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Deliveries Mechanism Amidst Covid-19 Virus

An empirical study examining food portal efficiencies in
fine dining restaurants in the United Arab Emirates.
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dmasiraha@gmail.com
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ABSTRACT
The devastating impact of the pandemic on the foodservice industry, especially fine dining, has left outlets
to succumb, with no hope of reopening again, and those few with a will to survive are doing whatever it
takes to bring their products to home-bound consumers. This study examines the efficiencies of variables
that shape online food portals and delivery mechanisms adopted by fine dining restaurants in the United
Arab Emirates (UAE), which formerly relied upon experiences offered in-house, but due to the nature of
this highly contagious virus, restrictions and guidelines imposed by the UAE government, the fine dining
restaurants are forced to shift

their products and services online and home deliveries. Driven by

technology and the internet, the key enablers of the strategic transition to online ordering and home
deliveries include food quality, home delivery efficiencies, and value creation. By means of surveys on 51
respondents and interviews of 4 fine dining restaurants, the paper outlines the limitations and challenges
of online food portals. It studies the effects of lack of ‘personalization’ in consumer dining experiences
and UAE consumers are given an opportunity to voice their perception of the value of online fine dining
products and services. Findings expose the substantial optimistic correlation between the quality of food
and home delivery efficiencies in addition to a considerable positive relationship revealed between value
creation and customer satisfaction. Moreover, these significant affirmative relations were shown to drive
revenue, generate profits, and promote growth of the fine dining online and home delivery division.
Overall, the study provides fine dining restaurants in UAE useful comprehensions for running an online
food ordering system effectively amidst and post-pandemic. The study proposes a well-strategized hybrid
model and can fully cater to and satisfy both online and offline consumers as the culture of virtual
shopping and experiences will not vanish even after the virus has been successfully conquered.
Keywords— the pandemic, fine dining, food quality, home delivery, value creation, online portals
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Introduction
History of dining
The idea of selling prepared food in public eateries for profit began many centuries ago in the earliest
societies, and today it is mostly referred to as “the foodservice industry”. Evidence of the demand for
public eateries can be found as early as the Roman Empire and Ancient China, serving such as roadside
inns for travelers, cafes, food carts and street kitchens for city residents who needed cheap and fast food
(Mealey, 2018). Some eateries offered individual services much like modern restaurants in the Chinese
Song Dynasty (960 – 1270 A.D.), including choices of seats and food from a “menu” as it is called today
(Deason, 2017).
Fine dining restaurants developed during the French revolution around 1765, when many chefs were
displaced from their aristocratic households and were forced to open their own dining businesses which
were characterized by a sense of luxury and affluence (Bendiner, 2004). The demand came from the rise
of the middle class and travel advances and many people flocked in Paris to enjoy the many gourmet
dining options offered (Crowther, 2013). Fine dining evolved and spread to the rest of Europe, America,
and the rest of the world (Mealey, 2018).

The evolution of online portals
During the last twenty years, food service and delivery have been transformed by technology, the internet,
and changing consumer demands (Pantelidis, 2009). The introduction of online food portals using
applications (“apps”) on smartphones have allowed restaurants to

offer their services to a wider

demographic and leverage off the advertising. Apps have enabled customers to view, compare, review, buy
food virtually without physically attending restaurants
(Mannan, 2017).
Today’s food apps cater for logistics, delivery, and payments, and receive revenue through commissions.
This model has enabled restaurants to focus on their core functions; however, they have been forced to
modify their systems to integrate with these apps, refine their products, keep menus updated and entice
customers with promotions (Genediwalla, 2020).
While these dynamics are shifting and transforming restaurant concepts, the demand for fine dining
remains. These lavish eateries remain to impress the more affluent community in house with sophisticated
food, premium alcoholic beverages, service, entertainment, and the ambience which creates a primary
feeling of luxury, relaxation, discovery, and socializing (Kroutroumanis, 2011) (Spreng R & Mackoy R,
1996). The higher prices charged are justified by these attributes found only in-house. Even after
considering apps, fine dining customers prefer to come in-house for their dining experience.

Dining in United Arab Emirates
The tradition of fine dining restaurants has been thriving in UAE one of the fastest growing economies
(FCSA, 2019). UAE’s tremendous growth has been driven by the new economic strategy moving from
oil and gas to investments in tourism (including medical holidays), education and technology advanced
industries, which brings customers with more disposable income (Mtapuri & Giampiccoli, 2015). This
hospitality sector in 2017 alone occupied
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12.1% of the GDP valuing $43.3 billion. It has been forecasted to rise steadily at 4.9% per annum making
it to 12.4 % in 2027 (Santosdiaz, 2019).
However, the food service industry in UAE, including fine dining, was not prepared for the effect of the
pandemic. During the research and writing of this paper, over 1.1 million people have died worldwide
(worldometer, 2020). The World Health Organization recommended all countries implement measures
including quarantining, social distancing, and wearing masks, restricted travel, working from home and the
compulsory lockdowns of many businesses (Ozili & Arun, 2020) (Edgecliffe-Johnson & Greeley, 2020).
As a result of these measures, fine dining restaurants have lost over 98% of their business. This has caused
a rethink on the business model and to consider radical approaches to consider home delivery and online
food delivery apps as their primary or only source of revenue (Fantozzi, 2020). Online food services app
providers in the UAE such as Zomato, Deliveroo, Foodonclick and Talabat.com have increased as
restaurants want to be included (Hancock & Cundy, 2020).
During the research and writing of the paper, the federal government of UAE has commenced the relaxing
of lockdown measures in a bid to open the economy again but gradually. The food service industry, at this
point, has been granted permission to operate under strict guidelines, but because of hygiene concerns and
curfews, customers are still hesitant to come out and dine in-house (Abigail Ng, 2020). All these events
have resulted in around 10% of UAE’s fine dining restaurants offering online delivery platforms in an
attempt to survive, whereas those who have not developed a virtual strategy may ultimately fail (Saleem,
2020).
While there are numerous articles on the effect of the pandemic fine dining there are few articles on how
fine dining restaurants in UAE are dealing with the impact of the pandemic. This paper will attempt to
analyze the constraints of online apps on fine dining restaurants, including the notion that fine dining can
only be experienced in-house.
This paper invites researchers to investigate further how fine dining restaurants in UAE could narrow the
disparate value to their customers using home delivery through apps popular with fast-casual restaurants
that offer meals at a much lower price.
Research questions
1. What are the limitations and challenges of online food portals?
2. How can restaurants deliver fine dining experiences to online platforms in UAE? 3. What changes fine
dining restaurants must undertake to entice their consumers to pay more for home-delivered fine dining
meals in the period of this pandemic?
This dissertation will establish the theory underlying the topic through a detailed literature review. The
comprehension of the literature will expose gaps in which this paper will attempt to cover. The research
methodology will follow, and it will be formed by a research philosophy, collection of data and ethics.
After that, data will be analyzed and discussed. The last section will conclude the findings, implications of
the research and recommendation for the fine dining restaurants in the UAE.

Research Methodology
Vaishnavi and Kuechler (2005) defines research methodology as a “theoretical analysis of methods
appropriate to a study or the body of methods and principles particular to a branch of knowledge”
(Vaishnavi & Kuechler, 2005). It encompasses precise methodsimplemented in study practice to
3

accumulate, compile, and analyze information (Vaishnavi & Kuechler, 2005). The Figure below displays
all the methodology stages and selection of methods available in each stage, from philosophies to data
analysis.

Research Onion

Figure 1: Research Methodology Stages (Saunders et al., 2012)

Ontology and epistemology
Ontology and epistemology are two dependent choices taken by research to mark a roadmap to data
collection and analysis (Saunders et al., 2012). Ontology is how reality or knowledge is defined in a research
study. It is a belief expressed before the methodology stages on how the research will define reality, its
nature, and its validity. The common ontology used in studies includes only one reality, multiple realities,
and reality can change. This paper believes that reality is constantly debated, negotiated, and adjusted.
Epistemology is the belief in the sources of knowledge or realities. Most common epistemology include;
reality can be measured, reality needs to be interpreted to get its contextual meaning, and reality should be
examined using the best tools available. This study believes that noticeable manifestations and individual
interpretations may offer adequate knowledge depending on questions to research. This paper focused on
practical applied research, incorporating various perspectives to support data interpretations (Research
Methodology, 2020).
Research methodology equation will be;
Ontology + Epistemology = Paradigm

4

Research Philosophy
Research philosophy is a principle regarding techniques for which information about a trend has to be
collected, analyzed, and applied. This study aimed to have a systematic

understanding of a new

phenomenon. Hence a paradigm of pragmatism was applied. Pragmatism allowed this paper to apply
multiple data collection methods, which yielded multiple realities which other philosophies do not accept.
Realism was not appropriate as it is mainly based on quantitative data collected from a large sample for
highly structured research. Likewise, the belief that science is the only way to learn the truth (positivism)
was not suitable as the data is interpreted objectively. The interpretive paradigm could not be used as it
disregards quantitative data based on in-depth data collected from small samples.

Research Approach
Using the deductive approach, this paper tested if that general notion could be substantiated or overruled in
this particular circumstance (Gulati, 2009).
Simultaneously, an inductive approach where observations can be broadened to form a new theory was
adopted as the paper strived to gain more understanding of how UAE fine dining consumers and businesses
interpret the impact of the pandemic and the power of the internet, comprehending the research context
better to bring flexibility in the research emphasis(Goddard & Melville, 2004).
This research mixed the two approaches as both quantitative and qualitative data was collected using the
deductive and inductive approaches, respectively, as the phenomena are very new, so more data was needed
to fully grasp the concept of online food portals in fine dining restaurants of UAE.

Research Strategy
In this study, the survey method of primary data collection was adopted as it was designed to examine
theories, uncover the mindsets of populations, and prove levels of satisfaction (Jackson, 2011). The survey
method is usable in both quantitative and qualitative studies. As this paper intended to test hypotheses and
achieve a broader description of aspects and characters of virtual dining efficiencies, the survey method
5

was found most suitable.

Profile of Respondents and Sampling Methods
To discover data of people of interest, it is a normal procedure in researches to take a sample which is a
process of choosing respondents from a people (Saunders et al., 2012). Sampling methods are dependent
on the population and resources accessible, including time and

money, ensuring everyone in the

population is given equal chances to be part of the sample and equally represent the population, commonly
known as unbiased sampling. However, sampling errors occur regardless. Sampling saves time and
money, and it reduces it to a manageable size yielding precise and accurate data. Sampling comes in 2
categories; probability (members are selected randomly) and non-probability (selection is not random).
Figure 3 below shows the methods of sampling methods under each category (Research Methodology,
2020).

Quantitative
A questionnaire study was implemented assembling data from a sample size of 75 respondents who
represented the UAE population familiar with online portals from numerous fine dining restaurants. A
non-probability selection system was applied, and using the quota method to pick respondents. A quota
selection, whether controlled or uncontrolled, is when the respondents are chosen on the basis of specific
criteria. Using uncontrolled quota methods was

deemed highly effective as the subclasses of the

population are key to this research (Saunders et al., 2012). A 5-Likert scale was used as a major
measurement scale of the questionnaire ranging from totally disagree to totally agree. The measurement
scale wasfounded on three independent variables, namely value creation, home delivery efficiency and
food quality, to assess customer dining experience as the dependent variable. Data collected was analyzed
using regression analysis through Excel. Regression analysis is a quantitative method that experiments
with the relationships between a dependent and independent variable.

Qualitative
A questionnaire study was implemented assembling data from a sample size of 75 respondents who
represented the UAE population familiar with online portals from numerous fine dining restaurants. A
non-probability selection system was applied, and using the quota method to pick respondents. A quota
selection, whether controlled or uncontrolled, is when the respondents are chosen on the basis of specific
criteria. Using uncontrolled quota methods was

deemed highly effective as the subclasses of the

population are key to this research (Saunders et al., 2012). A 5-Likert scale was used as a major
measurement scale of the questionnaire ranging from totally disagree to totally agree. The measurement
scale wasfounded on three independent variables, namely value creation, home delivery efficiency and
food quality, to assess customer dining experience as the dependent variable. Data collected was analyzed
using regression analysis through Excel. Regression analysis is a quantitative method that experiments
with the relationships between a dependent and independent variable.

Research Ethics
Ethical considerations deal with the character of the researcher. This paper referred to humans as
participants, not as subjects, showing underlying respect for their welfare, beliefs, customs, privacy, and
cultural sensitivities. This study intended to minimize any potential psychological, social, economic, and
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legal harm; the researcher intended to gain knowledge in addition to dissertations purposes; the research
remained open-minded and unbiased; all resources used was cited; the researcher remained honest in data
collection; and participants consent was a priority.

Reliability attainment of validity
Reliability deals with the precision of the analysis and data yielding method adopted and validity are about
the extent to which the methods used can be relevant. To ensure the reliability of this paper, the primary
questionnaire was retested to some part of the sample to test if the results were the same. The validity
remained in the nature of questions used in data collection, which vowed to stay relevant to the research
questions and hypothesis.

Discussion of findings
This study has found that the challenges faced by fine dining restaurants are identical to the challenges
faced by its consumers.

