizing results. The
researchers have personally distributed the Questionnaires to the members of staff during the period of 1/6/2012
to 1/7/2012.

12. Research Terms

1) Organizational excellence: reaching the highest level of excellence which makes the organization suitable
and competitive at a global level (Sharma and Kodali, 2008).

2) Contextual Performance: the activities contribute in the organization's effectiveness in a several ways,
working on the formation of psychological and social context of the Organization, which is considered as a
catalyst for the Organization’s activities and operations (Organ, et. al., 2006).

3) Organizational citizenship: is a group of voluntary behaviors performed willingly by the individual and not
as a part of their official work and raises the organizational effectiveness (Robbins, 2001).

4) Organizational commitment: is the individual’s willingness and readiness to provide all of their capacity
and enhance their loyalty, and to put forward the maximum effort they can give for the benefit of their
organization (Gardner, et. al., 2007).

13. Previous Studies

e  Study—Armitage, et al., 2005: The study aimed to provide an overview of the philosophy and methodology
of the seven foundations to enable the leaders to achieve distinguished results in their organizations. The study
identified the seven organizational excellence pillars which were: strategy, customers, operations, individuals,
relations, learning, and alignment.

e  Study—Sharma and Talwar, 2007: The study aimed to explore various models of excellence in order to
reach one model that included all points in these forms then to build a model called ‘comprehensive
organizational excellence model” which consisted of a set of the elements of leadership, strategic planning, the
values of individuals, common values, value of the customers, and those of business results.

e  Study—Angela, 2008: The study aimed to determine the importance of the behaviors of additional roles
associated with the organizational performance and evaluating behavior levels. The study observed that there
were no substantial differences in the staffing trends towards organizational citizenship behaviors’ variables,
according to differences in work grades and academic qualifications and monthly salaries, and there were
substantial differences in the trends in staffing towards variables of organizational citizenship behavior regarding
differences in age, marital status, gender and experience.

e  Study—Han, et al., 2009: The study aimed to identify the levels of the organizational commitment, career
satisfaction and empowerment of nurses in some hospitals in South Korea comparing between temporary and
permanent nurses, the study showed that permanent nurses have higher level of the organizational commitment
and empowerment compared to permanent nurses.
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e  Study—Chang, et al., 2010: The study aimed to identify organizational commitment levels for the nursing
elements, and recognizing the role of empowerment in the enhancement of job satisfaction, and in improving
levels of organizational commitment. The study focused on the impact of empowerment as a mediating variable
in the relationship between job satisfaction and organizational commitment. The result has showed that the
organizational commitment level for the nursing elements is above the medium grade. The empowerment has an
important role and a positive impact on the job satisfaction and the organizational commitment.

14. The Theoretical Part

Even though there is a considerable body of literature concerning Business Excellence, the large majority of it is
anecdotal and based on stories of various areas of success from a range of different individuals. It has been
generally considered that this particular area is one in which there is an identifiable need for a theoretical basis
which could offer a format on which various possible empirical studies were able to be based.

14.1 Organizational Excellence Concept

The vast scientific and technological development in the business environment lead to increasing competition
between organizations, which drives the organization to look for organizational and managerial practices that can
help them achieve excellence, leading to prosperity and growth in the business world.

The organizational excellence is considered one of the modern management concepts and one of the most
important objectives of business organizations, as it indicates the ability to provide services to others in an
innovative form that is distinguished from other competitors. (Elkhaldi, 2012).

Excellence is found to determine the ability of organizations to achieve superior quality and performance
(Mostahfezian, et al., 2012).

Therefore, the researchers can define organizational excellence as a dynamic process that seeks to improve the
performance of the Organization and increase the level of quality of goods and services.

Organizational excellence requires the presence of all ameliorative activities in the organization and these calls
for the provision of a set of requirements or basis, which are: strategies, customers, processes, people, learning,
relationships and alignment (Porter, and Steven Tanner, 2004).

