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ABSTRACT. Despite the widespread application of the Public Sector Scorecard (PSS) in several countries, the intention
to embrace this management framework varies significantly across these regions. This study aims to investigate the
factors affecting PSS adoption in a developing country to provide a comprehensive understanding of the uptake. A
quantitative methodology utilizing a cross-sectional survey, based on a questionnaire derived from previous research
and administered to employees at public universities (PUs), was analyzed using Structural Equation Modeling. The
findings of this study may assist PUs' administrators in implementing a suitable framework to assess and monitor
organizational performance, allocate resources, formulate strategies, and enhance service delivery for users and

stakeholders. Furthermore, it could provide references for policymakers in pursuing effective strategies for PU control.

1. Introduction

Performance measurement has been cardinal to the operation and advancement of all
kinds of organizations [1] and has been considered as a subject which has attracted an increasing
engrossment among both practitioners and scholars since the mid-1980s ([2]-[6]). Performance
measurement has turned out to be a ubiquitous component of the public sector organization
(PSO) worldwide which has been made used of within sectors as diverse as policing, public
education and healthcare ([7]-[8]). Higher education plays a paramount part in serving the
requirement of society and becomes the indispensable factor for society to survive and thrives [9]
and thus makes a huge contribution to the national economic and social development [10].

Nevertheless, public universities (PUs) have been considered as complex institutions with a range
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of inputs and outputs as well as a variety of stakeholders [11]. Apart from performing the primary
responsibilities like teaching and doing research, PUs also undertakes many other tasks which
results in numerous difficulties in evaluating their activities during operations [12]. Based on the
demands of managing the organizational operation in the way of savings in the confines of
restrained resources; thus, higher educational administrators have been supposed to minimize
input resources or maximize educational outputs to assure the perfect performance for
sustainable development of institutions [13]. Accordingly, PUs must make an effort in conducting
strategic planning and organizational management in an effective manner. This thus raises an
urgent claim on an efficient and effective measurement and management framework application
during their operation [14].

Surprisingly, the application of performance measurement and performance management
within the PSO has been still a controversial matter due to its intricate characteristic [15].
Admittedly, the difficulties in conducting as well as the appearance of unintended consequences
during measuring the organizational performance measurement has been growing dramatically
([16]-[18]). In particular, an exhaustive review on performance measurement has covered with
the conflicting point of view on its applicability ([19]-[21]). Accordingly, the lack of expected
improvements in performance, accountability, transparency and quality of services in PSOs have
been generated through conducting performance measurements ([22]-[24]). On the other hand,
scholars have emphasized the unresolved problem with formulating performance measures ([23];
[25]; [26]; [16]) which is due to the shortage of satisfactory overall performance measurement
paralleling to the financial performance measurement of private organizations in combination
with the intangible nature of public services [27].

This is because organizational performance measures have been notoriously hard to
formulate in the context of PSO [28]. Similarly, evaluating the performance of PUs seems to be a
difficult task. Particularly, numerous PUs face significant challenges due to the absence of an
efficient and effective management structure that fulfills the demands and expectations of their
stakeholders [29]. Notably, it has been well -regarded that PSO should measure and communicate
its performance to main stakeholders. Although performance measurement in PSO has to cope
with numerous processes, outputs and outcomes, it would be difficult in addressing several
dimensions and to satisfy multiple constituents [30]. While the Balanced Scorecard (BSC) has been
utilized to set strategic objectives and align departmental activities in higher education
institutions, its four perspectives fail to prioritize stakeholder interests, despite public universities
having a diverse array of stakeholders [11]. Although a set of relevant internal and external
stakeholders are determined and added into the BSC framework [31], BSC fails to reflect causal
relationships and neglects the involvement of stakeholders. On the other hand, the limitations in
integrating with the accounting information system along with the difficulties in applying BSC

in organizations make BSC soon be replaced in the future [22].
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Therefore, new perceptions in performance measurement which exceeds best practice
have been demanded for organization [32]. In this regard, public sector scorecard (PSS) is
measurement and management framework which is proposed to apply in the PUs. Owing to
establishing improvement, innovation and learning culture, PSS is substantiated as an effective
framework to reinforce organizations to perk up the outcomes for service users and stakeholders
in an economic manner, and design measures of performance that assist them sharpen and
guarantee quality without prevailing upon staff to reach arbitrary goals [33]. Nonetheless, the
establishment and the effective application of performance measures have still challenged PSOs,
especially the public higher education organization and thus become an issue requesting more
systematic investigation [34]. Of these, critical seems to be the insight into determinants which
resulted in the significant influence on the adoption and effective application of the performance
measurement and management of this type of sector ([34]-[36]). Unfortunately, the
comprehensive understanding of the adoption of a performance measurement and performance
management system in PSOs, particularly in public higher education institutions, along with the
factors affecting its successful implementation and utilization, has not garnered extensive
scholarly attention [5]. To achieve optimal success in presenting solutions for PSS implementation
in PUs, it is essential to identify the crucial success factors for PSS adoption in PUs. Consequently,
the current research aims to address the following research questions.

* RQ1. What are the critical success factors that influence the intention of PUs to implement PSS?
* RQ2. To what extent do these factors impact the PSS adoption intention among PUs?

The remainder of this research is organized as follows, following the succinct
introduction. Section 2 provides a comprehensive explanation of the theoretical input of the
present study, which elucidated the research framework and the benefits of the PSS. Section 3
emphasizes the establishment of the research paradigm and the development of the hypothesis.
Section 4 provides a more comprehensive comprehension of the research materials and methods
used in this study. Section 5 is the primary episode in which the result analysis is illustrated. The
final section emphasizes the primary conclusions that have been derived regarding the critical

success factors of PSS adoption intention and the orientations for future work.

2. Theorical input
2.1. Research framework
a. Technology Acceptance Model (TAM)
Technology Acceptance Model (TAM), proposed by Davis (1989) [37] and Davis et al.
(1989) [38] is adapted from the Theory of Reasoned Action, has been widely applied by many
scholars and practitioners to determine users’ intentions towards the adoption of new technology.
The two particular beliefs are proposed in this model; perceived ease of use and perceived

usefulness have directly positive effects on measured usage [39]). The staff are not ready for new
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technology application almost all the time although they realize that it will improve their
performance [38]. The users tend to apply a system grounded on the tradeoff between
information quality and the expenditure to reach this information [40]. Both the academicians
and the practitioners are suggested considering the two factors, namely perceived ease of use and
perceived usefulness ([37]; [38]). Accordingly, perceived ease of use is defined as the extent to
which a person considers that adopting a specific system will be free of physical and mental
attempt whereas perceived usefulness is referred to the extent to which a person realizes that
applying a specific system would gain his or her job productivity ([37]; [38]). The TAM model has
been well-regarded as the first to illustrate that these psychological factors perceived are heart to
motivate the staff to employ an advanced system.
b. Contingency theory

Contingency theory is generated from the sociological functionalist theories of
organization structure carried out by Smith and Farquhar (2000) [41] and Chenhall (2003) [44].
Due to the fact that contingency theory utilized the behavioral aspect of an organization to
illustrate the significant influence of contingent factors, including technology, culture, and the
external environment, on the design and operation of organizations [43]. Given that performance
measurement has also been triggered by such contingency factors as strategy and political
environment, managerial information needs, organizational structures and information systems
[44]. Hayes (1977) [45] presupposes that contingency theory can be employed to investigate
organizational measurement and subunit measurement.
2.2. Public sector scorecard and its key characteristic driving successful performance
measurement within public universities

PSS aims to cultivate a performance management culture centered on enhancement,
innovation, and learning, focusing on achieving favorable outcomes for service users and
stakeholders at a reasonable cost. It promotes performance methods that facilitate improvement
and ensure quality without incentivizing staff to pursue arbitrary goals that compromise public
service quality [33]. PSS covers seven aspects which can be modified upon the organizational
features. Pertaining to the left position of the PSS consists of the outcomes, processes, and
capabilities whereas the right side of PSS expounds a variety of elements [33]. Particularly,
outcomes cover with the key performance outcomes which the PSO targets to accomplish, those
requested by users and other paramount stakeholders, along with financial outcomes [33]. The
processes embrace with one component, that is, service delivery which primarily concentrates on
the substantial experiences of users and stakeholders [33]. The capabilities consist of innovation
and learning, people, partnership as well as resources which are intensified by effective
leadership [33].