Delivery mechanism
Findings from both restaurants and customers indicated the need for convenience (Mozeik, 2007), safety
& compliance with imposed Covid-19 restrictions (DHA, 2020). However, delivery parties are mostly late
to pick and deliver the food. Results proved signs of poor training of the riders to use shorter routes and
dodge traffic jams during peak hours. The importance of customer support too was highlighted as another
area that contributes to customer satisfaction in this study and previous literature (Spreng R & Mackoy R,
1996). Moreover, riders being the only physical point of contact with customers, quick courteous
interaction with the guests during delivery can add that human contact enjoyed instore (Wall & Berry L,
2007). All these factors could avail that distinguished level of delivery for affluent customers perfect for
fine dining. Hence a correlation between delivery mechanism and customer satisfaction was validated.

Food quality
Both qualitative and quantitative findings indicated a strong relationship between food quality and
customer satisfaction. UAE consumers have high expectations when it comes to fine dining products. This
could be driven by the knowledge gained when visiting the instore which (Wall & Berry L, 2007) (Spreng
R & Mackoy R, 1996) discussed. The fine-dining restaurants are aware of what their consumers are
expecting and are struggling to maintain the food quality.
Results proved lack of good packaging that can preserve the quality of food for longer and poor courier
box used by the delivery companies. Innovation and technology could stir the success of fine dining home
delivery.

Value creation
The findings indicated that UAE fine dining consumers were driven by disposable income, which was
affected by the pandemic and utility. This study approached value creation from the point of view of the
end-user and addressed the issue of what makes products valuable to the consumer. The qualitative and
quantitative data looked at the relationship between consumers and products, and not producers and
products while separating such is, in fact, contrived, the study did solely for the intended analysis. The
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current study found that fine dining customers in UAE are not only arbitrators of value but its co-creators
too concurring with previous findings (Woodruff, 1997) (Holbrook, 1999)
The negative responses of fine dining online products value expressed in this study could be an indicator
of the nature of the online food market in UAE flooded with fast and casual restaurants. The customers
perceive less value perhaps due to the fact that pricy food is being ordered on ordinary portals, delivered
by ordinary parties, in a mundane manner and the quality and service will be common. From the qualitative
to the quantitative data, the was a strong relation between value creation and customer satisfaction.

Summary
Online food portals in UAE are typified by several choices easily available on the market today, numerous
factors driving purchasing decisions and ever-changing data on portals and all this can engulf customers.
Hence, fine dining restaurants must master decisions influencing factors (food quality, delivery efficiency
and value creation) to convert consumer buying intention to purchase. The quality of food, delivery
efficiencies and value creation has been proved by this study to be of fundamental importance to both
restaurants and e-diners. Realizing virtual customers' decision-making procedure performs pivotal roles in
restaurants’ capability to shape and refine these aspects towards customers' desires. The study successfully
analyzed that food quality, delivery efficiencies and value creation are expected to impact the success of
fine dining restaurants’ expansion to online platforms due to the pandemic. As online shopping continues
to evolve technologically and the threat of the Covid 19 and its implications are still ongoing, it is crucial
to recognize the extent in which these elements jointly influence customer satisfaction.
This is one of the few researches (if any) done specifically for fine dining restaurants in UAE amidst the
pandemic. The data was collection was affected hugely by the pandemic as the researcher, and the
respondents faced an unprecedented effect of the pandemic, including fear of the pandemic, uncertainty of
the future, pressure to adjust, inter-emirate travel restrictions, and peculiarity of the topic probed.

Conclusions
The findings indicate that majority of concerns were due to the inefficiencies of third parties ordering and
delivery platforms due to the expense of having a dedicated ordering and
delivery platform themselves. 3rd parties did not have the same goals as fine dining restaurants leading to
a lack of cooperation and unfit concepts. One successful outcome has been the change in the attitude of
UAE residents because of feeling safer to order food online. Evidently, fine dining restaurants must use
technology and innovation in order to entice UAE residents’ spirit of adventure and tailor their products
and services to lure UAE residents who are willing to experience new methods of ordering food leading to
more dedicated customers.
The study findings revealed substantial inefficiencies in the food portals and delivery systems in UAE. The
complexity of the virus itself posed fear to customers as the hygiene standards were uncertain. All the
findings indicate diminished traditional fine dining experiences.
The challenges associated with delivery mechanisms, value creation and food quality all left consumers
unsatisfied with the current services.
The lack of personalization, human interaction, poor food quality, and delivery ineptitudes were major
sources of negative consumer value perception. This paper found that there is a need for total
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transformation of fine dining online and home delivery service in order to be fully accepted and trusted by
the affluent in UAE.

Implications
The findings imply that product quality plays a critical function for businesses to increase customer
satisfaction and retention, promoting loyalty. This finding reinforces that quality is a competitive indicator
for e-commerce products that affect purchasing choices, influences long term revenue and success. While
the pandemic continues disrupting the consumption behavior of consumers, fine dining restaurants and
other experience-based businesses are driven to take their products online and home deliveries. However,
the quality of home-delivered food is difficult to maintain as it is highly affected by late pickups, food care,
packaging, and late deliveries. Maintenance of food quality for its entire life cycle from preparation to
consumption is a key differentiator guaranteed to achieve higher returns, not only in the UAE food market.
Another implication is that a great delivery structure is the pillar of successful e commerce. The findings
reinforce that essential characteristics of an effective delivery mechanism include time, care, and tracking.
Food deliveries must be prompt, meals must not be damaged during transit to preserve presentation, and
deliveries must be trackable, keeping customers updated. The implication is that e-commerce business
success is dependent upon speedy and appropriate delivery of products. Fine dining restaurants in UAE
must engage high food technology to enable delivery systems that are fast, reliable, and trustworthy.
Finally, this research implies that value creation is the foundation of any business. Value creation is what
sets a product apart from its rivals, guaranteeing long-term consumers and generating distinct significance
to business, especially when affluent consumers are the target market. Without value creation, fine dining’s
distinctive meals are perceived as a simple commodity in the target market. Particularly now in the
ever-changing macro-economic environment, the competitiveness of business must be dynamic.
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ABSTRACT
The topic of management of financial perils and risk for small & medium enterprises (SMEs) was largely
limited in the business literature. This research aimed to study the present state of management of financial
management in Dubai’s small & medium enterprises. In the commercial and economic development,
expansion, and growth of Dubai, small & medium enterprises (SMEs) are key. Nevertheless, only in a
risk-free operating environment can this be possible. This study looks at the relation between Dubai's
financial risk and SME sustainability. A series of risks are facing SMEs which require objective and
conscious efforts to manage risks. A financial risk management evaluation of an organization was
developed, resulting from an analysis of the semi-structured questionnaire survey, which was assisted by a
research interview. SME entrepreneurs were recommended to treat management of risk as an integral
segment of corporate governance. Regulators should also focus on minimum standards for SME corporate
governance.
Keywords— Financial Risk Management, SME, contracting company
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Introduction
Risk is the outcome of uncertainty linked to the course of action, and in business, it can be interpreted as
the probability of financial or economic losses or benefits. Risk is prevalent with varying degrees in all
human actions, and similarly, in all companies and all aspects of a company's management are at risk. In
many cases, however, based on experience, the risk can be measured and managed to better the condition
(Chapman &
Cooper, 1983).
Risk Management (RM) is designed to identify threats, assess the likelihood and possible impact of
incidents and mitigate risk, remove or reduce their impact through the limited resources expenditure. In
many fields, for example, healthcare, public security, environment and corporate management, RM was
developed and adopted.
The external factors, for instance, social, political, economic, technological, environmental, etc., or the
internal factors, for instance, processes, manpower resources, technology applied, framework, etc., can be
responsible for risk events (COSO, 2004).
The research paper examines the Management of Financial Risk in the context of small to midsize
enterprises in Dubai. SMEs need a strategic and methodological approach in the risk management of
internal and external threats more than large organizations because they have no resources to quickly
respond to them, which could lead to huge losses that are seriously threatening their survival.
The chosen company for this proposed research study is a Dubai-based fit-out contracting company
employing 150 in the workforce in various skills and having an annual sales/turnover of AED 35 million.
For confidentiality purposes, the researcher shall be addressing the company with an assumed name, AB
Contracting LLC (ABC). With major retailers, such as, EMax, MAF Fashion, Zara Home, Masimo Dutti,
Missguided, Bershka, Urban Outfitters, Brands, Virgin Megastore, Deichmann, Oysho, Scotch & Soda; as
clients, ABC is in the market for the last 20 years.

Research Questions
1. What are the reasons for SMEs in Dubai fail to identify the need for Financial Risk Management?
2. Which technological and other factors implemented in Financial Risk Management

processes

contribute to increasing the precision of risk assessment and increasing the efficiency of its management?
3. What are the trials and tribulations confronted by SMEs in Dubai to implement Financial Risk
Management techniques?
The company owner is ultimately responsible for burden assessments because of the market size of SMEs
and micro-businesses. The nature of risk management efforts are determined by the scale and size of the
company. With one or two owners at the time as partners and staff, they do not face the same human
resources burden as small businesses with more than five employees. (Duong, 2009).
Risk management is a part of systematic assessment and strategic threat reaction for companies of all
sizes. Small companies are often entrepreneurs, successful and ambitious entrepreneurs in their essence.
It is customary for owners of small businesses to list plans for management of risk as a priority and rely
on their success in setting up and managing the business (Duong, 2009).
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Gap in Current Literature
While the literature on risk management specifics in SMEs has been growing in recent years, any literature
with a focus on Dubai and covering Financial Risks by SMEs remains sparse and has not yet been
systematically reviewed. This review would be worthwhile because systematic reviews incorporate
existing research from diverse fields and provide a synthesized knowledge base that will allow future
research to build upon (in this case: financial risk management by SMEs in Dubai). Therefore, the lack of
a systemic risk management analysis in SMEs can be considered a void to be addressed in this paper.
Therefore, it is intended to give an overview of the contemporary condition of managing the risk in small
to midsize enterprises as well as fruitful research avenues.

Research Methodology
Survey research is outlined as "the accumulating, by answering questions, of data from a sample of
individuals" (Check & Schutt, 2012). This study admits a range of techniques for participant recruitment,
data collection and several procedures of instrumentation. Quantitative research methods can be used for
survey research (e.g., using a questionnaire

which are arithmetically graded), qualitative research

approaches (i.e., applying receptive issues), or both (i.e., harmonized methods). Surveys are, consequently,
often applied for community and psychosomatic research since they are often used for the explanation and
analysis of social behavior (Singleton & Straits, 2009).

Methods of Collecting Primary Data
Qualitative data is primarily non-numerical in nature and typically illustrative, explanatory, and nominal.
This signifies that the data are amassed as words and phrases. These data frequently (not always) record
feelings, thoughts or subjective experiences. Qualitative approaches discuss the "how" and "why" of a
system and seek to investigate the subject by using unstructured data collection methods (Kabir, 2016).
Qualitative questions are open to the public. Focus groups, deliberations in groups and conversations are
13

qualitative methods (Kabir, 2016).
Quantitative data is used to calculate the numerical nature mathematically. The

quantitative data

calculation uses several scales which can be classified as nominal, ordinal, interval and ratio scale.
Sometimes (not always) measurements of something include such data. Quantitative approaches deal with
the research program's 'what.' Their methodology is routinely structured and they use techniques like
surveys and questioning (Kabir, 2016).
As part of the descriptive survey, the primary data are gathered through questionnaires (Ghauri et al.,
1995). Illustrative surveys are apt for identifying and describing the variation of various trends. The reason
for utilizing a survey as a means to collect information and statistics refers to its resourcefulness in that it
allows for all types of evidence to be collected via questioners (Cooper & Schindler, 2006).

Survey Design
The design of the survey can be categorized in nomenclatures of investigative surveys and illustrative
surveys. Autonomous, endogenous, and external variables are identified in the investigative surveys,
while illustrative surveys are designed to identify the phenomenon that researchers want to clarify
(Ghauri et al., 1995).

Population and Sampling Methods; and Justification for Same
The population for the intended research is SMEs which are in contracting / building / fit-out businesses
in Dubai. Given that the subject is the management of financial risk; the data collection process may
have restrictions due to the right of SMEs to keep their financial matters private and they are not obliged
to report to any authority, except in some cases where they have to produce the audit reports to the bank
and / or the free zone authorities. However, the researcher plans to approach 10 companies for data
collection.
Working around the above limitation, the sampling method used is Convenience Sampling, a kind of
non-probable selection of specimens that includes drawing the paradigm from the relatively close-hand
part of the population or taking it from an easy - to - contact or reach a group of people (Bornstein et al.,
2013).

Collection of Data
A reflective and profound interview were used for this research. The interviews were delicate and
shapeless and aimed at identifying the thoughts, outlooks, and judgments of participants on a specific
topic of research. The main benefit of personal conversations is that they require subjective and straight
interviewing communication, along with reducing the risk of non-answer, but the interviewer must have
acquired the requisite skills to carry out an interview successfully (Powell et al., 2005). Moreover,
delicate and shapeless interviews
extend manageability about the flow of the conversation so that conclusions can be drawn that were not
intended originally for a research discipline. There is, however, a peril that the interview can depart from
the study’s purposes (Gill & Johnson, 2002).
In respect of the data collection tools, it was the use of a semistructured questionnaire that was used for
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the researcher as an interview guide (Meed, 2019). Some questions were developed to channel the
interview to the achievement of this study’s goals. The sample questions that were included in the
semi-structured questionnaire is appended in Appendix A.