It is possible to measure the performance of an organization by the use of the Model of Excellence EFQM’s
framework for self-assessment or by the MBNQA Model (Zairi, 2005). It is possible to gain some concept of the
value and effect of an organization’s quality management by performing constant measurements on the
management results and subjecting the findings to quality experts. Indeed the measuring of the success of a
company’s management is of constant importance especially in the current competitive market and that there has
been observed a difference between how the majority of employees view the management performance and how
the leaders plan their strategies for the company (Curkovic, et. al., 2000). It is necessary for companies to
discover some form of connection between the realities of the business and the performance metrics by
identifying the actions of the employees which fundamentally affect the goals of the company and to establish
metrics in order to assess the employees. By the use of the Baldrige Criteria which can be discovered in the
MBNQA (2007) described by the leadership category, it is possible to achieve an optimum performance (Blazey,
2006). There is, in the MBNAQ (2007), a focus on the measures used to investigate senior leaders’ performance
and it has been observed (Blades, 1995) that it comprises of a framework for organizations to assess their
performance. Over the years it has been utilized due to the criteria changing so as to name companies and
organizations which can be identified as demonstrating levels of excellence in their performance.

The true benefit of this award of quality is the actual act of measuring the improvement of a company and many
companies and organizations have been observed (Zairi, 2005) to make use of the criteria as proposed by the
MBNQA in order to self-assess their progress in the area of general improvement and also by considering their
potential for further improvement whilst also competing for the award. The provision of a measure in the form of
a comprehensive framework, for any business wishing to understand further its potential further has been
suggested to be one of the main reasons that the MBNQA has been so well established (Curkovic, et. al., 2000).
By considering certain particular relationships with a specified quantity of criteria, by taking areas of businesses
or organizations partially or completely, the attempt to validate empirically such examples of award quality
models have been attempted in a few studies. However, the large proportion of these works (Flynn and Saladin,
2006; Curovic, et. al., 2000; Black & Porter, 1996) there has been a particular focus on the model of the
MBNQA, despite the fact that there have been a few exceptions (Nabitz, et. al., 2001). It is necessary to engage
in further studies of a similar nature, and to utilize similar methods in the collection of the data and its analysis,
so as to accumulate further definitive indicators as to the validity of such models; as we consider that the lack of
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firm theoretical foundations tend to form a significant disadvantage to these frameworks, and is one which
presents considerable difficulties to the research itself.

The actual concept of the idea of quality has been described as being that of excellence (Campbell & Rozsnyai,
2002). This is a modern concept and one in which the improvements and control approaches form processes
which are strategic and can be employed as tools for qualitative and quantitative evidence. When instrumental
action occurs due to assumed control, the resultant observations can be open to question (Bound, et. al., 1994), in
that it is more applicable to complex, competitive environments (Hill & Jones, 1998) cited in (Singh, 2004)
together with a requirement for Quality (Karami, 2007). There are closer relations between the control and the
implementation of the formulated strategy, in this particular approach. With regards to the modern control
approach, two separate levels have been identified (Dess, et. al., 2007) as that of 1) the control of information
and that of 2) the control of behavior.

1) The control of information is primarily focused on the environment, both internal and external and examines
these environments in order to create a strategy to consider if the business or organization will be able to
discover relevant strategies and goals by its current course of action.

2) The control of behavior focuses on the both the formulation and the actual implementation of the particular
strategy identified by the business or organization. The examination of the business or organization and the
enquiry into how it is progressing, requires careful consideration of both the culture and its reward system, in
order to establish boundaries necessary for the implementation of control of behavior. This control of behavior is
considered to be necessary for a business or organization to compete in any given environment and is implicit in
any contract which is to be long term.

This modern system of control needs to satisfy a certain number of criteria so as to be effective and fulfill its
roles as a key method of gathering and examining basic continuous data. In order for the TM to perform a
strategy of serious action, the approach needs to be continually tightly focused on information regarding changes
in the working environment. Lower and Middle Management need to be supplied with important information so
as to give regular, frequent attention to such data. The collection of the information and data via the system of
control need to be examined through one-to-one interviews. Any of the outcomes of the use of the mechanism of
governance need to align the interests of the shareholders and the strategic system of control (Dess, et. al., 2007;
Mintzberg, 2008). They also need to ensure that the performance and activities of the business or organization
are both well established and are properly maintained in order to obtain the required quality (Karami, 2007).