The PUs' goal has been to set up its competitive advantage through achieving better

performance in work, gaining the human capital value and therefore offer value to its key
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stakeholders [47]. The process of designing the PSS attracts the involvement of several types of
participants, namely the involvement of service users, organizational staff and key stakeholders.
In particular, the customers of PSOs take part in the service delivery process [47]. In view of the
rapid change of customer demands on the public service [47], the involvement of service users
will put the experiences and understandings of the service user at the center of effective public
service design and distribution [48] which will result in the effective outcomes and high quality
of service delivery [49], [50]. The involvement of front-line staff and stakeholders is also vital to
the organizational accomplishment [51]. The personnel will possess a thorough comprehension
of the strategic objectives and organizational vision, whereas the stakeholders will consist of
individuals or entities that will impact or be impacted by the organizational strategy [52]; [53].
Focusing on outcomes rather than inputs or outputs would steer the PUs towards appropriate
objectives and enhance accountability [54].

On the other hand, identifying the outcomes sought by the organization, specifically
regarding value for money, served as the foundation of PSS research, and this focus on outcomes
would guide the entire PSS project, aiding the organization in achieving these objectives [33]. As
stated by Modell (2005) [20], the PSO has been accused of wastefulness and inefficiency. The
‘value for money’ has turned out to be a front-page aspect of public sector management [22]; [55].
Thus, the PSS is comprised of process advancement within an overall performance management
framework concentrating on the different outcomes requested the financial outcomes like value
for money. Importantly, capability and organizational culture are critical success factors for
reaping the outcomes required which are included in the PSS [33]. Furthermore, the PSS also
integrates risk management into strategy map. This is due to leaders of PUs are under high
pressure of the allocation of human resources over a wide range of operations within the
organization in light of restrained financial resources, of these, administrative costs have been

raised in a disproportionate way [56].
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Figure 1. The public sector scorecard framework
(Source: Moullin, 2017 [33])

3. Hypothesis development and research model

3.1. Hypothesis development

Perceived ease of use is considered as one of the main beliefs in the framework of TAM
and conceptualized as the degree to which a person believes that using a particular system would
be effortless to use [37]. Thus, the PUs will be more likely to adopt PSS if they perceive it to be
easy to operate and does not involve too much hassle to operate. Within the framework of TAM,
users are predicated largely on their perceived usefulness of the system ([37]; [38]). In PSS
adoption, the users will adopt this framework if they keep in view that the system will bring
benefits such as using PSS enabling them to accomplish tasks more effectively, improving
organizational performance and giving the organization greater control over the work. According
to previous empirical research, perceived ease of use and perceived usefulness are not the only
beliefs that mediate the impact of the external environment on attitude and intentions. Many
scholars have focalized on the extension of TAM by including additional variables to enhance its
specificity, predictability and explanatory power [57]. The perceived value is referred to the belief

of an individual on the amount of benefit when acquiring a service [60]. The service users



Int. J. Anal. Appl. (2025), 23:260 7

typically wish to purchase products/services with those vendors who provide maximum value
[61]. Indeed, the literature has proved that the perceived value of a product/service demonstrated
a significantly positive impact on the purchase intention [60]. Given that perceived value has been
considered even more imperative than satisfaction [61], in this study, the PUs have expectations
when they adopt PSS, and the more their expectations are fulfilled, the more value they will
regard for this framework.

The perceived security antecedent can be related to antecedents of security, such as
verification, authentication, encryption, protection, and non-repudiation [58]. Thus, perceived
security is specified as the subjective probability in user’s eyes which his personal information
will not be displayed, saved, or stolen [62]. All organizations are more and more becoming
cautious about giving out information. In this research, PSS adoption will be taken into
consideration of implementation when the PUs realize that all the organizational information will
be free from being stolen or illegally utilized by others. Thus, the research hypotheses are
postulated as follows.

» HI. Perceived usefulness has a significantly positive effect on PSS adoption.
* H2. Perceived ease of use has a significantly positive effect on PSS adoption.
* H3. Perceived value has a significantly positive effect on PSS adoption.

» H4. Perceived security has a significantly positive effect on PSS adoption.

Leadership has been well-acknowledged as one of the most determinants to revamp work
efficiency in organizational operations [63]; [64] through the significant influence capability of
leadership on the staff [65]. Leaders can give rise to organizational structure and formulate the
organizational culture to lead to impact by means of different affairs, actions and services [66]. In
other words, leadership can be treated as the main weapon of the organization as the leaders can
reap the best success, namely accomplishing strategic goals and labor productivity through
effective leadership. As such, leadership undoubtedly demonstrates the main role in the outcome
of any organizational projects [64].

Indeed, as the top manager typically has a predominant position in determining the
organizational strategy, organizational construction, and management systems establishment,
their involvement has been supposed to be one of the most critical success factors for the adoption
of innovations like the adoption of management technique [67]. For the PSO, the leader plays an
important role in determining strategic performance and operating environment [68]. As PU is a
component of PSO, the administrators in this type of organization also play the same parts. The
positive influence from administrators will be much more effective in support for an innovation,
positively impacting adoption. Especially, when administrator obtains good capabilities, they
will recognize the usefulness, ease of use, value and security of the new measurement and
management framework. Envisaging the important role of administrator in the PSS adoption

intention in PUs, the following hypotheses are set-forth for verification.
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» Hb5. Administrator has a significantly positive effect on perceived usefulness.
* He6. Administrator has a significantly positive effect on perceived ease of use.
* H7. Administrator has a significantly positive effect on perceived value.

» H8. Administrator has a significantly positive effect on perceived security.

The university staff have been well-acknowledged as a paramount asset which generates
a significant contribution to the success of an organization pertaining to the degree of education
services offered [69]. Therefore, the PUs has been supposed to spend most of their budgets on
personnel due to their intensive labor and the overall organizational performance has been most
likely to depend on this resource [70]; [71]. On the other hand, the development of information
technology, organizational factors and contexts such as increased market competition, changing
strategy, operational complexity and operational structural transformation have raised demands
on adjusting the role of management accounting, especially management accounting staff.
Therefore, management accountants are recommended to own a sound background of
accounting knowledge, skills in designing financial information systems as well as skills in
establishing and manipulating performance management systems to support the administrators
in measuring and managing the organizational performance [72]. Accordingly, with excellent
knowledge and experience, the management accountant will recognize the usefulness, ease of use
of the new measurement and management framework. Envisaging the important role of
accountancy resource in the PSS adoption intention in PUs, the following hypotheses are set forth
for substantiation.

* H9. Accountancy resource has a significantly positive effect on perceived usefulness.
* HI10. Accountancy resource has a significantly positive effect on perceived ease of use.

Internal communication is defined as a process that integrates diverse components to
collectively encompass all forms of interactions among individuals, groups, or organizations. The
internal communication concentrates on fundamentally establishing interconnection between
individuals and groups, working at various degrees in particular areas of specialization within
an entity in the effort to set up and maintain trust, offering timely and reliable information,
bolstering decision processes and eliminating the barriers between dissimilar departments and
thus devoting to motivation, especially in the period of change and stress [73]. Interdepartmental
communication plays an indispensable part in an organizational accomplishment. To that end,
the PUs are unable to employ PSS without extensive interdepartmental communication, as it
would be impossible to customize and coordinate. Thus, the research hypotheses are posited as
follows.