Ethical Requirement
Research ethics aims at ensuring that research activities have no adverse consequences or harm (Cooper
& Emory, 1995).
Ethical aspects related to the proposal and preliminary level of access When endeavoring to get a
preliminary approach to probable participants, the risk of ethical glitches must be tackled. The right of
individuals to refuse participation should be taken into account. Data protection also comprises the
character and expectation of potential contributors in addition to the circulation and utilization of secondary
study’s statistics (Saunders, et al., 2009).

Reliability and Validity Measures
Reliability means the accurate replicability of procedures and outcomes in quantitative research. In
qualitative research with various theories, this dependability description is complicated and contra intuitive
in epistemological terms. Continuity, therefore, (Carcary, 2009) lies at the heart of quality research
reliability. Qualitative research tolerates a margin of uncertainty for results, given that methodology and
logistics are reliably derived from data identical ontologically but that may vary in value and atmosphere
within comparable facets.
In qualitative research, the term validity means "appropriate" methods, processes and data. The selection of
a research questioning methodology is appropriate, the methodology valid is suitable, specimen and data
analysis are suitable, and the outcomes and inferences are final and useful for the sample and background
(Waterman, 2013).

Limitations of Research
The current study is limited in that it is intended to study only 10 SMEs in Dubai that will not have been
selected randomly from such organizations in the Emirate. Findings obtained in the research might not,
therefore, be accurately generalizable to draw conclusions about SMEs managing financial risk. Surveys
and interviews undertaken in the research will also expect respondents to recall information about the
investigated SME, which might include recall bias. Moreover, the findings obtained in the research might
be affected by personal desirability bias because of respondents being required to deliver their own
judgments about the matters researched.
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RESULTS AND DISCUSSION
The research was held in Dubai, the financial capital of the United Arab Emirates. The sample of the
research was the small & medium enterprises in the Emirates of Dubai; and ten SMEs were randomly
selected from it. The data were collected by the researcher's personal interview. In twelve (12) questions
put by researcher, owners or working partner or leading management staff of the designated SMEs were
needed to respond. The sample was composed of SMEs with a maximum of 100 employees engaging in
either construction or its ancillary businesses such as fit-out, joinery, glassworks, etc.
Due to the current Covid-19 pandemic situation, most SMEs are going through a very tough time as the
banks are reducing or restraining the credit facilities, increasing the margins, reducing credit periods from
suppliers & are not cooperating with postponing of presentation of cheques given from earlier purchases,
stricter measures & penalties from the government for enforcement of Wages Protection System (WPS),
calls from the government department for payment of VAT dues, etc. In some cases, there were deaths of
near and dear ones of SME owners due to pandemics. All these economic, social and personal issues were
fueling the non-cooperative and resentful mindset of SME owners and were difficult to approach and to
have a meaningful conversation and discuss the questionnaire; thus disallowed full participation to capture
all relevant insights on business and financial risk mitigation practices.
Most of the SMEs from the sample population have not understood the concept of management of risk and
the perception of management of risk. Very few (20% or 2 out 10) managed to express their perception of
the concept and its influence on the enterprise when asked to define risk in its own terms. When asked
about formal corporate strategy, 80% percent indicated that no formal business strategy was in place, with
only 20% having this strategy in place. No formal risk assessment was conducted despite new investment
in the last year regardless of the fact that it is best practice to anticipate results thatshow that SMEs are
not strategically planned. Likewise, 80% suggested that they were not highly educated, irrespective of
whether they considered an inherent risk in their approach, and 20% found that they did not take the
inherent risk into account. The majority of these SMEs are therefore vulnerable to risk.

The Financial Risks
On being asked to rank the financial risks faced by the construction companies in descending order of its
severity, the ten companies in the survey ranked it as below.

Table 3: Ranking of Financial Risk
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On an analysis (simple average and mode) of the above ranking, it is observed that the late payment
causing the problems with cash flow is the biggest financial risk faced by contracting companies, followed
by lack of finance and abuse of performance bonds.
It is observed the late payment causing problems to cash flow is increasing the working capital and cost of
conducting business. The average payment period from clients ranges between 150 to 180 days for
projects’ later stage progressive payments. In many cases, the retention amount (approximately 10% of the
project value) is not paid even after 1 year is overdue.
There is a significant lack of finance in SME’s due to late payment and banks’ offer credit facilities like
bill discounting and overdraft. Invoice discounting is offered by banks on 90 days credit period and as
there is late payment, SMEs discount further invoices only to settle the previous past due to discounted
invoices and incur additional discounting charges. Further, it is noticed that banks do not monitor the
usage of funds raised by SMEs. The overdraft is offered by the bank against a lien on fixed deposit by the
SME owner, which in effect is no addition to working capital and only incurs additional interest charges.
The third major risk is the abuse of SME owners' performance bonds given to the main contractors /
clients. Certain loopholes made it easy for the beneficiary to make alleged unfair calls. In order to achieve
uniformity in its implementation, all SME owners recommend implementing a standardized scheme and
structure for the application of performance bond.

Lack of Up-to-date Regulation
On being asked if the lack of up - to - date regulations on the use of new technology stopped developments
from being introduced in construction; 5 out of 10 answered in affirmative, 3 disagreed and 2 remained
neutral.
The SMEs which had affirmative opinion added that there is a risk that the ongoing constructions are
oriented to the fulfillment of Expo 2020 goals rather than what is required for sustainable residential
growth, trade, education, or any other field. Many construction activities seem to be more related to the
necessity to build empty plots and complete construction by 2020 than catering to demand. On the other
hand, some innovations, if introduced, will add to administrative costs and cannot be easily assimilated by
SMEs.

Level of Performance Bond
In the construction industry, a performance bond is generally used to protect a client against the possibility
of the contractor failing to meet his contractual obligations. On being asked what a contractor should
maintain as a performance bond as a standard of contractor performance obligations; 3 out of 10 opinioned
for 5% of the contract value; whereas currently, it is 10% of the contract value. 2 out of 10 each are the
opinion that it should be less than 5%, between 5% and 10% and 10% of the contract value.
On further probing on the change that will lead to the biggest improvement in the risks related to
performance bond faced by contracting SMEs in Dubai; 3 out 10 opinioned for legislation to make
performance bond cashing dependent on certification or arbitration from third parties.

17

Capital Adequacy Law on Banks, Impact of it on Contracting SMEs
Rigid international financial policies have forced banks to retain higher core capital levels and raise capital
financing costs since the 2008 financial crisis. This means that a bank's relationship with the contractor has
higher costs. As part of an ongoing effort to improve and reinforce the banking regulatory framework for
banking supervision, the Basel Committee has followed the devastating effects of the 2007-08 financial
crisis on banks worldwide, built upon the Basel I and Basel II guidelines. Basel III aims to equip the banks
to handle financial shocks

by improving legislation, risk management, transparency and capital

requirements to improve their financial stability. The emphasis is on increasing banking liquidity and
reducing the leverage of banks so that capital ratios, short-term necessities, such as, liquidity coverage
ratio and also long-term financing, such as net stable funding ratio, can be reinforced (Mendoza, 2015).
On being asked the influence of Basel III on Dubai’s contracting and fit-out SMEs, 7 out of 10 had an
opinion that there is an increase in the cost of borrowing from banks in terms of various banking charges
over and above the agreed interest rates; whereas the remaining three maintained that cost of borrowing
has slightly increased.

Impact of VAT
VAT or Value added tax is being effected by the United Arab Emirates to form an economic powerhouse
and word-class business hub, according to its many fiscal strategies. By its definition, VAT is a flexible
tool for governments to control their annual budgets, contribute to increased revenue and stable economic
growth (OCED, 2017).
On being asked about the impact of VAT on their business 7 out of 10 opinioned to have a moderate
impact, three considered to have high impact and none of them mentioned having no impact.
VAT is a neutral tax. It flows through businesses and tax supplies to the final consumers, which is essential
for an economically neutral tax. However, the impact is explained as that the SME contractors file for VAT
based on their tax invoices and a tax invoice is raised based on the payment certificate raised by the main
contractor/client. Though in many cases, the main contractor/client does not honor the payment certificate
on the due date, but the SME pays the uncollected VAT on time to avoid penalties/interest on the accrued
VAT.
On further being asked if the entities have VAT experts for advice and deal with the impact, surprisingly,
none out of 10 had consulted VAT experts on a regular basis. They had been consulted only during the
implementation stage.
On further inquiring if they think their business will be impacted by the introduction of VAT in other GCC
countries, 6 out of 10 felt in affirmative. In other GCC countries, some of those challenges may be
replicated, notably because other GCC countries, such as Saudi Arabia and Bahrain, introduced their own
rules on building services exemption and ratings for real estate. Exemptions will usually challenge the safe
functioning of the VAT system. A further example given is that Saudi Arabia is the regional manufacturing
hub and the increased VAT in Saudi Arabia in recent times will impact the pricing of products and projects
adversely.
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Major Risk and Insurance Coverage
On being asked about risk perception and its insurance coverage, most SMEs consider legal and fiscal
issues only as of the major risk, followed by supply chain disruption and equipment & vehicle damage.
Below is the graphical representation of the risk perception. On the insurance coverage of the business
risks, the coverage is limited to equipment breakdown, loss of wages, and office insurance.

Discussion on Findings
To iron out the structural gaps in regional project spending following the oil prices crash in 2014,
contracting industries are undergoing an important transition. At the same time, in order to improve
productivity and performance, the traditionally slow moving industry aims to use new technologies such
as applications of digital design, etc. While much of the transition in Dubai SME companies come from
within the sector,
developments outside of the industry have also taken place, which entails actions. Increased regulatory
standards and new laws require changes by these companies to ensure that fines and penalties are avoided.
The upcoming Dubai Expo 2020 transformed the area towards the international level and pushed SMEs to
adopt best practices for the industry. The frontiers in this area are health and safety, technology and
innovation, but the absence of clarification by the regulatory bodies makes it difficult to determine the
implementation quality or level. Increased rules can also lead to increased costs for all players and not all
players are willing to accept an expense. As it aims to lift standards to the highest level of global standards,
contracting companies are also being pursued to improve standards and creative ways of working more
effectively.
The study has shown that SMEs are, although in varying degrees, vulnerable to a variety of financial risks.
This depends on the activities of the company, among other factors. The delay in payments from the main
contractor and/or client is the major financial risk faced by the SME contracting company in Dubai, which
catapults to an increase in working capital, lack of finance and adverse impact of neutral tax like VAT.
The contractors use the 'pay-when-pay' provision to make payments to their subcontractors subject to
payment by their employer of the corresponding amount. In contracting business, in particular at the
subcontracting level, such clauses are notorious. Such structures of conditional payments favor the main
contractor but hinder the cash flow of a subcontractor in a serious financial way. The law in Dubai stresses
the implications of these provisions because, unless the principal contractor transfers its employer rights
to the subcontractor, the subcontractor cannot demand directly from the employer under this Civil Code
(Ibrahim & Elliott, 2017). Given the practical reality that a contracting SME is at the bottom of the
payment food chain, it has very limited steps to minimize such risk.
9
The potential Financial Risk to the SMEs in Dubai currently is late payment from the

main

contractors/clients, lack of finance, and abuse of performance/retention bonds.
The sustainability and economic success of any organization in the 21st century rely heavily on the
strategic design and application of the management of risk plans. In all small and medium-sized
companies, the major problem remains the absence of inclusion for business planning of identified risks.
The businesses are unable to assess the entire risk standing of the enterprise without such integration. The
19

size of the enterprise is a vital feature in determining the value of risk management systems. For enabling
the operation of the management of risk procedures, it is also important that the existing enterprise planning
systems are integrated holistically. Without this integration, risk management would be just 'empty talk' and
worthless for the company. Employees would not see any benefit; only their workload would be increased
by this. If risk management is, in turn, integrated into the normal planning process, acceptability is
improved, and a more systematic and comprehensive risk assessment is carried out. Only in this way is it
possible to develop risk management in SMEs, which guarantees feasibility and low costs.
The study found that handling payment delays in Dubai is a major challenge for SME contractors and the
main cause for late payment is the presumed withholding of payments by main contractors. The legislation
lacks various provisions that could protect SMEs from late payment problems. The author believes that late
payments are an important issue because their economic and social implications should be dealt with.
High-profile events at the global level, such as the Dubai Expo 2020, are expected to boost regulatory
reforms and the implementation of best practices in the business.

Research Limitations
The research aim was set in good faith and intent to carry out a wider study with an increased sample size.
However, due to the pandemic situation, restriction in travel &

movement in inter-Emirates and

intra-Emirates, and the dull economic environment, the researcher was not able to develop a compelling
research document. The sample size is too small and the statistical tools utilized are too basic and do not
capture accurate results.
Also, given the researcher has no previous experience in conducting academic research and producing
study or research papers, the extent, scope, profundity, and depth of deliberations in this paper are
compromised in several stages compared to the works of qualified and practiced researchers.
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Introduction
Management research is an indispensable part of the strategies applied to implement policies geared
towards addressing pertinent issues in society which helps to solve business problems and add to
management knowledge. Therefore, research mainly focuses on identifying gaps in a market and exploring
possible solutions. As the philosophy and marketing techniques and methods in other fields cannot find
applicability in the healthcare services, healthcare needs their own approach and implement certain
features that are not found in other industries. The current report was aimed at applying management
research principles to address post pandemic marketing challenges and strategies in healthcare industry in
UAE. The report first conceptualized the management research process and how it could be applied to the
current problem and suggested a responsive research process which may result in a potential solution for
the problem. During this period, the researcher was looking to highlight the challenges, strategies and
actions required to be implemented in the organization.