There are certain benefits arising from good governance’s modern approach which are that the Board of
Directors are more involved and are committed; the shareholders are more active in the organization or business
and there is a system of incentives and rewards for effective managers (Mintzberg, 2008). Three main
characteristics have been identified as indicators of sound quality models (Blades, 1995), which consist of a)
Simplicity — the model needs to be able to be easily understood, remembered and straightforward to use;

b) Graphic — the model needs to be able to be pictorially represented due to the observation that pictures tend to
be more easily remembered, especially when used for purposes of education;

¢) Meaningful — the model needs to give a true meaning for the concepts which are used throughout the
structure.

In a recent study combing observations of critical factors apparent in awards arising from the Deming Prize,
there was found to be a positive correlation between the various criteria given for each individual award of
quality (Kangi, 2002). The earlier observation that when assessed using comparative weightings of criteria for
excellence across various countries, for example by using Deming, MBNQA, and EFQM, leaders, enablers,
certain specific strategies and policies, processes and individuals all appeared to obtain the highest weightings in
EFQM. This was as opposed to those observed in Deming and MBNQA. The highest results were observed in
the MBNQA apart from those for society (Kirke, 1999).

This particular research considers the critical factors appertaining to well-known awards for excellence which
have become apparent due to the Deming Prize together with nine criteria of the tool for
self-assessment—RADAR. It also considers approaches to quality which will be further described and examined
in various following awards (Miguel, 2001). Various positive correlations have been observed (Kangi, 2002)
throughout the criteria for the different awards for quality. Each of the different requirements were assessed as to
their importance by the use of R:5 as a maximum measure and R:1 as a minimum measure of the highest and
lowest correlations respectively together with using the second column to describe the different levels of
importance of the weighting by timing the amount.
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It was observed that organizational strategies had various performance assessments build into them by the setting
of objectives and by the linkage of standards of excellence. By the provision of strategic choice for the customer
together with the diligent assessment of performance with regards to the provision of value that forms the basis
of its particular policy, mission and vision (Zairi, 1999).

14.2 International Forms for Organizational Excellence

Japan Quality Award: is an award established in Japan in 1951 by the Union of Japanese Scientists and Engineers
and has been associated with the scientist Edward Deming. This prize is granted to: firstly individuals, especially
those who have made research and applied contributions in the field of quality or quality research and publishing;
and secondly to organizations aiming to encourage them to develop their practices in the area of statistical
control of quality (Tito, 1993).

The American Malcolm Baldrige National Quality Award (MBNQ): is an Award established by the American
Congress in 1987 to increase awareness of quality management and to reward American companies that succeed
in the implementation of quality management systems. Two awards can be granted annually in each of the three
categories-industrial companies, service companies, and small projects. The American Model is based on a set of
main concepts that reflect the values of excellence and effectiveness, which primarily stem from the total quality
management model and thinking process (Lee & Quazi, 2001).

The European Foundation for Quality Management Award (EFQM): is an award established in 1991 by the
European Organization for Quality Management and is granted annually to organizations that achieve quality
and continuous improvement in products and services, and for companies and production units, public sector
institutions and medium or small institutions. This award consists of two sets: the first is Enablers-the base to
support performance and enable the organization to achieve excellence. The second is Results-which are aimed
results that lead to distinguished work results (Taey & Kodada, 2008).

Dubai Government Excellence Program: is a means to encourage continuous development and improvement for
the level of services provided for customers by the local departments of Dubai Government, offering an annual
opportunity to honor department’s administrators, work groups, initiatives, distinguished projects, and
distinguished employees (Dubai Excellence Award, 2001).

King Abdallah the Second’s Award for Excellence: in Jordan King Abdullah II’s Center for Excellence was
established in 2006 to manage this award. The Center is considered the National Reference for quality and
excellence in all sectors. Its role is the dissemination of the culture of excellence. The Center presents an award
called ‘King Abdullah II’s Award for Excellence’ to any ministry, official/non-official institution, Company or
individual in accordance to the principles, criteria and fields adopted by the Board of Trustees of the center
(Ebdallah, 2009).

14.3 Organizational Excellence Policies

Empowerment: Is granting authorities and responsibilities to workers and giving them confidence, freedom of
action, decision-making and participation in the organizations’ management and solving the problems they face.
It is a means of encouraging them to take a step in order to face the recurring situations which offer them
autonomy to work out of the cycle of routine performance (Nava, et.al. 2008).