» HI1. Interdepartmental communication has a significantly positive effect on perceived usefulness.
» HI12. Interdepartmental communication has a significantly positive effect on perceived ease of use.
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3.2. Research model
The research model, based on TAM and contingency theory, illustrates the critical success

factors for the adoption of PSS in PUs, as shown in Figure 2.

H5
H11 H1
I
Perceived
usefulness
Interdepartmental Accountancy
communication f resource
H9
L .
H12 Perceived ease of w |
use »
| e HI0 —— H2
He
I i \ 4

Administrator Public sector.
scorecard adoption

Perceived value

HS Perceived security w H4

Figure 2. The hypothesized model

(Source: The researchers’ recommendation)

4. Research material and methods
4.1. Target population and research sample collection
The Southern area was selected for this study to investigate the critical success factors
influencing the intention to adopt PSS, owing to its pivotal role in Vietnam's economic
development. Given that PSOs are required to demonstrate the utmost adherence to legal
standards during their operations, and that PU constitutes a component of PSOs. Consequently,
nearly all PUs in Vietnam may utilize the findings of this study as a reference. A survey
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questionnaire was employed to gather the required data. This study utilized convenience
sampling and snowball sampling methods in the survey. Upon the application of structural
equation modeling (SEM) for analytical methods, it may pertain to various overall fit indices and
the selection of the suitable strategy. Sivo et al. (2006) [75] recommended a "critical sample size"
of 200 to ensure adequate statistical power for data analysis. The questionnaires were
administered from November 2019 to February 2020 and were collected personally by the
researchers. The 241-complete response achieved in this study satisfied the extensive criteria for
the required sample size established by prior researchers. Consequently, the survey sample was
deemed typical of the entire population, and the findings from this sample pertained specifically
to the intention to use PSS in PUs in Southern Vietnam.

4.2. Measures and the questionnaire

The questionnaire was split into two parts; the demographic profile comprised of gender,

age, career, year of experience, etc. and constructs measurements in five-point Likert-scale [76]

which ranged from strongly disagree (1) to strongly agree (5). The theoretical constructs of the

proposed model were presented in detail as follows:

= Perceived usefulness. This research employed 3 items which were proposed by Davis (1989)
[37], Davis et al. (1989) [38].

= Perceived ease of use. There were 4 items employed in this study which were established from
those proposed by Davis (1989) [37], Davis (1993) [77].

» Perceived value. This research employed three items which were endorsed by Liu et al. (2015)
[78].

= Perceived security. The criteria employed to evaluate the perceived security were taken as
reference from the contributions of Flavian and Guinaliu (2006) [79].

» Administrator. The measurement scales for administrator embraced of 4 dimensions of
outcomes drawn from the findings of Koske and Muturi (2015) [80].

» Accountancy resource. The measurement scales for assessing accountancy resources in the
research were inherited from the explorations of Radhakrishna and Raju (2015) [81].

» Interdepartmental communication. This research utilized 3 items which were suggested by
Covin and Slevin (1991) [82]; Jaworski and Kohli (1993) [83].

» Public sector scorecard adoption intention. The measurement scales for evaluating the PSS
adoption intention were designed from the investigations of Davis et al. (1989) [38]; Davis
(1993) [77].

4.3. Techniques for data analysis

The preliminary filtering of each scale was performed by means of item-total correlations

(Cronbach’s Alpha) and exploratory factor analysis (EFA) through employing SPSS 26.0. A two-

step SEM technique, measurement model and structural model, were applied to corroborate the

reliability and validity of the measures before investigation into the structural relationship

between constructs with the support of AMOS 26.0.
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5. Result and discussion

5.1. Descriptive results

The statistical data indicated that the majority of respondents were female, while males
constituted only 39.83 percent. The number of respondents in the accounting and administrative
departments was 97 and 94, respectively, while approximately 50 respondents were employed in
the quality assurance and curriculum development department. The participants held bachelor's
degrees (27.80 percent) and master's degrees (72.20 percent). Approximately 55.19 percent of
respondents possessed over 9 years of job experience; 38.59 percent of respondents had job
experience ranging from 6 to fewer than 9 years, while 6.22 percent had less than 6 years of
experience. The age of the respondent was as follows: 7 respondents aged 20 to under 30; 94
respondents aged 30 to under 40; 71 respondents aged 40 to under 50; and 69 respondents aged
50 to 60.
5.2. Assessment of convergent validity

There has been a requirement to validate the measurement model of latent constructs for
unidimensionality, validity, and reliability prior to establishing the structural model ([84]-[87).
Accordingly, unidimensionality was attained when the factor loading of all items surpassed a
minimum value of 0.6 [87]. In addition, the construct validity was corroborated by examining the
convergent validity and discriminant validity. As stated by Peter (1981) [88], convergent validity
was evaluated by assessing the construct loadings and construct reliability. The standardized
loadings of each construct were significant and surpassed threshold value of 0.50 [89]. Pertaining
to the construct reliability, coefficient alpha was traditionally computed to gauge the internal
consistency reliability of the measures [90] and was recommended to exceed the degree of 0.7
[93]. Moreover, in order to evaluate the construct reliability, all values of the composite reliability
(CR) must be greater than the suggested value of 0.7 [92]; [93] and the average variance extracted
(AVE) values must surpass the proposed value of 0.50 [94]. The result depicted in Table 1
illustrated that the convergent validity for all constructs was achieved.

Table 1. Results summary of measurement model.

Factor

. . Cronbach’s Composite
Variables Items Loadings o Inference

Alpha Reliability

Ranges

Administrator BGH  0.698-0.818 0.849 0.589 0.851 Retained
Accountancy resource NLKT  0.694 - 0.855 0.865 0.620 0.867 Retained
Interdepartmental communication TINB  0.746 - 0.798 0.825 0.618 0.829 Retained
Perceived usefulness NTHI  0.725-0.793 0.809 0.591 0.812 Retained
Perceived ease of use TDSD  0.696 - 0.893 0.867 0.692 0.870 Retained
Perceived value NTGT 0.724 - 0.856 0.835 0.630 0.836 Retained
Perceived security NTBM  0.658 - 0.842 0.880 0.598 0.880 Retained
Public sector scorecard adoption intention VD 0.745 - 0.807 0.811 0.591 0.812 Retained
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5.3. Assessment of discriminant validity
The square root of AVE for each latent variable must exceed all other correlation values
among the latent variables. The outputs exhibited in Table 2 illustrated the good discriminant
validity of the hypothesized model.
Table 2. Results of discriminant validity.

NTBM  NLKT BGH TDSD NTGT TTNB VD NTHI

NTBM 1
NLKT -0.017 1

BGH 0.118 0.253 1
TDSD 0.136 0.275 0.293 1
NTGT 0.198 0.167 0.248 0.121 1
TTNB 0.061 0.267 0.187 0.363 0.188 1

VD 0.145 0.153 0.187 0.323 0.373 0.165 1
NTHI 0.064 0.367 0.265 0.112 0.169 0.318 0.320 1

5.4. Assessment of overall model fit

The generally lowest values for goodness of fit index (GFI), Tucker-Lewis index (TLI) and
comparative fit index (CFI) were 0.90 [95] and GFI scores may fall below 0.95 in several studies,
ranging from 0.774 to 0.923. The ratio of chi-square to degree of freedom (x2/df) was requested
to be below 3.0 [96]. The RMSEA value was suggested to be below the maximum value of 0.06
determined by [97]. The results in Table 3 reported that measurement model and structural

model met the Goodness of Fit requirements in the current context.