Conceptualization of the management research process
Management in all business areas and organizations, is a process of planning, decision making, organizing,
leading, and directing, motivation and controlling the human resources to achieve the desired goals
efficiently and effectively (Mullins, 2016). The systematic process of collating data for the purpose of
analysis or in pursuit of seeking solution to a problem is known as research. It assists in understanding the
problems related to the field of research and thus finding out possible and feasible solutions (Alkins, 2010).
Applying scientific method for seeking the truth about business phenomena, which includes, defining
business opportunities and problems, generating, and evaluating ideas, monitoring performance, and
understanding the business process (Zikmund ,2010).
Management research is a multifaceted process that seeks to weave together many disciplines to solve
broad problems or simply comprehend a phenomenon (Easterby-Smith et al., 2020). It begins with current
theoretical models and progresses to the use of field trials to provide responsive solutions to societal
challenges, both economically and socially. As such, conceptualizing management research can take
various forms depending on the goal of the researcher. First, it may be created with the manager's needs in
mind, or it could be formulated differently based on the difficulties that the management is trying to
analyze and solve (Easterby Smith et al., 2020). Management research is essential to the identification of
the problem, the conceptualization of the problem, and the creation of research that would produce usable
answers to the problem in this study. One of the major characteristics that distinguishes excellent managers
from terrible managers is the ability to dissect an issue and then relate the firm's strategic goals to the
resources at their disposal.
In today's volatile world, managers in organizations constantly need to be involved in studying and
analyzing issues and research activity as they are decision makers at their organization. Research always
facilitates effective and successful management. At many governments organizations research drives every
aspect of major decision making. Research is so important in certain businesses that management seldom
makes major decisions without it. The primary managerial advantage of management research is that it
decreases uncertainty by giving knowledge that enhances decision-making. The decision–making process
linked with strategy creation and execution consists of four interconnected stages. In essence, this is the
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process of identifying what evidence has to be gathered in order to test the key hypotheses or answer the
questions. (Easterby-Smith et al., 2020). The overall direction of the research has most likely determined
which of the many research or design kinds is most suited at this stage. The process of developing these
interventions will be documented realistically in this report by employing an intricate structure to show a
problem and the various solutions that might be adopted to solve it. Having determined the philosophy
underlying the problem addressed within this report, the inductive approach was selected as the most
appropriate for its treatment.
The development of specific measurement instruments is an important task in management research. The
interview guide or questionnaire for a survey is written, and the method by which the survey will be
conducted is described. The precise form and conditions of the observation, as well as the sorts of
recording techniques to be utilized, must be decided for an observational research.
When the design and measurement specifications have been decided, a test is required to ensure that they
are viable for the intended objectives. At this time, it is almost probable that flaws will be discovered that
will necessitate modifications and more testing.
To explore and analyze leadership with reference to marketing challenges, strategy, and organizational
governance capabilities to steer change within an organization with particular reference to Healthcare
Industry in UAE, various tools like SWOT, TOWS, PESTLE, PORTER’S 5 FORCES, BCG MATRIX, 4P
ANALYSIS can be applied. These tools will help to understand and analyze nature and contour of
leadership challenges emanating from marketing volatility and changes in strategy dynamics in Healthcare
Industry in UAE with focus on understanding of strategic implications for managerial decision making and
organizational governance. A literature review entails the identification of secondary research on the issue
at hand with a view to defining the problem and explaining the phenomenon under study. The literature
review will not only define the problem but also suggest the different ways in which it could be solved.
The conceptualization of management research was included within this report to detail the process that
was applied in both identifying the problem and suggesting ways of treating it. It was a combination of the
explanation of the process of management research and the research methodology that would be applied in
this investigation. The next step involved the actual application of these theories in identifying the subject
area covered by drawing from existing research.

Identification of the subject area and the consideration
of the leading areas of knowledge
Management research should be focused to ensure specificity and practicality of the interventions being
done. Within this report, the main subject areas identified were marketing and strategy management with
reference to governance capabilities to steer change within an organization with particular reference to
Healthcare Industry in UAE. Before delving into the issues sought to be investigated within this report, it
was important to identify the critical areas of knowledge and how to treat the issue at hand.
This study specifically recognized the role that root cause analysis played in identifying alternative causes
to outcomes within the healthcare sector. The issue of COVID-19 and the challenges effected the
healthcare market, strategies, and consumer behavior. Following its impact on future outcomes both at the
individual level and at the national level, Pharma industries and healthcare have thus taken to identifying
ways of addressing challenges across different sectors to achieve better outcomes overall.
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Houngbo and colleagues (2017) reckoned that the process of instituting good governance had to follow a
set path. The process of creating workable steps of achieving the goals set by the leadership of an
organization required vast experience in policy development and implementation. The fast-changing nature
of the policy development environment required leaders to constantly assess theory and apply them to
existing issues. This would form an iterative process where they are able to identify strategies that work and
those that do not work. Starting from the selected subject areas there are crucial areas of knowledge that
need to be covered to
better conceptualize the scope of marketing and strategy to the steps required to employ management
research in organizational leadership. The key areas identified here included the problem identification
process, the strategic planning process, and the implementation. Even with management research being the
subject area, these aspects will come in handy when assessing the different capabilities of governance
involved in instituting change within institutions and making impactful decisions.
According to Eldrig(1970), marketing is a set of actions aimed to generate profit by determining,
developing, motivating, and gratifying the requirements and/or desires of a certain sector of the market.
Marketing is defined as “a management process that entails the evaluation of consumer wants and
requirements, as well as the performance of all actions connected with the creation, pricing, provision, and
promotion of product solutions that fulfill those wants and needs” (Fortenberry JL Jr), p. 288. A closer look
at this definition indicates that the discipline is both broad and profound.
The definition specifically states that:
Marketing is a process, which means it is ongoing and must be controlled and managed actively.
Emphasizes the Four Ps: Product, Price, Place, and Promotion, which must be tailored to each target
demographic.
This indicates that the emphasis is on the consumer.
Conveys how products, goods, and services are utilized to meet the demands and requirements of
customers, indicating product development and administration, as well as the need for exchange.
Marketing is probably the most important administrative task connected with the goal and achievement of
development and prosperity, making expertise in the subject vital for any healthcare institution, especially
given the industry's competitive intensity.
Different authorities have different perspectives on strategy. Mintzberg provides a definition of the word’s
"strategy" and "strategic choice." Strategy is described as "a model or plan that integrates an organization's
primary objectives and sequences of action into a cohesive whole (Mintzberg et al., 2003, p.10). "A strategy
is "the art of organizing and directing an operation in a war or campaign, or competence in preparing or
managing any affair successfully, or a plan or policy devised for a certain goal." Chandler (1962) defines
strategy as "the identification of an enterprise's core long-term goals and objectives, as well as the choice
of courses of action and the allocation of resources required to carry out the goals." According to Daft
(1988), strategy is a plan of action that specifies resource allocation and other actions for dealing with the
environment and assisting the business in achieving its objectives. According to Kotler, Armstrong,
Saunders, and Wong (1999), marketing strategy is the marketing rationale by which the business unit
intends to achieve its marketing objectives. This demonstrates how strategies for target markets and
positioning build on the firm's competitive advantages. It should specify the market sectors on which the
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firm will concentrate its efforts. According to Kotler et
al. (1999), these categories differ in terms of their needs and desires, marketing reactions, and profitability.
From a competitive standpoint, the firm should focus its efforts on the market segments it can best serve.
It should create a marketing plan for each targeted demographic.
Globalization and liberalization have broken down geographical borders, while

technological

development has shrunk the planet. This has created enormous commercial possibilities in the form of the
entire world becoming one large market, but it has also posed threats and challenges to current market
share due to COVID-19. This shift in the marketing environment demands a rethinking of the marketing
function and strategy as a whole. Product, pricing, promotion, and place have traditionally considered the
four cornerstones of marketing strategy. However, as time has passed, they have taken on new dimensions.
Modern marketing difficulties, on the other hand, are the same old marketing challenges. As a result, the
marketing mix must be properly controlled. It implies that the items must be relevant to the demands of
the customers, have a reasonable price, and be delivered on time and in the correct place.
3.1 Problem identification and development of solutions
There is vast research that has been undertaken in a bid to explain the problem identification process
within governance roles. The rationale behind problem identification is basically creating a link between
knowledge and governance to help in the process of developing strategy. Fazekas and Burns (2012) noted
that to effectively deconstruct this link, one needed to explore the various schools of thought when it
comes to academic and policy thinking that allowed the assessment of different aspects of the relationship
separately. Developing solutions for a problem cannot be achieved without first understanding the nature
of the problem and the extent of its effects within the organization, or in this case, the larger market. In an
earlier study, Smith (1989) noted that regardless of its significance in establishing the collection of issues,
it was not well understood. Among the different factors that had to be understood to properly identify
problems within a given context were individual cognitive processes, motivations and organizational roles
and procedures. Without defining the scope of the study, it extends to other sectors of governance like
human resource management and deployment of resources. This report will only cover these aspects
marginally with the stronger emphasis put on the governance process cutting across research and strategy.
SWOT and TOWS analysis helps organizations understand their markets and environments by contrasting
their strengths and weaknesses with the market's opportunities and threats, as well as the relationship
between them. TOWS matrix allows for the development of plans based on logical pairings of internal
strengths and weaknesses with external opportunities and threats. PESTLE analysis, on the other hand,
evaluates macroeconomic influences that affect all markets, such as political and economic variables,
social trends, and laws. Analyses are performed to determine which strategic business units to invest in,
which to sell off, and which to close down. Aids a firm in allocating available resources through effective
business management.
Porter's five forces determine the structure of an industry and affect the type of competitive engagement
within that sector.
According to Smith (1989), it was best for managers to understand that problem finding was just as good
as understanding the problem and getting evidence of its effects. It is only following this process that
responsive solutions could be developed to address the issues at hand.
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3.2 Strategic planning in governance
Strategic planning is a critical component of leadership and government. The impact of strategic planning
within an organization is long lasting and can have a major impact on the future of the organization or
institution. Strategic planning is the primary responsibility of the leadership because it practically involves
control, directing and delegation among other key roles of management (Phillips & Moutinho, 2018). The
process of strategic planning is dependent on input from within and without the institution hence the need
to understand the various aspects surrounding their roles. There is thus an indelible link between this
aspect and the problem identification process. Strategic planning comes with the complexity of assessing
the operational environment to see the challenges that might arise in the future (Phillips & Moutinho,
2018). The complexity is in the inability to effectively predict the future and this why proper planning is
required all through the process.
The connection between strategic planning and problem identification could be explained using the
strategic planning cycle. This framework details the step-by-step process that informs the strategic
planning process. The first step involves gathering information about the key issues to be addressed in the
governance process. Information gathering is the same as data collection which can provide information
on different key aspects of issues leaders have to address. It is through information gathering that problems
would be identified, key resources available assessed and these considered in developing a solution
(strategic plan) to address these issues. After gathering information, goals are set (or objectives to be met),
then plans are made to allocate resources that are responsive to the issue at hand. A key property of
strategic planning is that it is a living process and is continuous in as far as managerial responsibilities are
considered (Phillips & Moutinho, 2018). The current report provides an in-depth analysis of the entire
process to enhance its understanding and potential for application within an actual organization. It will
attempt to show the thinking process behind the issue presented and give a glimpse of the next steps which
would be implementation of the intervention plan for the issue. After allocation of resources, the next
process would be to implement the plan developed by the managerial team.
3.3 Implementation
The implementation process cannot be achieved without deploying the existing resources which could
include both financial resources and human resources. Scott and Caress (2004) observed a shifting model
of leadership that required staff to be actively engaged in decision making, an activity that would
immensely boost their engagement once plans of action were developed. For this report, issues of HR and
deployment of resources were expected to be covered marginally due to their involvement in the
governance process. It is within the implementation process that the concept of shared governance comes
up. This involves ownership at different levels of the organization to ensure that there is an overarching
sense of accountability both at the leadership level and at the lower levels. According to Scott and Caress
(2004), the process of shared governance necessitates good leadership, the adoption of a strong
(evidence-based) framework, a multidisciplinary approach, and a thorough evaluation of the institution's
structure and culture. All these considerations show to what extent governance is complex and requires an
elaborate information gathering process (or research) depending on the goals to be met. As above stated,
this process is meant to be fluid and involves constant evaluation and reassessment based on new issues
emerging given the currently ever-changing environment (Scott & Caress, 2005).
For this case, the problem was identified from the larger environment that covers issues of marketing and
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strategy importance. The issue presented was intricately connected to the marketing strategy that require
evidence-based decisions that end up informing responsive policies within the national framework. The
next segment properly elaborates the problem.