Training: The training of human resources is one of the most important elements that could lead an organization
to worldwide levels of performance. Almost none of models of Excellence are devoid from the training
component. This process is very important in order to achieve quality, so it must be carried out periodically and
impartially, depending on the source of internal and external evaluation of training (Lee and Croker, 2006)

Wages and Motives: The wage and incentives policy is one of the most important policies whose role is retaining
qualified human resources and creating motivation for all individuals who can support the organization in its
efforts to achieve its goals for which it exists (Abdallah, 2009).

14.4 Contextual Performance

Is the behavior that supports the psychological and social environment of the organization, contributing to the
organization's culture and climate and the way activities are implemented (Van Scotter, 2000).

14.5 Contextual Performance Dimensions

Organizational Citizenship: The concept of the organizational citizenship is considered a main pillar in building
human, behavioral and organizational relations inside and outside the organization. This concept reflects the
organization's ability in their environmental and social interactions, and their support for consensus values in
order to raise the efficiency and effectiveness of the organizational performance level where-ever this concept

23



www.ccsenet.org/ibr International Business Research \ol. 7, No. 9; 2014

skips the official excuses of behavior and includes important supportive data for the official organizational
behavior for the additional roles (Elfahdawi, 2005). Organizational citizenship behavior is known as an optional
voluntary behavior aimed to enhance the performance of the organization and enhance its effectiveness and
efficiency (Febles, 2005).

Organizational Commitment: Organizational commitment is one of the human objectives organizations seek to
achieve through linking organization and its workers due to the effective impact it has on the stability of the
human resource continued performance. It is known as the psychological state which links the individual with
the organization to achieve its objects, and adopt its values (Carlson, 2009). The organizational commitment is
considered one of the most important topics in the study of organization because of its important effects on
behaviors and trends of individuals, and its reflections on the individual and the organization, equally. It is
considered as an important factor in ensuring the success of organizations, their continuation and increasing the
quality of its services (Durrah, 2011).

15. Statistical Analysis
15.1 Test the Validity and Reliability of Standards

The questionnaire has been endorsed by arbitration where it has been well formulated and based on different
points of view of previous researchers, and presented to experienced arbitrators. The stability of the
questionnaire has been verified by using an internal gradient consistency Alfa Cronbach (Cronbach's), and for
the standard to have a stable scale the minimum value of the parameter in this test it should not be less than 0.70.

The results in Table 3 show that the value of the Alpha Cronbach ranged between 0.701 and 0.891. These values
are considered high, accordingly, it can be stated that all standards in the research are featured with internal
stability for their terms.

Table 3. Alfa Cronbach's factors for study variables

Variable Alfa Cronbach's Factor No. of terms
Empowerment .834 12
Training .758 9
Wages and incentives 745 6
Organizational excellence .818 27
Organizational Citizenship .763 9
Organizational Commitment .701 9
Contextual performance .847 18
All study's variables .891 45

15.2 Describing the Sample's Features

Table 4. Distributing the sample terms according to demographic variables

Demographic Variables Categories Frequency Percentage %
Male 37 48.7
Gender
Female 39 51.3
. Single 33 43.4
Marital Status .
Married 43 56.6
Less than 30 31 40.8
30- less than 40 20 26.3
Age
40- less than 50 14 18.4
More than 50 11 145
Less than two years 14 18.4
. 2-5 29 38.2
Years Of Experiences
5-10 20 26.3
More than 10 13 17.1
Doctor 35 46.1
Job
Nurse 41 53.9
Total 76 100.0
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15.3 Descriptive Statistics for Research Variables

Table 5. Mean and standard deviations for the search variables

Variable Variable's Dimensions No. of Terms Mean Standard Deviation
Empowerment 1to12 3.46 .611
Organizational Excellence Policies Training 13to 21 3.01 .567
Wages &Motives 221027 2.50 .631
Total measures for the Organizational Excellence Policies 1to27 3.10 414
. Organizational Citizenship 2810 36 3.50 .599
Contextual Performance Policies L .
Organizational Commitment 371045 321 .585
Total Measures for the Contextual Performance 281045 3.35 .552

From Table 5 the following is shown:

The workers in the Cardiovascular Surgery Hospital practice the empowerment policy more than the average,
where the mean of this policy is 3.46 with a standard deviation of 0.611 may be due to the fact that the
management of this hospital grants workers some authority and independence in the implementation of their
work, especially doctors. The training policy on average has the mean of 3.01 and the standard deviation of
0.567 which may be due to the lack of sufficient interest in the management of this hospital in training courses
for workers, especially nurses. Additionally to the weak budget for training programs, there was not a clear
display of awareness of wages and incentive policies. Here the mean was 2.50 and the standard deviation was
0.631 which could have been due to the lack of consent of the majority of workers in this hospital on the wages
and incentives system used especially that it was a government hospital that worked within specific controls and
regulations.

In general, the workers in the Cardiovascular Surgery Hospital practiced the organizational excellence policies in
a moderate way, where the mean of these policies combined were 3.10 and the standard deviation was 0.414 and
it also showed that the most used organizational excellence policies in the hospital was the policy of
empowerment, training policy, and finally the wages and incentives policy.

The workers in the Cardiovascular Surgery Hospital exercised the organizational citizenship behaviors more than
the average, where the mean for these behaviors was 3.50 and the standard deviation was 0.599 which was due
to the fact that some doctors and nurses did additional functions outside working hours, as well as the
cooperation and assistance among colleagues in case of huge workloads. It appeared that the levels of
organizational commitment in the hospital had increased to be more than the average, where the mean was 3.21
and the standard deviation 0.585 which may have been due to emotional attachment and psychological
satisfaction between staff and the hospital.

In general, the Cardiovascular Surgery Hospital Workers’ exercise the contextual performance dimensions in a
degree that was above average, where the mean of these policies combined was 3.35 and the standard deviation
0.552 also showed that the most used among contextual performance dimensions was the organizational
citizenship behaviors, then the organizational commitment levels.

15.4 Hypothesis Test

The First Hypothesis Test: The organizational excellence policies (empowerment, training, wages and incentives)
were not found to morally affect the organizational citizenship. So the researchers have used multiple regression
analysis to test this hypothesis.

Table 6. The multiple regression form for the organizational excellence policies in the organizational citizenship

Policies of Organizational —Unstandardized Coefficients Standardized Coefficients . sig. 'StaFis_ticaI
Excellence B Std. Error Beta Significance
Empowerment .610 .098 .623 6.245 .000 Morale (Sig)
Training .048 .094 .046 514 .609 Non-moral
Wages and Motives 123 .097 130 1.273 .207 Non-moral
Constant .936 412 2.272 .026
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Form's Indicators

(F) =22.66 (R2) = .486
(Sig.) =.000 (Adjusted R) = .464
(R) =.697 (Std. Error Estimate) = .438

Table 6 shows the following:

The validity of the form used to test the affecting relationship between organizational citizenship and
organizational excellence policies, where the value of F 22.66 with a moral standard of 0.000 is less than 0.05
which means that this model with its independent variable is able to be used to predict the value of the dependent
variable.

The correlation between independent variables and the dependent variable is equal to 0.697 which means that the
relationship between the organizational excellence and the organizational citizenship policies has a direct
correlation and strength of this relationship 69.7% and is considered a good force to some extent.

There is one policy of the organizational excellence policies that affects positively on the organizational
citizenship which is: Empowerment, while the remaining two policies do not affect morale on the organizational
citizenship: training, wages and incentives.

The determination linear R2=0.486 which means that the independent variables for the organizational excellence
policies (empowerment) explains about 48.6% of the change in the dependent variable (organizational
citizenship) and is a moderate proportion, and that the 51.4% were due to other variables have not been subject
of the study, or due to an accident.

According to the multiple regression results: the first assumption will be partially rejected relevant to any moral
effect for the organizational excellence policies (empowerment) in the organizational citizenship, while the first
assumption will be partially accepted relevant to moral effect for organizational excellence policies (training ,
wages and motives) in the organizational citizenship.

The Second Hypothesis Test: The organizational excellence policies (empowerment, training, wages and
incentives) were not found to affect morally in the organizational commitment.