Table 3. Results of measurement and structural model analysis.

The goodness of fit measures CMIN/DF GFI CFI TLI RMSEA
Recommended value <3 0.774<x<0.923 209 209 <0.06
Measurement Model 1.435 0.883 0.947 0.955 0.043
Structural Model 1.502 0.872 0.939 0.946 0.046

5.5. Hypothesis verification
a. Hypothesis testing

The results analysis documented that NTHI demonstrated a positive and significant
influence on VD (B = 0.334; p = 0.002), which supported H1. TDSD was indicated to have a
positive impact on VD (p = 0.237; p = 0.000), thus supported H2. Additionally, NTGT was
revealed to illustrate a significantly positive effect on VD (3 = 0.296; p = 0.000), hence support H3.
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Whereas, NTBM (B = 0.049; p = 0.452) was verified to have an insignificant effect on VD,
consequently not supported to H4. Simultaneously, it was substantiated that BGH had an
insignificant impact on NTBM (p = 0.137; p = 0.080), therefore not supported to H8. The findings
also confirmed that BGH was positively and significantly ( = 0.121; p = 0.019) associated with
NTHI. Therefore, H5 was supported. The results stressed that BGH was positively and
significantly related to both TDSD (8 = 0.229; p = 0.002) and NTGT (p = 0.254; p = 0.000). Thus,
supported both H6 and H7. Besides, NLKT was verified to be positively and significantly related
to NTHI (B = 0.214; p = 0.000) and TDSD ( = 0.186; p = 0.019). Consequently, H9 and H10 were
supported. Furthermore, for H11 and H12, the observations proved a positive and significant
relationships between TTNB and NTHI (8 = 0.210; p = 0.003) as well as TTNB and TDSD (p =
0.415; p = 0.000). Thus, H11 and H12 were supported. The results of tested hypotheses were

summarized in Table 4.

Table 4. Structural coefficients ($) of the proposed model.

Hypothesis No Relationship Estimate S.E. C.R. P Inference
H1 VD <-- NTHI 0.334 0.109 3.074 0.002 Supported
H2 VD <-- TDSD 0.237 0.068 3.457 0.000 Supported
H3 VD <--  NTGT 0.296 0.073 4.031 0.000 Supported
H4 VD <---  NTBM 0.049 0.065 0.752 0.452 Rejected
H5 NTHI  <--- BGH 0.121 0.052 2.340 0.019 Supported
Heé TDSD <--  BGH 0.229 0.074 3.072 0.002 Supported
H7 NTGT  <--- BGH 0.254 0.077 3.295 0.000 Supported
H8 NTBM <--  BGH 0.137 0.078 1.748 0.080 Rejected
H9 NTHI  <--  NLKT 0.214 0.057 3.759 0.000 Supported

H10 TDSD  <--  NLKT 0.186 0.079 2.354 0.019 Supported
H11 NTHI <-- TINB 0.210 0.071 2.951 0.003 Supported
H12 TDSD <--—- TINB 0.415 0.103 4.041 0.000 Supported

b. Post-hoc analysis

The Bootstrapping process was applied with the effort to assess the statistical significance
for each path coefficient [98]. In this study, the Bootstrapping technique was conducted with a
sum of 1,500 observations sourced from the sample. Alternatively, the selected bias-corrected

Bootstrapping was with 95 percent confidence intervals in the estimation of the proffered model.
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Based on the findings in Table 5, the PSS adoption in PUs was influenced by such components as
BGH, NLKT, TTNB, NTHI, TDSD and NTGT.
Table 5. Results of Bootstrapping estimation.

Hypothesis ' . Bootstrap estimation Discrepancy
Relationship

No. Estimate Mean SE SE (SE) Bias SE (Bias) CR

H1 VD <---  NTHI 0.234 0229  0.074 0.001  -0.004 0.002 -2.0
H2 VD <---  TDSD 0.254 0.257  0.070 0.001  0.003 0.002 1.5
H3 VD <-- NTGT 0.308 0.306  0.075 0.001  -0.002 0.002 -1.0
H5 NTHI =~ <--- BGH 0.173 0171 0.085 0.002  -0.001 0.002 -0.5
H6 TDSD  <-- BGH 0.215 0.215  0.080 0.001  0.000 0.002 0.0
H7 NTGT = <-—-- BGH 0.247 0.249  0.074 0.001  0.002 0.002 1.0
H9 NTHI ~ <--  NLKT 0.283 0.283  0.082 0.001  -0.001 0.002 -0.5
H10 TDSD  <--  NLKT 0.163 0.163  0.082 0.002  0.000 0.002 0.0
H11 NTHI <--  TINB 0.225 0.225  0.081 0.001  0.000 0.002 0.0
Hi12 TDSD <-- TTNB 0.294 0.287  0.077 0.001  0.000 0.002 0.0

6. Conclusion

6.1. Research contribution

The matters of PSO’s performance measurement are analyzed performance measurement
frameworks which are hard to modify for this type of sector because these organizations are
directed to the processes rather than the results. On the other hand, it has been very critical for
the PSO to evaluate their performance systematically to ameliorate the organizational
management and to gain the satisfaction of society with offered services and their availability
[99]. Through focusing on shedding light on the constituents of the PSS framework and detailed
descriptions on the advantages of PSS adoption, this research provides comprehensive
understanding on the appropriateness of PSS adoption in PUs which makes a significant devotion
to measuring the PUs' performance systematically and constantly to revamp the organizational
management and to enhance the satisfaction of society. As such, the PSS has been considered as
an integrated service improvement and performance management framework which focuses on
three main elements namely capability, processes and outcomes [33]. Notably, this framework
has been supposed to allow PSO to adjust in correspondent with the organizational conditions
and contexts [33]. On the other hand, the observations of this research enrich the body of public
sector performance measurement literature, especially in the context of PU in the developing
countries. Importantly, far-reaching has seemed to be the insights into the critical success factors
and effective application of a performance measurement in PSO [35]; [36]. Therefore, the findings

of the present study fulfill the gap of lacking research works conducted to exploit the performance
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measurement application in the PSOs as well as the critical success factors of its successful design,
implementation and application [5]. Furthermore, the findings of this research can be taken as
references for several countries belonging to the Asia region due to the geo-economic
development conditions and the same size of geo-economic flow between the countries in Asia
region [100]. Finally, these empirical findings can give rise to numerous implications for both the
PUs' administrators and policymakers in seeking the efficient and effective approaches to achieve
the wide consensus on adoption the new management and measurement framework [101].
6.2. Research implications
a. Academic implications

The observations of this study add value to the existing empirical research since fewer of
the existing research in context of Vietnam in particular and developing countries have explored
this such model. This is because they aid the insight of the intention to adopt PSS through
collecting the point of view of different departments in PUs to establishing the sound platform
for the conclusions in this study. As such, this research reinforces the hypotheses about the
importance of the perceived factors on PSS adoption intentions. The findings shed light on the
significance of the three dimensions namely perceived ease of use, perceived usefulness,
perceived value which seemed to play a vital role in the forming PSS adoption intentions
formation in PUs. Consequently, the use of successful acceptance models such as TAM in this
study is corroborated to be relevant and respectable to employ. What's more, the observations
are considered as a contribution to the body of knowledge on performance measurement and
management adoption intention. Concretely, the findings prop up the view that the intention to
adopt PSS is influenced by administrator and accountancy resource. Finally, this study reveals
that interdepartmental communication demonstrates a significant impact on PSS adoption
intentions. In a nutshell, this research can be regarded as reference research to instruct future

scholars in this specific area.
b. Practical implications

The administrators are recommended to recognize the advantages of PSS adoption to
achieve the highest effectiveness and efficiency during operation. Given that special resources
and expertise regarding PSS adoption are the most vital components, administrators should
consider and implement proper advantages of these resources in an appropriate approach to
enhance the performance in the current business environment, where sustainability requirements
are constantly changing and developing. Importantly, despite the benefits that PSS adoption
offers to potential users, the administrators are recommended to make use of the feedback service
user and key stakeholder to identify the most critical risks in order to handle them immediately.
Although training for the employees is always important, administrators are encouraged to gain

their abilities and competence through continuous learning and the training needed for specific
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jobs. Furthermore, financial support from sponsoring businesses can directly allow PUs to
overcome the new challenges of PSS application. PUs can take a primary part in administering
university- enterprise relationships through finding the best researchers to initiate innovation
and to support sharing of knowledge. Finally, the findings also offered policy makers a chance to
take the necessary steps to strengthen the principles and guidance help the PUs applying PSS in

an efficient and effective manner.
c. Limitations and agenda for further research