Identification of the organizational problems
The problem that emerged from the identification of this case was how to adapt marketing and strategies
in healthcare industry in UAE with the significant changes resulted from recent pandemic.
During the worldwide coronavirus pandemic (COVID-19) to limit the spread of the infectious disease,
direct person-to-person interaction becomes less common, the purchasing habits of customers shifted to
online. The pandemic has aided in the acceleration of the development of digital infrastructure in a variety
of businesses. The COVID-19 pandemic is predicted to have long-term consequences for established
business practices in the post
pandemic period. Thus, control of a company's internal environment and ability to adapt to changes in its
external environment are critical to its success. Hall & Vre- denburg (2003).
SWOT analysis is a favored technique for planning and assessing strategic activities because it encourages
focusing on strengths, minimizing weaknesses, and overcoming threats by taking use of all available
chances. By examining the bargaining power of suppliers and consumers on one side and the danger of new
entrants and substitutes on the other, Porter's five forces framework helps strategists better comprehend
competitive dynamics. This enables organizations to comprehend the main market factors that create their
industry structure, determine the most favorable position, and adjust their value creation plan appropriately.
While there have been discussions over the years about whether a new force, such as government
regulation, should be introduced or if it can better account for sustainability, the fundamental structure has
shown to be extremely durable.
However, while Porter's five forces remain useful and relevant in today's COVID environment, it is
necessary to supplement this framework of analysis with an awareness of the specific macroeconomic
factors driving corporate strategy during the current crisis. Five new forces shaping strategy that must be
addressed alongside Porter's five forces during COVID were identified. Each of these must be meticulously
recorded, evaluated, and included into the strategy creation process. These new factors include the virus's
development, efforts toward containment, the government's response, public attitude, and corporate
activities.
For three major reasons, the new five factors are a vital consideration for strategic analysis and decision
making throughout the crisis.
First, the important strategic concerns at the time are how long the crisis will persist and how great the
impact (both good and negative) will be, rather than how to obtain a competitive edge. As a result, strategic
decision-making needs a framework that may aid in dispelling this fog by identifying and disaggregating
the primary sources of uncertainty. Such a foundation is provided by the new five forces.
Second, while Porter's five forces are well-suited to assisting in the understanding of competitive forces in
an industry, they fail to account for how strategy should adjust to unexpected and severe demand shocks
that have occurred during the present crisis, upending existing market dynamics. As a result, predicting and
responding to these types of highly disruptive events that exist outside of Porter's framework must be at the
core of current and future company strategy.
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Third, when the present COVID issue passes, the market is unlikely to resume where it left off. The virus
will cause long-term changes in the behavior of the government, companies, and consumers. As a result,
businesses must begin monitoring these developments now in order to construct a clearer picture of the
future business landscape.
The development of the virus itself is the first of the new five forces to be monitored. As we have seen in
recent weeks throughout the world, any increase in instances may quickly lead to increased restrictions,
with repercussions for both supply and demand. On the other hand, the perception that the infection is
under control might inspire people to return to work and customers to return to the marketplace. As a
result, companies must constantly monitor COVID development at a granular level.
During the crisis, the second force to monitor is progress toward COVID containment, which includes the
development of viable vaccinations and treatments, as well as community level immunity. To begin with, a
successful vaccine might immunize a substantial portion of the population against the virus, giving them
the confidence to resume regular life and allowing governments to ease social distancing restrictions.
How governments respond is the third of the new forces to consider when establishing company strategy
during COVID. The government's reaction comprises two components: one for the healthcare issue and
one for the economic catastrophe. Governments have been forced to enforce lockdowns and social
isolation as a result of the healthcare crisis, which has had a significant influence on both supply and
demand. Meanwhile, in response to the escalating economic crisis, a number of actions have been
implemented to support financial market stability, company liquidity, and family income levels.
The fourth force that firms must constantly monitor throughout the crisis is public sentiment. Consumer
confidence is a major driver of economic recovery, and it will be influenced by the course of the virus and
scientific advancements on the one hand, and corporate and government actions on the other. Consumers
are anticipated to resume certain pre-pandemic
activities if the perceived risk of the virus decreases. As a result, monitoring public perception of both the
virus and the economy is critical.
The activities done by firms in reaction to the crisis are the fifth and final force determining strategy during
COVID. As businesses expect or witness real increases in demand, business confidence rises, and firms
expand output, increase inventory, and recruit more people. This will have repercussions across the supply
chain. As a result, important indicators such since the Purchasing Managers Index (PMI) are a useful tool
for tracking mood in both the manufacturing and service sectors, as it reveals whether firms predict an
increase in orders in the following month. The economic condition in a nation or across the world has an
influence on brand promotion.
According to PESTLE Analysis, businesses must consider the economics of their target market when
designing a marketing plan to guarantee they are prepared for the consequences of an economic downturn.
1. Supply and Demand Influence the market. When demand is strong, the price of a product might likewise
be high, enhancing a company's profitability. When demand is low, prices fall as well.
2. Consumer Confidence Influences Purchasing Behavior. When consumers are confidence in their
country's economy and their personal financial condition, they are more inclined to make purchases.
3. Demand is driven by employment and wages. When most consumers have a consistent income and
anticipate having a stable income in the future, they are more likely to drive up demand with their
purchasing power.
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During the research, the Boston Consulting Group's product portfolio matrix (BCG matrix) is used to assist
with long-term strategic planning, to assist a firm in considering growth prospects by examining its product
portfolio to decide where to invest, discontinue, or develop goods. It is also referred to as the Growth or
Share Matrix, split into four quadrants: Star, Question mark, cash cow and Dog.

Conceptualization of the research question to address the problem
The conceptualization of a research question goes beyond the identification of a problem to include the
ways in which the problem will be addressed within the research. The issue under investigation is the
impact of COVID-19 on the marketing and strategies of the UAE healthcare industry, as well as how this
pandemic was characterized by demand and supply shocks, resulting in limitations on trade, product and
service transactions, and capital flow mobility.
The healthcare system in the United Arab Emirates (UAE) has also advanced significantly over the
previous 30 years, progressing from a very basic, insufficient state to the current position, when health
results are on par with, if not better than, those in industrialized nations.
The increase in health expenditure has also been significant in the previous ten years, making it the largest
in the Middle East area. However, comprehending the UAE population of 9.9 million people and the unique
demographic structure in which 90 percent are expats and the
remaining 10% are locals, due to pandemic effect, many of expats left the country which leads to lesser
consumers and investors.
One of the problems confronting the UAE's healthcare industry is a temporary restriction on imports from
India, the world's largest supplier of generic pharmaceuticals, and China, which has an influence on
formulations in GCC laboratories because the majority of drugs manufactured

acquire their base

components from China.
Furthermore, the lockdown measures have resulted in a demand shock as a result of limitations on travel,
commerce, and so on. From an economic standpoint, the global economy has become uneasy and
unpredictable. The major economic impact of the COVID-19 health crisis has been a demand shock. In the
near term, the containment effects impacted household trust, resulting in a decrease in consumption of
non-essential items. The first industries to be hit were exports, tourism, restaurants, and entertainment
places. These conditions also have the direct consequence of decreasing investments as a result of a drop
in consumer and investor sentiment caused by high levels of uncertainty. As a result, trade, product and
service transactions, and money movements will face significant limitations, resulting in a supply shock
that might have a significant influence on the currency market. (Saunders and Cornett, 2011). Having
determined what was at stake as regards to the current problem, the researcher would be required to identify
the institutions that would be most impacted by the initiative and structure the interventions to revamp their
structures. This warrants the coverage of the issue itself (barriers, risks, and enablers), and its fit, both in
terms of the needs of the aforementioned institutions but also the strategies these institutions will be
looking to apply to effectively address the problem at hand. This study reveals a plethora of possibilities as
well as formidable problems for healthcare institutions, policy makers, and consumers following the
impact of COVID-19. The advantage of such an elaborate conceptualization of the issue will be in
enhancing the understanding of the motivations behind the formulation of the policy presented within the
current report.
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The form of conceptualization adopted for this management research was data driven and would entail the
assessment of different sources to determine how useful they will be to the research itself. The three main
sources of knowledge that were to be used in the undertaking of the inquiry were journal articles, research
books and research reports. Journal articles and

research books would be used predominantly in

developing relevant theory to be applied in the research. Research reports or policy papers would be used
to explain the current situation on the ground to determine the most responsive ways of addressing the
issue at hand. Overall, going through relevant research articles helps a researcher better understand the
best ways to treat the topic at hand and develop research that will effectively cover it. It is this process that
eventually defines the interventions applied to remedy the situation. The proper understanding and
definition of the problem will make it more manageable to develop solutions that are both specific and
long lasting from a policy standpoint.
Effectively conceptualizing a research question does not stop at deconstructing the issue. It goes further
and identifies the best methods of researching it. A researcher could either apply a literature search or
implement a primary data collection exercise to get meaningful information on the issue at hand. The
current issue being investigated in this research could be addressed
through review of different forms of literature because of the existence of relevant data on the state of
marketing and strategy challenges post pandemic.

Different stages considered in the research process
The research process is a series of scientific processes that must be followed in order to do research. Each
step is linked to the ones before. The process begins with the research problem, then it proceeds
sequentially to the next steps. In other words, the research process is made up of a set of activities or stages
that must be taken in order to conduct research properly, as well as the intended sequencing of these steps.
Understanding a better grasp of the research process will aid in identifying similarities and differences
within areas, as well as differences in the goal and methodologies to investigations. It will assist one in
comprehending the implications of departing from a systematic approach to research, as well as the
associated repercussions of poor and ineffectual research.
According to Rummel and Ballaine's (1963) suggested model, there are six phases involved in the research
process. These include determining the area of study, selecting a subject, developing a research strategy,
gathering, and evaluating data, and eventually writing up the study. These steps are divided into three
stages: planning, research, and presentation.
Coming up with a robust research process requires an individual to follow a step-by-step process that
builds up on the research problem and the best ways of addressing it. Developing a research process takes
seven elaborate steps that start with objectivity and the desire to collect a magnitude of meaningful data to
effectively conclude the research. The goal is to document the research in a way that it could be recreated
by another individual to achieve the same results. The data should thus be credible in order to produce
valid results.
The research process starts with the active identification of the problem to be covered within the research.
The first step was to identify a pertinent issue that affected society at different levels. After identifying the
research problem, the researcher will be tasked with undertaking a preliminary literature review to
understand the various dimensions of the problem at hand. Review of literature also allows the researcher
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to go through the studies that were undertaken in the past to identify research gaps and avoid instances
where they replicate a research that had been previously undertaken. A literature review details the
methods used in the studies, the findings and the conclusions that were made. The study on post pandemic
marketing challenge and strategies in healthcare industry in UAE would thus determine production and
logistic disruption, marketing investment and change of consumer behavior due to uncertainty of future
and focuses on the Four Ps: Product, Price, Place, and Promotion, which must be tailored to each target
audience This broadens the researcher's awareness of the problem at hand, allowing to discover possible
topics of investigation.
Following the process of reviewing the literature, there will be an outline of the research questions to be
answered in undertaking the research, a process also referred to as problem clarification. Clarifying the
problem means narrowing down to a specific area of inquiry or suggesting a potential solution to the
problem. In this case, having understood the pandemic and how it affects the healthcare strategic
marketing, the researcher can take to developing a framework through which the problem could be
addressed.
The nature of the research questions and the phenomenon under the research would then be applied to
determine the best research methodology for the task. Once the methodology has been determined, the
researcher will have to come up with an instrumentation plan which is basically a data collection plan and
outlines the steps to be taken from the formulation of research focus to the actual data collection and
analysis. It also specifies the individuals that will be tasked with collecting the data to ensure organization
during the entire process. It is at this point that the data would be collected from the sources stipulated in
the methodology. Immediately after collecting data, it will be analyzed to come up with meaningful
conclusions that answer the aforementioned research questions. These are the key stages that will have to
be considered in the research process to come up with meaningful solutions to the problem under
investigation.