So the researchers have used multiple regression analysis to test this hypothesis:

Table 7. The multiple regression form for the organizational excellence policies in the organizational citizenship

Policies of Organizational —Unstandardized Coefficients Standardized Coefficients . sig Statistical
Excellence B Std. Error Beta Significance
Empowerment .646 .090 .675 7.141 .000 Morale
Training -124 .087 -.120 -1.423 .159 Non-moral
Wages and Motives .075 .090 .081 .839 404 Non-moral
Constant 1.158 .381 3.035 .003

Form's Indicators

(F)=27.94 (R2) = 538
(Sig.) =.000 (Adjusted R) = .519
(R)=.733 (Std. Error Estimate) = .406

Table 7 shows the following:

The validity of the form used to test the affecting relationship between organizational citizenship and
organizational excellence policies, where the value of F = 27.94 with a moral standard of 0.000 is less than 0.05
which means that this form with its independent variable is valid to be used to predict the value of the dependent
variable.

The correlation between independent variables and the dependent variable is equal to 0.733 which means that the
relationship between the organizational excellence policies and the organizational citizenship has a direct
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correlation and the strength of this relationship is 73.3% and is considered a good force.

There is one policy of the organizational excellence policies that affects positively on the organizational
citizenship which is: empowerment, while remaining two policies do not affect morale on the organizational
citizenship: training, wages and incentives.

The determination linear R2=0.538 which means that the independent variables for the organizational excellence
policies (empowerment) explain about 53.8% of the change in the dependent variable (organizational citizenship)
and it is a moderate proportion, and 46.2% were due to other variables not been the subject of the study, or due to
an accident.

According to the multiple regression results: the first assumption will be partially rejected relevant to any moral
effect for the organizational excellence policies (empowerment) in the organizational commitment, while the
first assumption will be partially accepted relevant to moral effect for organizational excellence policies
(training , wages and motives) in the organizational commitment.

16. Results

The degree of practicing the organizational excellence policies (empowerment, training, and wages and motives)
in the Cardiovascular Surgery Hospital in Aleppo was found to be within the medium range.

The most used among organizational excellence policies by the workers was empowerment then training policy
and lastly wages and motives policy.

The degree of practicing the contextual performance scoops (organizational citizenship, organizational
commitment) in the Cardiovascular Surgery Hospital in Aleppo was found to be a little bit above the medium
scale.

Workers in this hospital practice organizational citizenship behaviors was found to be close to a good degree,
while their organizational commitment was to some extent above the medium range.

The empowerment policy as one of the organizational excellence policies affected positively on the two
contextual performance scoops (organizational citizenship and organizational commitment).

There was no observed moral effect of the two organizational excellence policies (training and wages and
motives) on the organizational performance organizational citizenship and organizational commitment).

17. Recommendations

The hospital management should pay attention to the organizational excellence policies and should work on
developing them by:

Enabling employees in the hospital, especially doctors and nurses by giving them more authority and the
freedom to take action so as to implement their work and to find appropriate solutions to problems facing them,
providing them an opportunity to participate in decision-making, particularly those related to their work.

Focusing on training and allocate sufficient funds to identify training needs on a regular basis and to let workers,
especially doctors to have many of the training courses, whether internal or external, designing training programs
that focuses on the social aspects and the capacity to adapt with the nature of the work in hospitals with
continuous evaluation of the training process on a regular basis.

Create a wages and motives system based on the objective criteria linked with performance and achievement, as
well as the excellence motives that must be included in this system.

Hospital's management team should continue to work on promoting the spirit of the organizational citizenship in
worker's lives by creating an organizational climate or culture in order to help workers to adopt such behaviors
by providing more opportunities for career development and progress in the future, and linking rewards and
incentives with the level of high organizational citizenship showed by workers.

Enhancing the organizational commitment levels of the staff of the hospital through career development, motives,
rewards, good treatment, and respect from the management; to pay more attention to staff members; to provide
appropriate guidance together with opening a line of communication with them; to create a spirit of sincerity,
dedication and loyalty to the hospital at which they work.

The researchers recommend studying the following research areas in the future:

A study on the effect of organizational excellence policies on the career satisfaction.

A study on the impact of the application of international excellence standards for the medical quality services in
hospitals.
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A study on the relationship between the contextual performance and the functional performance.
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