This study still suffered from several limitations. The first limitation of this research lied
in the relatively small sample size. In this regard, it raises a claim on the larger sample size in the
future work. Secondly, because the data of this research was collected from those who were
working in specific departments, given this study’s limited scope, further research may
generalize this study’s sample to the respondents of other positions. Thirdly, the problem which
arose from the data collection approaches was recommended to be addressed by further work.
Fourthly, the cross-sectional research technique raises questions regarding the relationship
between intention and actual usage; thus, a longitudinal analysis that considers the progression
of PSS adoption over time should be implemented. Subsequently, more research should

incorporate NTBM to reassess its influence on the adoption of PSS in other areas of PSO.
Data Availability Statement: Data will be available on request due to privacy.

Acknowledgements: This study is the academic product of Ministerial-level Technology and
Science Project sponsored by the Ministry of Education and Training “Integrating Inclusive Green
Growth model into building a measurement framework for the level of Circular Economy
implementation in Public Entities” with Grant code B2025-KSA-09..

Informed Consent Statement: Not applicable.
Funding information: This work was funded by University of Economics Ho Chi Minh City.

Conflicts of Interest: The authors declare that there are no conflicts of interest regarding the

publication of this paper.

References

[1] H. Orth, N. Carrasco, M. Schwertner, U. Weidmann, Calibration of a Public Transport Performance
Measurement System for Switzerland, Transp. Res. Rec.: ]J. Transp. Res. Board 2351 (2013), 104-114.
https://doi.org/10.3141/2351-12.

[2] H.C. Beyle, S.D. Parratt, Public Attitudes and Government Efficiency, Ann. Am. Acad. Polit. Soc. Sci.
199 (1938), 26-32. https:/ /doi.org/10.1177 /000271623819900104.


https://doi.org/10.3141/2351-12
https://doi.org/10.1177/000271623819900104

Int. ]. Anal. Appl. (2025), 23:260 17

[3] E.B. Rosa, Expenditures and Revenues of the Federal Government, Ann. Am. Acad. Polit. Soc. Sci. 95
(1921), 1-113. https://doi.org/10.1177/000271622109500101.

[4] D. Carlucci, G. Schiuma, F. Sole, The Adoption and Implementation of Performance Measurement
Process in Italian Public Organisations: The Influence of Political, Cultural and Rational Factors,
Product. Plan. Control (2014), 1-14. https://doi.org/10.1080/09537287.2014.906678.

[5] M. Celere, G.H.D.S. Mendes, G.M.D. Ganga, R.A. Martins, Performance Measurement and Its Impact
on Brazilian Public Academic Libraries, J. Librariansh. Inf. Sci. 51 (2019), 579-590.
https://doi.org/10.1177/0961000617742452.

[6] A.]Johnsen, What Does 25 Years of Experience Tell Us About the State of Performance Measurement?
Public Money Manag. 25 (2005), 9-17.

[7] W.V. Dooren, G. Bouckaert, J. Halligan, Performance Management in the Public Sector, Routledge,
2010. https://doi.org/10.13140/2.1.2299.9682.

[8] P. Serdyukov, Innovation in Education: What Works, What Doesn’t, and What to Do about It?, J. Res.
Innov. Teach. Learn. 10 (2017), 4-33. https:/ /doi.org/10.1108/JRIT-10-2016-0007.

[9] K. Nasreen, M.T. Afzal, Strengths, Weaknesses, Opportunities and Threats in Higher Education: A
SWOT Analysis of Allama Igbal Open University Islamabad (Pakistan), Asian Assoc. Open Univ. ]. 15
(2020), 321-333. https://doi.org/10.1108/AAOUJ-11-2019-0052.

[10]1. Wakkee, P. Van Der Sijde, C. Vaupell, K. Ghuman, The University’s Role in Sustainable Development:
Activating Entrepreneurial Scholars as Agents of Change, Technol. Forecast. Soc. Change 141 (2019),
195-205. https://doi.org/10.1016/j.techfore.2018.10.013.

[11]N. Angiola, P. Bianchi, L. Damato, Performance Management in Public Universities: Overcoming
Bureaucracy, Int. J. Prod. Perform. Manag. 67 (2018), 736-753. https://doi.org/10.1108/IJPPM-01-2017-
0018.

[12]C.D.T.T. Tran, R.A. Villano, An Empirical Analysis of the Performance of Vietnamese Higher
Education Institutions, J. Further Higher Educ. 41 (2017), 530-544.
https://doi.org/10.1080/0309877X.2015.1135886.

[13]M. Fooladvand, M.H. Yarmohammadian, S. Shahtalebi, The Application Strategic Planning and
Balance Scorecard Modelling in Enhance of Higher Education, Procedia - Soc. Behav. Sci. 186 (2015),
950-954. https:/ /doi.org/10.1016/j.sbspro.2015.04.115.

[14]R. Borst, C. Lako, M. De Vries, Is Performance Measurement Applicable in the Public Sector? A
Comparative Study of Attitudes among Dutch Officials, Int. J. Public Admin. 37 (2014), 922-931.
https://doi.org/10.1080/01900692.2014.944988.

[15]S. Van Thiel, F.L. Leeuw, The Performance Paradox in the Public Sector, Public Perform. Manag. Rev.
25 (2002), 267-281. https://doi.org/10.1080/15309576.2002.11643661.

[16] C. Hood, Gaming in Targetworld: The Targets Approach to Managing British Public Services, Public
Admin. Rev. 66 (2006), 515-521. https://doi.org/10.1111/j.1540-6210.2006.00612.x.


https://doi.org/10.1177/000271622109500101
https://doi.org/10.1080/09537287.2014.906678
https://doi.org/10.1177/0961000617742452
https://doi.org/10.13140/2.1.2299.9682
https://doi.org/10.1108/JRIT-10-2016-0007
https://doi.org/10.1108/AAOUJ-11-2019-0052
https://doi.org/10.1016/j.techfore.2018.10.013
https://doi.org/10.1108/IJPPM-01-2017-0018
https://doi.org/10.1108/IJPPM-01-2017-0018
https://doi.org/10.1080/0309877X.2015.1135886
https://doi.org/10.1016/j.sbspro.2015.04.115
https://doi.org/10.1080/01900692.2014.944988
https://doi.org/10.1080/15309576.2002.11643661
https://doi.org/10.1111/j.1540-6210.2006.00612.x

18 Int. J. Anal. Appl. (2025), 23:260

[17]P. Dahler-Larsen, Constitutive Effects of Performance Indicators: Getting beyond Unintended
Consequences, Public Manag. Rev. 16 (2014), 969-986. https://doi.org/10.1080/14719037.2013.770058.

[18] A. Johnsen, J. Vakkuri, Is There a Nordic Perspective on Public Sector Performance Measurement?,
Financ. Account. Manag. 22 (2006), 291-308. https://doi.org/10.1111/.0267-4424.2006.00404.x.