Ethical issues and how the research was designed to address them
The fact that this investigation was undertaken using a literature review brought forth a range of ethical
concerns that have to be addressed throughout the research (Suri, 2020). While ethical issues in this kind
of research are rarely discussed explicitly, they heavily influence the credibility of the information
included within the final report. Ethical considerations were treated with great care because the report was
expected to impact strategic marketing in healthcare industry. This meant that the process of data
collection had to be carefully considered to ensure that it is correct and verifiable. As such, the first
consideration was made citing the need for proper identification of research to be included within the
report. Reputable research journals

and peer reviewed articles are associated with more credible

information (Suri, 2020). As such, the secondary sources that were selected to be included in the research
were carefully researched from reputable databases depending on the various disciplines that played a role
in the completion of the research. The various sources of information range from peer reviewed articles,
books, and report articles. Peer reviewed articles are less likely to be biased because of their academic
nature and their adherence to strict ethical codes. Books, in some instances, might be biased and provide
information that is skewed towards an individual’s interpretation. Report articles from reputable research
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firms can be utilized to fully assess the scope of the problem and potential solutions. Given the unique
perspectives that these sources could bring, they have to be carefully considered taking care to meet all the
ethical requirements.
According to COPE, “Good research should be well adjusted, well-planned, adequately conceived, and
ethically approved.”
The primary ethical problems in doing research are:
a) Informed consent
b) Beneficence- Do not harm
c) Respect for anonymity and confidentiality
d) Respect for privacy.
A collection of principles meant to control the research process within academic institutions is known as
research ethics. The same ethics are carried on when it comes to addressing challenges in management
through problem seeking in research. Research ethics go
beyond the treatment of subjects to cover the code of conduct of both researchers and managers seeking
solutions to set problems. Some of these provisions include publishing findings in a transparent way,
following due process while collecting data and not falsifying work. The benefits of undertaking research
ethically are far reaching and include the proper conceptualization of the problem and addressing the
research problem. Conducting ethical research would also invite collaboration from peer researchers that
share values of important social and moral values. This ends up creating a sense of continuity within the
research process and creation of meaningful relationships to support future research efforts. Another need
for ethical consideration is the need to hold researchers accountable to the data they collect and the analysis
they perform. It is impossible for managers to undertake every step of the research process and they might
be required to consult third parties for the same. Being ethical in the process of selecting the firms to
undertake the research ensures that the most qualified individual takes up the work to increase the chances
of collecting credible data that will end up properly addressing the problem at hand.
The second way the study was designed to deal with the ethical issues that could have arisen was to
properly cite the various sources that were consulted during the research. The research industry emphasizes
the need to minimize plagiarism and acknowledge the research efforts of peer researchers. This was
undertaken with the goal of both curbing plagiarism and providing references that could be further assessed
to learn more about the issue that was studied. The research was undertaken while including in text citations
for the articles assessed and including endnotes to show the sources of information. The research also
included knowledge from management research sources that further explained the thinking behind the
research and hence the different ways in which the knowledge outlined would be applied to solve the
problem identified. This was a crucial part of the research methods identified within the management
research conceptualization process. It is important to note that this role will have to be performed by the
entity undertaking the research. Everything is however linked since choosing an ethical third party to
undertake the research process will inadvertently result in the said party undertaking the research in a
proper manner.
One of the most significant aspects as regards to the ethical considerations when undertaking management
research is objectivity. This entails the avoidance of any form of bias when undertaking the project.
Objectivity should be maintained on the different levels of the research process, starting with the research
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design, the data analysis, data interpretations and peer review. In the managerial field, favoritism should
be avoided completely and that people that might be related to the researcher are excluded from the
research. This consideration would especially be important given the pertinent issues of racism and
exclusion of minority groups. In public service, the policies formulated following the identification of the
problem should be aimed at addressing the needs of everybody without any bias towards a specific group.
This was seen to be one of the most serious issues that, if shunned, could significantly affect the
implementation process and the perception of the credibility of the project within the entire population.
Overall, sticking to the ethical considerations entails focusing on the objectives set by the institution and
the responsibility they have towards the stakeholders that depend on the leadership for beneficial
outcomes in the long term.
This inquiry would have to create clear objectives to be met at the end of the research and outline the
various tenets of ethics to be met all through the process. Whether the roles of management research are
to be outsourced to a third-party entity or whether they are undertaken in house, the outcomes of the
process will be termed more credible if there is mutual

respect and fairness all through. Ethical

considerations go deeper into the research process and the treatment of the data collected in the long run.
Research entrenched in ethics will also eliminate instances of misconduct, financial misappropriation, and
conflict of interest. The benefits end up being felt among all existing stakeholders to the satisfaction of all
parties.

Conclusion
The current report elaborately covers the key aspects of marketing challenges and strategies in healthcare
industry in UAE during pandemic. As a result of this challenge, the following effect will be monitored.
Short-term COVID-19 effects on the healthcare industry include demand shifts, supply shortages, panic
purchasing and stockpiling, regulatory adjustments, and a shift in communication and marketing to distant
contacts via technology and R&D process modifications. Long-term effects of COVID-19 on the health
and pharmaceutical markets include approval delays, a shift toward self-sufficiency in the pharmaceutical
supply chain, a slowing of industry growth, and probable changes in consumer trends. The report then
delves into the institutional shortfalls that have intensified these problems and suggests an effective way
of addressing them. The project is developed by marrying the underlying needs to the strategies required
to make a significant impact on the issue. The report captures the multi faceted nature of management
research and how practitioners have to organize different parts to ensure that suggested projects are
adopted and properly implemented.
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ABSTRACT
In the present exploratory mixed research study conducted in the locality of Surulere LGA, Lagos state
metropolis, Nigeria, the socioeconomic challenges, critical incidents and technological factors influencing
gambling participation and prevalence were studied. In the separate quantitative cross-sectional survey,
160 questionnaires were administered to respondents sampled randomly in a population composed of
gambling participants and guests. 126 questionnaires were successfully filled and collected (response rate
78.75%). Descriptive statistics was used to characterize the data collected and socio-econometric analysis
using a formulated predictive binary logistic model to assess the likelihood of gambling participation (a
dichotomous outcome variable) using seven different socio-economic predictors (age, marital status,
education level, and income level). The predictive analysis was statistically significant, X2(7) = 35.792,
p˂0.05 and the model explained 36.8 percent (Nagelkerke R2) of the variance in gambling participation
and correctly classified 84.9 percent of cases. Accounting for the good fit of this model, the Hosmer &
Lemeshow test the null hypothesis and revealed that the model fits (X2(7) = 7.824, p>0.05) perfectly with
the observed data group membership. Four variables (age, marital status, education level, income level, and
distance to gambling outlet) contributed to the test significance. The predictive model revealed that
males(Exp(B)=1.620) are likely to participate in gambling and gaming activities than their female
counterpart; those that have low level of education (Exp(B)=8.344) are more likely to engage in gambling
and gaming activities than those with advanced level of education. The model supported the fact that those
earning and surviving on lower income (Exp(B)= 9.521) are more likely to gamble than those on higher
paycheck as established in other studies. The socioeconomic impact assessment of gambling participation
and prevalence in the study area revealed that of the 95 respondents who claimed to have been gambling
in the past 12 months, 31% were at high risk of problem gambling as they scored above 7 gambling severity
index (GSI) score, 57% were moderate risk (3-7 GSI score point) while 12% were at low risk of problem
gambling as they scored below 3 points on GSI score card. Technology advancements and digital media
were found to have improved customer’s gambling experience in the country while the industry have
benefitted from same in improving gambling business operations. Gambling business activities and the
industry operations have contributed to socioeconomic development breathing new hope into people as
well as assisting the government in reducing employment rate through creation of jobs.
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Introduction

Research background
Lottery gambling activities are as old as human civilization and has traceable roots to

various

socioeconomic settings such as Roman Empire in which lottery gambling and gaming activities are
performed for both entertainment purposes as well as balancing state deficits (Ariyabuddiphongs, 2010).
Nigeria is one of the leading countries across the globe terms of economic size. The Nigerian economy is
characterized with various sectors of which the lottery and gambling sector (deregulated in the beginning
of 21st century) is growing at a faster pace. Gambling activities in Nigeria have gone from ordinary
entertainment to a “self-conceived life saving financial problem-solving phenomenon” for most of the
citizens and is well on the cusp of penetrating deep down the socioeconomic system. This is an intriguing
phenomenon as the unprecedented rise in gambling in the country is precipitated by various factors of
which has become part of the subjects of interest along with the impact of technology and regulatory
policies guiding gambling that the proposed study aims to empirically explore. This would be done
through the eyes of Premier Lotto and some of their selected stakeholders so as to unravel various factors
and vehicles that respectively precipitate and accentuate gambling prevalence in Nigeria so as to promote
responsible gambling.

Research aim and objectives
The aim of the present work is to explore the gambling industry and prevalence of gambling activities in
Nigeria so as to promote and support a well-regulated responsible gambling in the Nigerian environment.
The objectives of the present study include:
1. Empirically account for the socioeconomic factors impacting and influencing gambling habits and
activities in the study’s locality;
2. Explore the growth of gambling as a business and how it benefits the government of the Nigerian
government;
3. Account for the impact of technology/digital media on gambling prevalence; 4. Access the regulatory
policies guiding gambling business activities and customer participation in the Nigerian environment; and
5. Promote responsible gambling by suggesting various measures which could be embraced by all
stakeholders associated with the gambling industry.

Research questions
The following listed questions are regarded to be crucial in understanding gambling both as social and
economic activities in the context of Nigerian environment
1. What is the frequency and prevalence of participation in lottery and other gambling related activities in
the context of Nigerian environment is driven by what factors? 2. How has lottery and gaming activities
evolved over time especially with the advent of technology/digital media in the Nigerian environment?
3. What critical impact does digital media and communication strategies used by gambling business outlets
have on gambling business itself, participants’ habits and how are they mediated?
4. How does lottery and gaming activities impact the socioeconomic index in term of government revenue,
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employment opportunity, problem gambling and public attitude? 5. How are various gambling activities
regulated in the Nigerian environment?

Significance of the research
The significance of this research is reflected in the provision of insights on the critical factors precipitating
gambling activities and its prevalence in Nigeria and thus act as frame of reference for gambling business
outlet owners in conducting an “ethical gambling” business activities; encouraging non-compulsive but a
responsible gambling habit for existing and potential gamblers; as well as government and various policy
makers in regulating gambling activities.

Research basis and scope
The present study is the first of its kind to be conducted in the locality of Surulere LGA, Lagos state, and
is conducted based on the agreed consent of all respondents. This exploratory research is modeled on mixed
research pedagogy (QUAN + qual) and makes use of different data type sampled from a population made
up of Premier Lotto outlets and their operators, customers and selected staff Lagos State Lottery Board
(LSLB).

Theoretical construct
The present study adopts theory of planned behavior (TPB) as the theoretical framework so as to gain
sound basis on behavioral features of gambling participants. Theory of planned behavior is a psychological
based theory that has found application in various research studies in rationalizing the behavioral attitude
of an individual towards a targeted cause. As propounded and described by Icek Ajzen, theory of planned
behavior is based on three functional constructs which include:
a. Normative belief and Subjective norm which reflects the perception of an individual on the social
normative pressures that they should/do not engage a particular activity as influenced by the judgement of
significant others such family and friends (Ajmad and Wood, 2009).
b. Control belief which connotes an individual belief about factors that may facilitate/hinder performance
about a behavior as well as the perceived ease or difficulty of performing that particular behavior (Ajzen,
1991; Ajzen, 2002)
c. Behavioral intention (based on the normative belief and subjective norm) which is an antecedent of the
actual observable behavior that manifest as response in a given situation to a given target (Ajzen, 2001)
As gambling attitude of an individual is a behavioral characteristic which is aimed at earning money by
staking same in various games, theory of planned behavior thus finds application in understanding some of
the behavioral parameters precipitating and zealously driving this phenomenon in the context of the
Nigerian environment (Olaore et al., 2020).

Conceptual framework
The conceptual framework acting as guide for this study is presented below
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Figure 1: Research Conceptual Framework

Global gambling activities and the socioeconomic system
Gambling and gaming activities are inseparable from civilization; it has always been part of human ways
of life and to a greater extent, its origin of existence cannot be clarified. Gambling has gone beyond social
and recreational activities to a riskier activity that involve an agreement between two or more parties in
which something of value is staked on an event of uncertain outcomes that are driven by chance
(Blaszczynski et al., 2011). The global gambling market is ever expanding as gambling is practiced in
various formats. Deregulation by government and policy makers as well as broadening customer base
continues to work in the favor of the gambling industry. Thanks to its unprecedented growth, gambling
industry has managed to achieve a strong foothold as a key sector capable of contributing to a nation's
wealth while also “satisfying” the inherent feature of participants to bargain more than they staked. The
“one-sided

justification” given by governments, policy makers as well as gambling and gaming

proponents that gambling industry glaringly contribute to the benefit of society in term of alternative
source of revenue for government in financing various public expenditures does not seemingly align with
the “boisterous cries” of social critics who are quick to point out that gambling nevertheless comes with a
debilitating effect in the socioeconomic system irrespective of whether it is legal or illegal (Wynne and
Shaffer, 2003). However, one general truth is that people have become synonymous with gambling and
hence gaming industry cannot be removed from the civilization― not even when it has been legalized.
Nevertheless, exploring and understanding the socioeconomic impacts of this industry and its various
activities is crucial to making informed decision as to how gambling activities should be conducted in any
socioeconomic system.

Economic impact of gambling
The role of gambling industry in the socioeconomic system cannot be undermined or overstated in an
economic setting. Few of the relevant economic impacts of gambling are discussed as follows
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Impact on Government Revenue
Researchers continue to discuss the various key roles the gambling sector plays in the socioeconomic
system. Amongst the popular subject of discussion is how the gambling sector is impacting government
revenue and hence contributing to economic development. It is an undisputed truth that government exists
for the interest of the people and such are expected to provide the better if not the best public services
(Williams et al., 2012). Hence, like any other industry in the socioeconomic setting, government thus
generates revenue from gambling industry so as to effectively have funds in financing and maintaining
public services (Williams et al., 2011). Researchers have maintained the need of government of any
jurisdiction to provide better public services drives its urge to generate increased revenue and the
gambling sector represents a sector in which resources can be tapped continuously (Williams et al., 2011).
It has also been put forward that not only do government generate revenue from the gambling sector to
finance and maintain public services, such revenue is often times used by government to avoid raising
taxes as well as lowering debt (Williams et al., 2011). Ways through which government generate revenue
from the gambling sector has been explained across literatures. This can vary from direct and indirect
approach (Clotfelter, 2005; Williams et al., 2012). Direct approach used by governments in generating
revenue from gambling industry is when the government itself provide gambling activities and directly
collect the revenue. This approach has been reported to be a higher source of government revenue from
the gambling industry as the respective Canadian provincial government which directly provide gambling
activities have generated massive revenue in contrast with that generated by USA government that
employs indirect approach through taxation of gambling winnings of gambling participants (Williams et
al., 2011).