[19]S. Modell, Performance Management in the Public Sector: Past Experiences, Current Practices and
Future Challenges, Aust. Account. Rev. 15 (2005), 56-66. https://doi.org/10.1111/j.1835-
2561.2005.tb00304.x.

[20] T.H. Poister, G. Streib, Performance Measurement in Municipal Government: Assessing the State of the
Practice, Public Admin. Rev. 59 (1999), 325. https://doi.org/10.2307/3110115.

[21]M. Arnaboldi, I. Lapsley, 1. Steccolini, Performance Management in the Public Sector: The Ultimate
Challenge, Financ. Account. Manag. 31 (2015), 1-22. https://doi.org/10.1111/faam.12049.

[22] K. Fryer, J. Antony, S. Ogden, Performance Management in the Public Sector, Int. J. Public Sect. Manag.
22 (2009), 478-498. https://doi.org/10.1108/09513550910982850.

[23]C. Hood, R. Dixon, What We Have to Show for 30 Years of New Public Management: Higher Costs,
More Complaints, Governance 28 (2015), 265-267. https://doi.org/10.1111/gove.12150.

[24] G. Bouckaert, B.G. Peters, Performance Measurement and Management: The Achilles’ Heel in
Administrative Modernization, Public Perform. Manag. Rev. 25 (2002), 359-362.
https://doi.org/10.2307/3381129.

[25]1. Lapsley, New Public Management: The Cruellest Invention of the Human Spirit?, Abacus 45 (2009),
1-21. https://doi.org/10.1111/j.1467-6281.2009.00275.x.

[26]R.N. Anthony, D.W. Young, Management Control in Nonprofit Organizations, McGraw-Hill, 1999.

[27]M. Barlage, A. Van Den Born, A. Van Witteloostuijn, L. Graham, Estimating Public Performance Bias
through an MTMM Model: The Case of Police Performance in 26 European Countries, Policy Stud. 35
(2014), 377-396. https://doi.org/10.1080/01442872.2013.875154.

[28] Z. Keser Ozmantar, T. Gedikoglu, Design Principles for the Development of the Balanced Scorecard,
Int. J. Educ. Manag. 30 (2016), 622-634. https:/ /doi.org/10.1108/IJEM-01-2015-0005.

[29]P. Henman, Performing the State: The Socio-Political Dimensions of Performance Measurement in
Policy and Public Services, Policy Stud. 37 (2016), 499-507.
https://doi.org/10.1080/01442872.2016.1144739.

[30]A.A. Amirkhanyan, H.J. Kim, K.T. Lambright, The Performance Puzzle: Understanding the Factors
Influencing Alternative Dimensions and Views of Performance, J. Public Admin. Res. Theory 24 (2014),
1-34. https://doi.org/10.1093/jopart/mut021.

[31]Y. Zheng, W. Wang, W. Liu, J. Mingers, A Performance Management Framework for the Public Sector:
The Balanced Stakeholder Model, J. Oper. Res. Soc. 70 (2019), 568-580.
https://doi.org/10.1080/01605682.2018.1448247.

[32] A.K. Narayan, An Ethical Perspective on Performance Measurement in the Public Sector, Pac. Account.

Rev. 28 (2016), 364-372. https://doi.org/10.1108/PAR-02-2016-0024.


https://doi.org/10.1080/14719037.2013.770058
https://doi.org/10.1111/j.0267-4424.2006.00404.x
https://doi.org/10.1111/j.1835-2561.2005.tb00304.x
https://doi.org/10.1111/j.1835-2561.2005.tb00304.x
https://doi.org/10.2307/3110115
https://doi.org/10.1111/faam.12049
https://doi.org/10.1108/09513550910982850
https://doi.org/10.1111/gove.12150
https://doi.org/10.2307/3381129
https://doi.org/10.1111/j.1467-6281.2009.00275.x
https://doi.org/10.1080/01442872.2013.875154
https://doi.org/10.1108/IJEM-01-2015-0005
https://doi.org/10.1080/01442872.2016.1144739
https://doi.org/10.1093/jopart/mut021
https://doi.org/10.1080/01605682.2018.1448247
https://doi.org/10.1108/PAR-02-2016-0024

Int. J. Anal. Appl. (2025), 23:260 19

[33]M. Moullin, Improving and Evaluating Performance with the Public Sector Scorecard, Int. J. Prod.
Perform. Manag. 66 (2017), 442-458. https://doi.org/10.1108/I]JPPM-06-2015-0092.

[34]D.P. Moynihan, S.K. Pandey, The Big Question for Performance Management: Why Do Managers Use
Performance Information?, J. Public Admin. Res. Theory 20 (2010), 849-866.
https://doi.org/10.1093/jopart/muq004.

[35]M. Franco, M.C.S. Bourne, Are Strategic Performance Measurement Systems Really Effective: A Closer
Look at the Evidence, in: Proceedings of the EurOMA Conference, INSEAD, Paris, (2004), pp. 163-74.

[36]P.D.L. Julnes, M. Holzer, Promoting the Utilization of Performance Measures in Public Organizations:
An Empirical Study of Factors Affecting Adoption and Implementation, Public Admin. Rev. 61 (2001),
693-708. https://doi.org/10.1111/0033-3352.00140.

[37]E.D. Davis, Perceived Usefulness, Perceived Ease of Use, and User Acceptance of Information
Technology, MIS Quart. 13 (1989), 319. https://doi.org/10.2307/249008.

[38] E.D. Davis, R.P. Bagozzi, P.R. Warshaw, User Acceptance of Computer Technology: A Comparison of
Two Theoretical Models, Manag. Sci. 35 (1989), 982-1003. https://doi.org/10.1287/mnsc.35.8.982.

[39]L.G. Wallace, S.D. Sheetz, The Adoption of Software Measures: A Technology Acceptance Model
(TAM) Perspective, Inf. Manag. 51 (2014), 249-259. https://doi.org/10.1016/j.im.2013.12.003.

[40]E.B. Swanson, Measuring User Attitudes in MIS Research: A Review, Omega 10 (1982), 157-165.
https://doi.org/10.1016/0305-0483(82)90050-0.

[41]R.G. Smith, A. Farquhar, The Road Ahead for Knowledge Management: An Al Perspective, Al Mag.
21 (2000), 17-40. https://doi.org/10.1609/aimag.v21i4.1528.

[42] R.H. Chenhall, Management Control Systems Design within Its Organizational Context: Findings from
Contingency-Based Research and Directions for the Future, Account. Organ. Soc. 28 (2003), 127-168.
https://doi.org/10.1016/S0361-3682(01)00027-7.

[43] A. Ferreira, D. Otley, The Design and Use of Performance Management Systems: An Extended
Framework for Analysis, Manag. Account. Res. 20 (2009), 263-282.
https://doi.org/10.1016/j.mar.2009.07.003.

[44]P. Garengo, U. Bititci, Towards a Contingency Approach to Performance Measurement: An Empirical
Study in Scottish SMEs. Int. J. Oper. Prod. Manag. 27 (2007), 802-825.

[45]D.C. Hayes, The Contingency Theory of Managerial Accounting, Account. Rev. 52 (1977), 22-39.
https://www jstor.org/stable/246029.

[46]C.D.T.T. Tran, G.E. Battese, R.A. Villano, Administrative Capacity Assessment in Higher Education:
The Case of Universities in Vietnam, Int. J. Educ. Dev. 77 (2020), 102198.
https://doi.org/10.1016/j.jjedudev.2020.102198.

[47]A.L. Coste, A.T. Tudor, Service Performance - Between Measurement and Information in the Public
Sector, Procedia — Soc. Behav. Sci. 92 (2013), 215-219. https://doi.org/10.1016/j.sbspro.2013.08.662.