Impact on Small Businesses
The gambling industry has exhibited both cannibalistic and multiplier effect on small businesses from
other industries. Cannibalistic effect is pronounced when gambling business enterprises due to their
capabilities to offer additional services compete with businesses that primarily offer those services. Such
is the case with gambling businesses (e.g. casinos) which often times in complementary with their
traditional gambling products offer some products/services reminiscent to those offered by businesses in
the entertainment and leading to competition threat to hotels/resorts that are not as large as the gambling
enterprise operating in the same area as the gambling enterprise. In the same vein, researchers focusing on
the positive impact of gambling industry on other businesses from dissimilar industries have also stated
that gambling industry can also exhibit “multiplier effect” just like any other industry (Williams et al.,
2011). What has been described as multiplier effect of gambling industry on other businesses is reflected
in when local businesses like hotels, resorts, restaurants etc. benefit from the patronage overflow of
gambling enterprises like casinos that operates in the same area with them (Lahr et al., 2010). This has
been explained to occur when gambling enterprises like destination casinos that usually draws their
patronage from outside the immediate area and does not offer those services provided by hotel/resorts
businesses, and in the advent that customers requires overnight stays as well as other products offered by
these businesses (hotels, restaurants etc.) in the same geographical area as the gambling business
enterprise (Taylor, 2009; Lahr et al., 2010).
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Impact on Infrastructure value/cost and Property Values
The introduction of gambling enterprises and activities to a new community comes with benefit as the host
community can experience development on various fronts― increased social wealth, presence of new
buildings (e.g. casinos) ― which draws multitude of people to the host community. As such, this can lead
to massive development in public infrastructures and hence cause the birth of complementary new
businesses such as hotels and restaurants which might want to take advantage of increased patronage in the
host area and hence increasing the economic activities in the area (Williams et al., 2011). It has been
pointed out that introduction of gambling to an area increases the infrastructure cost for government as
investors can only bear the cost of setting up their investments but not the public infrastructures (of which
their businesses will also benefit from) that are generic to the host community in which they are setting up
their base of operation. It has also been argued that despite that the introduction of new gambling enterprise
as financed by various investors and business owners can potentially increase the infrastructure value and
wealth of a host community, it can come with negative developments as new gambling enterprises can
burden government purse and draw individuals with questionable profiles to a peaceful community, as well
as giving rise to issues that might have to do with parking lot and space among others (Williams et al.,
2011).

Social impact of gambling
As much as gambling industry impact the economy in varying ways, the corresponding social impacts have
also been discussed in literatures. Few of these are discussed as follows

Employment, Personal Income and Socioeconomic Inequality
Every industry creates employment opportunities albeit in different magnitude. The gambling industry
generates employment opportunities which has been observed to cluster towards low-skilled and low wage
working class of employees (Marshall, 2001; Williams et al.,

2011). The impact of gambling on

employment can vary depending on the type of gambling business activity. For instance, gambling activity
such as horse track racing is said to have positive impact on employment and support other economic
activity as horse track racing not only employ people in racing sector but also encourage and support
breeders who raise horses and farmers who grow feed (Brinkmann and Weersink, 2004). Corresponding
counterargument has been given in term of less-labor intensive and automated form of gambling such as
electronic gaming machines (EGM) which largely displace revenue from other economic sectors as well as
having the potential to decrease overall employment level (Pinge, 2008). In the same vein, the impact of
employment generated by gambling industry on overall employment is said to be negative than neutral if
such new job opportunities created by gambling business displace better paid positions in other industries
(Williams et al., 2011). Furthermore, it has been overtly stated that gambling is economically regressive
due to socioeconomic inequality observed in income level of participants and corresponding gambling
expenditures as poorer people are found to contribute disproportionately more to gambling revenue than
people higher income socioeconomic class of people.

Crime and Problem Gambling
In today’s civilization, gambling is no longer a crime provided that it is legally conducted. However, it is
important to note that the legalization of gambling should not be taken as gambling incapability of
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contributing to crime as a legal entity (Smith and Wynne, 1999). In other words, illegal activities due to
gambling cannot be said to have gone into extinct with the legalization of gambling. Hence, the impact of
gambling on crime remains a cause of concern as illegal activities such as money laundering, fraud,
passing counterfeit money, theft etc. can be accompanied with gambling (Barth and Stitt, 2007). It has
been explained that gambling can have dire social consequences especially in the case of increasing
number problem gamblers of which sizeable percentage would not mind committing crime such as theft
to support their gambling. Thus, problem gambling is ever a matter of discussion in literatures. Problem
gambling has no true definition although different experts have used terms such as “compulsive” or
“pathological” to describe an observable feature in gambling participants who demonstrate impaired
control over participation in gambling activities and continues to spend excessively in gambling activities/
seeking bailout of gambling problems amongst other gambling adverse sign associated with excessive
gambling (Blaszczynski et al., 2011). Social cost of problem gambling is the most discussed aspect of
problem gambling as issues such as mental health problems, suicide, bankruptcy, relationship damage as
well as intergenerational modelling of excessive gambling have been discussed (Blaszczynski et al., 2011).

Public Attitude
Even though gambling is as old as human civilization, opinions are divided about its role and value in the
socioeconomic system. Gambling which is perceived as entertainment/leisure activity and valuable to the
growth of the socioeconomic system is regarded as being detrimental to same by other socioeconomic
class of people. For instance, an explanation has been given to this based from the contrasting perspectives
of the large segment of the population around the world who are overtly focused on social effect and that
of government/gambling business owners who are inclined to the economic benefit gambling could bring
to the society. In this context, public opinions and attitudes that are clustered towards great concern for
social consequences of gambling regard it to have a reduction in quality of life as heavy involvement in
gambling are associated with poor mental health state, lower satisfaction with life when participants lose
their money over time (Shaw et al., 2007). In contrast to the stance maintained by socialistic individuals,
capitally-inclined individuals viewed gambling as a phenomenon which encourage

risk taking,

individualism and entrepreneurship mindset which is fundamental to the buoyancy of economy as well as
promoting culture and improving the standard of living in impoverished area and hence leading to the
wellbeing of the society (Shaw et al., 2007; Williams et al., 2011).

Nigerian lottery gambling and gaming industry
The Nigerian environment continues to draw interests both from the indigenous and the foreign investors
that are venturing into different sectors in the socioeconomic system of the country. Amongst the
ever-evolving economic sectors of the country is the gambling sector in which different gambling and
gaming enterprises continues to carve out their niche. Various gambling products such as lotto and pokers,
exist and in continuum are consumed in the Nigerian environment. Premier lotto (Baba Ijebu) is one of the
earliest and most popular gambling products among Nigerians. This game of chance activity is composed
of about twenty-four different types of lotto games and is usually played all round the year across the
federation. As a game of chance, premier lotto bet is analogous to some of the lottery games played outside
Nigeria but quite differs in its mode of play as the game is based on the prediction of five (5) winning
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numbers in each type of game upon which winnings are based and participants hence wager their money.
Premier lotto game play is facilitated in Nigeria by various licensed lotto terminal kiosks where participants
pick up various “winning numbers” that are based on prior forecasting (Ifeduba et al., 2020). The game can
also be played on mobile phones by dialing specific USSD code or through the premier lotto website.
Depending on the type of game played, participants get shot at winning when series of their picked lottery
number drops after a particular game play. Mode and magnitude of winnings differ in this gaming activities
as there are several variants of the game that participants can engage in.

Trends and emerging opportunities in the Nigerian gambling industry
From the industry-wide business perspective, the Nigerian gambling industry is thriving and continues to
be on the rise just like any other gambling industry across the globe. Various factors contributing to the
success of Nigerian gambling industry are discussed as follows:

Expanding Customer Base
The market size of the Nigerian gambling and gaming sector is large as various forms of gambling products
are widely consumed. Better still for the industry, the ever-increasing population (dominated middleclass
families and youths) of the country as well as influx of digital age technology continues to arguably
continue work in the favor of the gambling sector amongst all other sectors 1. For instance, starting at the
beginning of the 21st century, gambling has taken a new course in the country thanks to the increasing
popularity of sport games betting that is quite seen in today’s Nigerian environment as a form of reward for
diehard fans of various football clubs. Also, it is understood from one exploratory analysis of the Nigerian
gambling industry, that the recent economic recession which left a lot of youths unemployed and
underemployed has managed to work in the favor of the gambling sector as the number of participants
grows (so as to gain additional income) as such precipitated opportunities for the gambling sector to
capitalize on with provision various gambling products1.

The Influx of Technology and Foreign Entrants
As observed in the global gambling industry, digital-age technology is contributing to the growth of
Nigerian gambling industry as participation in online sport games and virtual games are becoming more
prevalent than ever. This issue has culminated in the stable presence of indigenous firms like Bet9ja,
Surebet247, as well as new entrants such as Kingbets entering the fray so as to facilitate increased avenue
through which Nigerians can participate in sport betting teams pertaining to local and foreign leagues1. As
virtual games and gaming activities that have gambling theme are becoming popular among Nigerian
youths, foreign gaming companies have been reportedly to partner with Nigerian indigenous gaming
companies so as to provide games with could be marketed responsibly to the youthful population 1.
Moreover, with the success of integrated casino games that have been seen across the globe, it has also been
found out that efforts are being made by the government and investors alike so as to take casino games from
its infancy stage to maturity stage in Nigeria. This will more than have a boosting effect in the industry as
it has been envisaged to take advantage of the high exposure of Nigerian to digital media while also
drawing more tourists in to the country.
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Gambling participation and prevalence- relevance of theory of planned behavior
Gambling is a risk-taking activity driven by the zeal of participants to win more than they staked in which
the event outcome is highly uncertain. Gambling is a behavioral attitude that manifest in participants
which become perceived as norm over time. Social scientists have explored this behavioral attitude of
gambling participants and they have likened it to same phenomenon that are pronounced in individuals
that have shown haplessness to products such as alcohol and drugs (Olaore et al., 2020). One of the
theories that have been used in understanding and explaining this phenomenon is theory of planned
behavior (TPB) that draws influence from theory of reasoned action (TRA). Theory of planned behavior
as proposed by Icek Ajzen is used in predicting an individual intention to engage in a behavior at a specific
time and place. It strives much in explaining all behavioral attributes which people have the ability to exert
self-control. For instance, to gamble at a particular place and time is a behavioral attribute that participants
exclusively have control over. At the heart of TPB model is intention as behavioral intentions are
influenced by the attitude about the chance that the behavior will have the expected outcome and the
subjective evaluation of the risk and benefits of that outcome (Ajzen, 2002). TPB model has been of
diverse application across concepts that has to do with health and hence influenced by behaviors such as
smoking, drinking, substance use. It has also found application in gambling research studies of this kind
ion understanding behavioral patterns precipitating and zealously driving this gambling participation and
prevalence in the Nigerian environment.

Responsible gambling
As concerns are growing about problem gambling and the net impact on social aspect of life, the term
“responsible gambling” has been juxtaposed with “excessive gambling” so as to come up with a
framework which strives to protect the interests of gambling products consumer, minimize and reduce the
harm of excessive gambling activities. The term “Responsible Gambling” reportedly originated from
industry-based voluntary codes of conduct that arose partly in response to community unyielding concerns
and pressures on the negative social and personal repercussion of gambling activities. In Nigeria,
gambling has always been viewed as an antisocial activity due to public view and admonition about the
quest for quick wealth (Aguocha and George, 2020). However, towards the beginning of the 21st century,
the Nigerian government legalized gambling as a social activity under the criminal code act (Ch. 22 Sec.
236) with an imposed minimum statutory age limit for legal gambling being set at 18 years old across the
federation, and various bodies such as Nigerian lottery regulatory commission (NLRC) and the Lagos
State Lottery Board (LSLB) regulates lottery across the federation. Blaszczynski and colleagues stated
that the main goal of responsible gambling is to prevent gambling-related problems through the use of
various policies that regulate gambling activities as well as adherence to same by all other stakeholders
(Blaszczynski et al., 2011). The identified key stakeholders that are crucial to attainment of responsible
gambling include communities, gambling industry and government (Blaszczynski et al., 2011).