[48]S.P. Osborne, Z. Radnor, G. Nasi, A New Theory for Public Service Management? Toward a (Public)
Service-Dominant Approach, Amer. Rev. Public Admin. 43 (2013), 135-158.
https://doi.org/10.1177/0275074012466935.


https://doi.org/10.1108/IJPPM-06-2015-0092
https://doi.org/10.1093/jopart/muq004
https://doi.org/10.1111/0033-3352.00140
https://doi.org/10.2307/249008
https://doi.org/10.1287/mnsc.35.8.982
https://doi.org/10.1016/j.im.2013.12.003
https://doi.org/10.1016/0305-0483(82)90050-0
https://doi.org/10.1609/aimag.v21i4.1528
https://doi.org/10.1016/S0361-3682(01)00027-7
https://doi.org/10.1016/j.mar.2009.07.003
https://www.jstor.org/stable/246029
https://doi.org/10.1016/j.ijedudev.2020.102198
https://doi.org/10.1016/j.sbspro.2013.08.662
https://doi.org/10.1177/0275074012466935

20 Int. J. Anal. Appl. (2025), 23:260

[49]M. Moullin, Delivering Excellence in Health and Social Care, Open University Press, Buckingham,
(2002).

[50]]. Ridley, L. Jones, User and Public Involvement in Health Services, Partners in Change, SHS Trust,
Edinburgh, (2002).

[51]P. Barden, A New Prescription for NHS Performance, Financ. Manag. 33 (2004), 22-24.

[52]]. Alford, Defining the Client in the Public Sector: A Social-Exchange Perspective, Public Admin. Rev.
62 (2002), 337-346.

[53]M.B. Sanger, From Measurement to Management: Breaking through the Barriers to State and Local
Performance, Public Admin. Rev. 68 (2008), S70-585. https://doi.org/10.1111/j.1540-6210.2008.00980.x.

[54]P.R. Niven, Balanced Scorecard Step-by-Step for Government and Non-Profit Agencies, Wiley,
Hoboken, (2003).

[55]L. Kloot, J. Martin, Strategic Performance Management: A Balanced Approach to Performance
Management Issues in Local Government, Manag. Account. Res. 11 (2000), 231-251.
https://doi.org/10.1006/mare.2000.0130.

[56] A. Gornitzka, LM. Larsen, Towards Professionalisation? Restructuring of Administrative Work Force
in Universities, Higher Educ. 47 (2004), 455-471. https://doi.org/10.1023/B:HIGH.0000020870.06667 1.

[57]].-S. Chiou, C.-C. Shen, The Antecedents of Online Financial Service Adoption: The Impact of Physical
Banking Services on Internet Banking Acceptance, Behav. Inf. Technol. 31 (2012), 859-871.
https://doi.org/10.1080/0144929X.2010.549509.

[58]D.J. Kim, D.L. Ferrin, H.R. Rao, A Trust-Based Consumer Decision-Making Model in Electronic
Commerce: The Role of Trust, Perceived Risk, and Their Antecedents, Decis. Support Syst. 44 (2008),
544-564. https://doi.org/10.1016/j.dss.2007.07.001.

[59]H.W. Kim, Y. Xu, S. Gupta, Which Is More Important in Internet Shopping, Perceived Price or Trust?,
Electron. Commer. Res. Appl. 11 (2012), 241-252. https://doi.org/10.1016/j.elerap.2011.06.003.

[60]Y. Chen, C. Chang, Enhance Green Purchase Intentions: The Roles of Green Perceived Value, Green
Perceived Risk, and Green Trust, Manag. Decis. 50 (2012), 502-520.
https://doi.org/10.1108/00251741211216250.

[61]R. Salehzadeh, J.K. Pool, Brand Attitude and Perceived Value and Purchase Intention toward Global
Luxury Brands, J. Int. Consum. Mark. 29 (2017), 74-82. https://doi.org/10.1080/08961530.2016.1236311.

[62] C. Flavidn, M. Guinaliu, R. Gurrea, The Role Played by Perceived Usability, Satisfaction and Consumer
Trust on Website Loyalty, Inf. Manag. 43 (2006), 1-14. https://doi.org/10.1016/j.im.2005.01.002.

[63]S.M. Ather, F.A. Sobhani, Managerial Leadership: An Islamic Perspective, IIUC Stud. 4 (1970), 7-24.
https://doi.org/10.3329/iiucs.v4i0.2688.

[64] V. Khan, M.H. Hafeez, S.M.H. Rizvi, et al. Relationship of Leadership Styles, Employees Commitment
and Organization Performance (A Study on Customer Support Representatives), Eur. ]. Econ. Finance

Admin. Sci. 49 (2012), 133-143.


https://doi.org/10.1111/j.1540-6210.2008.00980.x
https://doi.org/10.1006/mare.2000.0130
https://doi.org/10.1023/B:HIGH.0000020870.06667.f1
https://doi.org/10.1080/0144929X.2010.549509
https://doi.org/10.1016/j.dss.2007.07.001
https://doi.org/10.1016/j.elerap.2011.06.003
https://doi.org/10.1108/00251741211216250
https://doi.org/10.1080/08961530.2016.1236311
https://doi.org/10.1016/j.im.2005.01.002
https://doi.org/10.3329/iiucs.v4i0.2688

Int. ]. Anal. Appl. (2025), 23:260 21

[65]S.M. Bethel, Making the Difference: Twelve Qualities That Make You a Leader, Berkley Publishing
Group, New York, (1990).

[66]S. Chang, M. Lee, A Study on Relationship among Leadership, Organizational Culture, the Operation
of Learning Organization and Employees’ Job Satisfaction, Learn. Organ. 14 (2007), 155-185.
https://doi.org/10.1108/09696470710727014.

[67]R.T. Frambach, H.G. Barkema, B. Nooteboom, M. Wedel, Adoption of a Service Innovation in the
Business Market: An Empirical Test of Supply-Side Variables, J. Bus. Res. 41 (1998), 161-174.
https://doi.org/10.1016/S50148-2963(97)00005-2.

[68]R. McLeod, Leading for a Purpose -Managerial Leadership and Strategic Performance in Public
Organisations, Institute of Policy Studies Working Paper, Victoria University of Wellington, (2007).
[69] A. Grobelna, M. Sidorkiewicz, A. Tokarz-Kocik, Job Satisfaction among Hotel Employees: Analyzing
Selected Antecedents and Job Outcomes. A Case Study from Poland, Argum. Oecon. 2 (2016), 281-310.

https://doi.org/10.15611/a0e.2016.2.11.

[70] L.K. Johnsrud, Measuring the Quality of Faculty and Administrative Worklife: Implications for College
and University Campuses, Res. Higher Educ. 43 (2002), 379-395.
https://doi.org/10.1023/A:1014845218989.

[71]K. Szelagowska-Rudzka, Human Resources Management in Higher Education Institutions in Poland,
Management 22 (2018), 208-225. https:/ /doi.org/10.2478 / manment-2018-0015.

[72]K.A. Russell, G.H. Siegel, C.S. Kulesza, Counting More, Counting Less: Transformations in the
Management Accounting Profession, Strat. Finance, 81 (1999), 39-44.

[73]R.R. Dolphin, Internal Communications: Today’s Strategic Imperative, J. Mark. Commun. 11 (2005),
171-190. https://doi.org/10.1080/1352726042000315414.

[74]P.Q. Huy, V.K. Phuc, Does Strategic Corporate Social Responsibility Drive Better Organizational
Performance through Integration with a Public Sector Scorecard? Empirical Evidence in a Developing
Country, Processes 8 (2020), 596. https://doi.org/10.3390/pr8050596.

[75]S.A. Sivo, X. Fan, E.L. Witta, ].T. Willse, The Search for “Optimal” Cutoff Properties: Fit Index Criteria
in Structural Equation Modeling, J. Exp. Educ. 74 (2006), 267-288.
https://doi.org/10.3200/JEXE.74.3.267-288.

[76] AM. Gadermann, M. Guhn, B.D. Zumbo, Estimating Ordinal Reliability for Likert-Type and Ordinal
Item Response Data: A Conceptual, Empirical, and Practical Guide, Pract. Assess. Res. Eval. 17 (2012),
3. https://doi.org/10.7275/N560-]767.

[77]1E.D. Davis, User Acceptance of Information Technology: System Characteristics, User Perceptions and
Behavioral Impacts, Int. J. Man-Mach. Stud. 38 (1993), 475-487. https://doi.org/10.1006/imms.1993.1022.

[78]F. Liu, X. Zhao, P.Y.K. Chau, Q. Tang, Roles of Perceived Value and Individual Differences in the
Acceptance of Mobile Coupon Applications, Internet Res. 25 (2015), 471-495.
https://doi.org/10.1108/IntR-02-2014-0053.


https://doi.org/10.1108/09696470710727014
https://doi.org/10.1016/S0148-2963(97)00005-2
https://doi.org/10.15611/aoe.2016.2.11
https://doi.org/10.1023/A:1014845218989
https://doi.org/10.2478/manment-2018-0015
https://doi.org/10.1080/1352726042000315414
https://doi.org/10.3390/pr8050596
https://doi.org/10.7275/N560-J767
https://doi.org/10.1006/imms.1993.1022
https://doi.org/10.1108/IntR-02-2014-0053

22 Int. J. Anal. Appl. (2025), 23:260

[79]C. Flavian, M. Guinaliu, Consumer Trust, Perceived Security and Privacy Policy: Three Basic Elements
of Loyalty to a Web Site, Ind. Manag. Data Syst. 106 (2006), 601-620.
https://doi.org/10.1108/02635570610666403.

[80]C.C. Koske, W. Muturi, Factors Affecting Application of Balanced Scorecard: A Case Study of Non-
Governmental Organizations in Eldoret, Strat. ]. Bus. Change Manag. 2 (2015), 1868-1898.

[81] A. Radhakrishna, R.S. Raju, A Study on the Effect of Human Resource Development on Employment
Relations, IUP J. Manag. Res. XIV (2015), 28-42. https://ssrn.com/abstract=2692430.

[82]].G. Covin, D.P. Slevin, A Conceptual Model of Entrepreneurship as Firm Behavior, Entrep. Theory
Pract. 16 (1991), 7-26. https://doi.org/10.1177/104225879101600102.

[83]B.]. Jaworski, A.K. Kohli, Market Orientation: Antecedents and Consequences, J. Mark. 57 (1993), 53—
70. https://doi.org/10.1177/002224299305700304.

[84] Z. Awang, A Handbook on SEM for Academicians and Practitioners: The Step-By-Step Practical Guides
for the Beginners, Bandar Baru Bangi: MPWS Rich Resources, (2014).

[85] Z. Awang, SEM Made Simple: A Gentle Approach to Learning Structural Equation Modelling, Bandar
Baru Bangi: MPWS Rich Resources, (2015).

[86]Z. Awang, A. Afthanorhan, M. Mohamad, M.A.M. Asri, An Evaluation of Measurement Model for
Medical Tourism Research: The Confirmatory Factor Analysis Approach, Int. J. Tour. Policy 6 (2015),
29-45. https://doi.org/10.1504/IJTP.2015.075141.

[87] A.SSM.M. Hoque, Z. Awang, K. Jusoff, et al. Social Business Efficiency: Instrument Development and
Validation Procedure using Structural Equation Modelling, Int. Bus. Manag. 11 (2017), 222-231.

[88]].P. Peter, Construct Validity: A Review of Basic Issues and Marketing Practices, ]. Mark. Res. 18 (1981),
133-145. https://doi.org/10.2307/3150948.

[89]].F. Hair, R.E. Anderson, R.L. Tatham, W.C. Black, Multivariate Data Analysis, Prentice Hall, (1998).

[90]M.A. Memon, H. Ting, T. Ramayah, et al. A Review of the Methodological Misconceptions and
Guidelines Related to the Application of Structural Equation Modeling: A Malaysian Scenario, J. Appl.
Struct. Equ. Model. 1 (2017), i-xiii. https://doi.org/10.47263/JASEM.1(1)01.

[91] V. Kannan, Just in Time, Total Quality Management, and Supply Chain Management: Understanding
Their Linkages and Impact on Business Performance, Omega 33 (2005), 153-162.
https://doi.org/10.1016/j.omega.2004.03.012.

[92]R.B. Kline, Principles and Practice of Structural Equation Modeling, The Guilford Press, New York,
(2010).

[93]D. Gefen, D. Straub, M.-C. Boudreau, Structural Equation Modeling and Regression: Guidelines for
Research Practice, Commun. Assoc. Inf. Syst. 4 (2000), 1-79. https://doi.org/10.17705/1CAIS.00407.
[94]].F. Hair, W.C. Black, B.J. Babin, et al. Multivariate Data Analysis: A Global Perspective, Pearson

Education Inc., New Jersey, (2010).

[95]S.T. Ponis, P.A. Papanikolaou, P. Katimertzoglou, et al. Household Food Waste in Greece: A
Questionnaire Survey, J. Clean. Prod. 149 (2017), 1268-1277.
https://doi.org/10.1016/j.jclepro.2017.02.165.


https://doi.org/10.1108/02635570610666403
https://ssrn.com/abstract=2692430
https://doi.org/10.1177/104225879101600102
https://doi.org/10.1177/002224299305700304
https://doi.org/10.1504/IJTP.2015.075141
https://doi.org/10.2307/3150948
https://doi.org/10.47263/JASEM.1(1)01
https://doi.org/10.1016/j.omega.2004.03.012
https://doi.org/10.17705/1CAIS.00407
https://doi.org/10.1016/j.jclepro.2017.02.165

Int. J. Anal. Appl. (2025), 23:260 23

[96] A.H. Segars, V. Grover, Re-Examining Perceived Ease of Use and Usefulness: A Confirmatory Factor
Analysis, MIS Quart. 17 (1993), 517-525. https://doi.org/10.2307/249590.

[97]L. Hu, P.M. Bentler, Cutoff Criteria for Fit Indexes in Covariance Structure Analysis: Conventional
Criteria versus New Alternatives, Struct. Equ. Model. 6 (1999), 1-55.
https://doi.org/10.1080/10705519909540118.

[98] B.M. Byrne, Structural Equation Modeling with AMOS: Basic Concepts, Applications, and
Programming, Lawrence Erlbaum Associates, Mahwah, 2001.

[99] I. Balaboniené, G. Vecerskiené, The Aspects of Performance Measurement in Public Sector
Organization, Procedia - Soc. Behav. Sci. 213 (2015), 314-320.
https://doi.org/10.1016/j.sbspro.2015.11.544.

[100] W. Hu, Y. Ge, Q. Dang, et al. Analysis of the Development Level of Geo-Economic Relations between
China and Countries along the Belt and Road, Sustainability 12 (2020), 816.
https://doi.org/10.3390/su12030816.

[101] C. Moxham, Performance Measurement: Examining the Applicability of the Existing Body of
Knowledge to Nonprofit Organisations, Int. . Oper. Prod. Manag. 29 (2009), 740-763.
https://doi.org/10.1108/01443570910971405.


https://doi.org/10.2307/249590
https://doi.org/10.1080/10705519909540118
https://doi.org/10.1016/j.sbspro.2015.11.544
https://doi.org/10.3390/su12030816
https://doi.org/10.1108/01443570910971405