Appraisal of literature
Over the years, researchers have explored gambling from various perspective ranging from health,
economic, social, as well as an industry-wide business offering among others. In so doing, different
research publications have been put forward to explain the evolution of gambling across civilization and
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how it has fits itself into various aspect of human life. Despite the glaring truth that gambling involves
money and high risk, its prevalence is more than interesting as Cohen (2015) reported that the global
gambling revenue in year 2014 alone was US$423 billion of which land-based casino account for 35%
while online gambling contributed 9% (Gainsburry,

2012). The growth of gambling industry and

participation prevalence has been ascribed to various socioeconomic indices including but not limited to
poor economy, poverty rate, under or unemployment, cultural way of life to mention a few (Ahaibwe et
al., 2016). For instance, the Nigerian National Bureau of Statistics (NBS) published that despite the large
economy of the

country, poverty rate is still high as 40% Nigerians live below $1 per day and

unemployment rate which stood at 16.1% is expected to rise to 33.5% Error! Bookmark not defined.. In
understanding this claim that poverty rate and underemployment/unemployment contributes to the
prevalence of gambling, the Nigerian National Lottery Regulation Commission explained in a survey
report that Nigerian youth (77% which constantly patronize betting outlets) perceived betting game as a
solution to unemployment and underemployment (Olaore et al., 2020).
Technology has been reported to accentuate growth of gambling industry as it has given rise to various
trends that contribute to gambling new market opportunities such as video lottery terminal (VLT),
advanced slot, online sport betting/virtual games ―all of which have taken gambling to new heights
(Griffith, 1999). The researcher pointed out that courtesy of the advent of internet, online gambling is
becoming more popular than ever among participants as it offers improved accessibility, affordability,
anonymity and simulation opportunity (Griffith, 2003; Gainsburry et al., 2015). Business wise, and
through other consulted literatures it is understood that through digital media, gambling business
enterprises have been able to effectively engage audience of different kind and thus market gambling
products to them (Hing et al., 2013; Hing et al., 2014). Other researchers pointed out that gambling
industry are now incorporating gaming themes into gambling products so as to engage younger audience
(Bramley and Gainsburry, 2014; Gainsburry et al., 2015). Griffith and Parke (2002) explained that it also
come with

debilitating effect on participants as it can enable them to gamble compulsively;

online-gambling and betting websites permits all round the clock gambling activities and does not control
responsible gambling as far as there is money available to wager even with great loss certainty for the
participant.
The lottery and gambling industry along with the various activities has been explained to be a boon and a
bane to the socioeconomic system in term of creation of job opportunities, generation of tax revenue along
with the corresponding social cost that arise from problem gambling and its indices (Ahaibwe et al.,
2016;). According to consulted literatures, gambling sector “swells” the government purse in both the
developed and developing nations. For instance, in the United States economy, gambling revenue grew
from $10.4 Billion to $54.3 billion between 1982—1988 while while New Zealand experienced a massive
increase from $15.5 million to $1.5 Billion between 1982—2001 (Wynne and Shaffer, 2003). In other
consulted publications detailing the position of gambling in the Lagos State economy, it is reported that
gambling sector contributed about 700 million naira to the total revenue generated by the Lagos state
government between 2002—2016 (Maikori, 2014; Lagos state Lottery Board, 2017). A group of Nigerian
researchers led by Olaore reported that the Nigerian government projected $5.7 million tax revenue to be
generated annually from gambling industry in 2014 only to end up rising up to $8.6 million in 2019
(Olaore et al., 2020). All of these fiscal statistics support the fact that the gambling industry represents a
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significant source of revenue for government.
However, the social cost is another cause of concern as a group of Nigerian researchers reported based on
a study that involved high school students that despite the fact that gambling is regulated in Nigeria,
underage gambling is prevalent in the Nigerian environment as 52.7% of school-age children claimed to
have gambled at least once in their life time while 77.6% claimed to have gambled in the past year
(Aguocha et al., 2018). The various social downside of gambling activities has also been documented
across literatures. This has been explained in term of social cost assessed problem gambling indices such
as bankruptcy, relationship damage, severe gambling problem, domestic violent, theft and fraud that
continue to manifest in gamblers (Williams et al., 2011).

Research gap
Based on the consulted literatures and reviewed publications in which gambling activities and participation
has been explored in the context of Nigerian environment, significant focus has not been given to gambling
activities such as lottery games (Baba Ijebu) which is becoming more prevalent than ever as it offers
all-round the year gambling activities to Nigerian participants. Also, communication strategies used by
these gambling enterprises as well as the concept of responsible gambling and the efficiency of gambling
regulatory policies in the Nigerian environment represents another gap in the literatures that focus on
gambling in the Nigerian environment. All of these have thus become the subject of interest to be explored
in the current study

Methodology
The study was conducted in the locality of Surulere LGA, Lagos state metropolis, Nigeria. It is the first
mixed exploratory research of its kind to be conducted in this chosen locality. With a landscape area of
23km2(9 sq. mi), Surulere has always been known for its stacked and dense population (503,975
inhabitants were recorded as per 2006 national census) as well as commercial activities and shares border
with metropolitan cities of Yaba, Mushin and Ebutte metta in Lagos state. The local government area acts
as home to notable public and private infrastructural facilities including the National Art Theatre, Lagos
state National stadium, as well as other recognized corporate organizations such as Nigerian Internet
Registration Association and the Nigerian Breweries company. Hence, commercial activities are usually
non-stop all year round in this study area. These characteristics coupled with host of other factors thus
makes Surulere LGA an ideal study location for the present research as gambling business activities and
participation intended to be studied are well pronounced in this area.
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Research philosophy and approach
Gambling participation and behavior are subjective characteristics that varies across individuals. In order
to understand this better and account for the prevalence in the study area,an interpretivism research
philosophy which enables human element to be included in the study was adopted and a deductive research
approach was followed. A survey study strategy and mixed research archetype which enabled the
collection and use of both quantitative data and qualitative data were chosen as the research methodology
for present study which also followed a cross-sectional study plan due to the time constraint.

Research population and sample
The research population is made up of Premier Lotto Ltd. Staff, experienced employees, gambling
business owners as well as Gambling participants and premier lotto business guests who falls under the
legal (as per the Nigerian lottery law) age of gambling participation. It is from this population that the
samples were drawn.

Data collection
A survey strategy and mixed (QUAN+QUAL) research method (sequential explanatory) were employed
for the collection of the respective research data types relative to the focus of this study. Both quantitative
and qualitative research data collection questionnaires were developed, refined and validated. In the
quantitative cross-sectional survey study, a 20 items structured questionnaire based on 5 Likert scale were
administered to 160 respondents that were randomly sampled from a population made up of gambling
participants and gambling business guests in various premier lotto game outlets. 145 questionnaires were
successfully filled and collected over a 3-days of field study in Surulere and the response rate was 90.6%.
At the end of the cross-sectional quantitative survey study, the data collected from respondents were
assessed for correct filling and 126 questionnaires were validated for correct filling meaning that the
overall valid response rate was 78.75%. The validated data was retained for analysis
To achieve study robustness, a follow-up qualitative study was conducted on another sample population
made up of gambling business owners, premier lotto administrative staffs and experienced employees. In
this regard, using a 4 items semi-structured questions, in-depth interviews were conducted on air using
mobile phone calls. Ten (10) respondents were sampled using purposive and snowballing sampling
technique and four in-depth interviews were successfully conducted. The response rate was 40% and
interviews averaged 13. 31 minutes. Each of the interviews focusing on the impact of technology on
gambling business, and the socioeconomic impacts of gambling businesses in the Nigerian environment
were audiotaped and notes were also taken during each of the respective in-depth interviews so as to
achieve and enhance data quality. The audiotaped response was transcribed into text, updated with the
notes taken amid the interviews and the data were retained for analysis.

Data analysis
Both quantitative and qualitative data analysis technique were employed for this study so as to unravel the
salient facts that are pertinent and support the quests of the present mixed method exploratory research

Quantitative Data Analysis
An inductive approach was followed for the analysis of quantitative data. In this context, Binary Logistic
Model was formulated so as to test the impact of multiple socioeconomic independent variables on the
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outcome of the dichotomous dependent variable. Therefore,analysis of the socioeconomic factors (age,
gender, education level, employment status, income level and marital status of respondents) influencing
gambling participation and prevalence with binary logistic model tool represents the core predictive
(inferential) analysis in this study as the formulated binary logistic model tool enables the assessment of
the said predictor/independent variables (socioeconomic factors) on the dependent variable (gambling
participation) that has dichotomous outcome assuming the binary value of 0 and 1.

Qualitative Data Analysis
The transcribed texts were analyzed using thematic content deduction approach which enables the
identification and writing of key themes which support the quantitative research findings and as a result
enabling sound and robust decision making, suggestion and conclusion as per the focus of the study
studied.

Research validity, reliability and ethical considerations
Both reliability and validity measures were employed to achieve robust research measurements and ethical
measures were employed wherever applicable throughout the course of the research. Reliability measures
were employed in course of the research field study. In this regard, the quantitative survey instrument
questions used in the collection of data intended were adapted from various sources, weighed and refined
into internally consistent likert scale questions used in measuring the respondent’s opinions over wide
range of variables. Content validity measure which takes into account the extent to which the research
method covers all aspect of gambling behavior and participation prevalence and the socioeconomic
impacts was employed in ensuring research focus consistence. All respondents who participated in this
study were aware about the study’s intent and the usage of the resultant data collected. Hence, respondents
consented to provision of their weighed thoughts and opinions as well as provision of supplementary data
based on agreed term that in no way should their respective views, opinions/perceptions as well as all other
data made available be misrepresented or used to victimized them in the research findings report which
aims to support and promote responsible business-wise gambling activities and participation. Also, no
financial compensation was provided to all respondents for sacrificing their time and resources to the cause
of the study. Summarily, in no way was the ethic associated with this research got compromised.

Limitations
The conducted research is not without its own limitations which are reflected in the limited study capacity
area covered (1 LGA out of the 776 in Nigeria) which might not be the used to a greater extent as
representation of participants’ gambling behavior and habits in the whole 776 LGAs across the 36 states of
Nigeria
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Results and Discussion

Survey data summary
Lorem ipsum dolor sit amet, consectetuer adipiscing elit, sed diam nonummy nibh euismod tincidunt ut
laoreet dolore magna aliquam erat volutpat. Ut wisi enim ad minim veniamIn the conducted field study, 160
questionnaires were administered to respondents and 126 were successfully filled and collected (response
rate 78.75%). Male and female account for 74.6 and 25.4 percent of total respondents respectively; 61.1
percent are married while 38.9, quis nostrud exerci tation ullamcorper suscipit lobortis nisl ut aliquip ex ea
commodo consequat. Duis autem vel eum iriure dolor in hendrerit in vulputate velit esse molestie
consequat, vel illum dolore eu feugiat nulla facilisis at vero eros et percent are single. In term of age
distribution, younger people aged 18 to 25 accounted for 42.1 percent while people aged 25 and above
accounted for 57.9 percent. Respondents with higher level of education totaling 74.2 percent participated
more in the study than those with low level of education who are responsible for 25.4 percent, while those
that are professionally engaged or into a particular business polled 81.7 percent and those who are
unemployed constituted 18.3

percent of all respondents. In Nigeria, the minimum wage income

30,000NGN and those that are earning within this range constituted 52.9 percent while those that are
earning above this range on a monthly basis represent 42.1 percent of all respondents. Summarily, out of
the 126 respondents surveyed, 95 representing 75.4 percent claimed to have participate in gambling and
gaming activities in the past year (Table 1).

Socio-econometric analysis result
Socio-econometric analysis using binary logistic regression model was carried out so as significantly
account for the socioeconomic factors (independent variables) which influence gambling participation and
hence prevalence in the area of study. Table 2 below is a summary of the socioeconomic variables’
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definition used in the dichotomous probabilistic model predictive analysis
Table 2: Binary Logistic Model Variable coding and definition

The result of conducted binary logistic model analysis as a way of ascertaining the effect seven predictors
(from Table 2) on the likelihood that respondents participate in gambling and gaming activities revealed
that the model was statistically significant, X2(7) = 35.792, p˂0.05 (Table 3). The model explained 36.8
percent (Nagelkerke R2) of the variance in gambling participation and correctly classified 84.9 percent of
cases. Accounting for the good fit of this model, the Hosmer & Lemeshow test the null hypothesis and
revealed that the model fits (X2(7) = 7.824, p>0.05) perfectly with the observed group membership (Table
3).
Table 3: Socio-econometric Analysis and Model summary Result

From Table 3, it is observed that four of the seven predictors contributed significantly to the model while
three were statistically not significant. This include education level (p=0.011), age category (p=0.006),
marital status (0.027) and income level (0.004) (See Table 3). Although, predictors such as gender does not
contribute to the statistical significance of the model, it is observed (based on the “Yes category” coding)
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from the model result that male (Exp(B)=1.620) are likely to participate in gambling and gaming activities
than their female counterpart. This finding correlate with those made by other researchers in similar
African environment as established in the reviewed literatures (Ahaibwe et al., 2016; Olaore et al., 2020).
Also, those that have low level of education (Exp(B)=8.344) are more likely to engage in gambling and
gaming activities than those with advanced level of education. Professional status has nothing to do with
whether a participant gambles or not, although the model confirmed and supported the fact that those
earning and surviving on lower income (Exp(B)= 9.521) are more likely to gamble than those on higher
paycheck as established in research studies of Williams et al (2011) and Ahaibwe et al (2016). This is quite
true as gambling provides an alternative quick source of

money for any lucky participant. Also,

participants who have shorter proximity to gambling outlet and stand post unit are more likely to gamble
than those whose residential areas are well distanced from gambling outlet.

Gambling proliferation
To account for the proliferation and prevalence in gambling participation in the study setting, respondents
were asked whether they have participated in gambling and gaming activities in the past one year and 95
(representing 75.4 percent) of the total 126 respondents surveyed said “YES” to have participated in
gambling and gaming within this period. The characteristics and response pattern of these 95 respondents
were examined and weighed using descriptive statistic. The survey study revealed that males gambled
more than their female counterpart as 73.7% (representing 70 respondents of the actual of 95 respondents
that said “Yes”). This is not a surprise as it is quite uncommon to see women gambling openly in the
Nigerian environment that is highly driven by subjective norm of others in the society. It is important to
clarify that it is not anomalous to see women gambling in the Nigeria, but the likelihood is higher in male
counterparts. This discovery is in correspondence and agreed with the thought established in the literature
review that women (especially those of African origin) are less likely to gamble openly the way would do
in the society (Nwigwe et al., 2012; Ahaibwe et al., 2016). In term of the age category, people aged 25 and
above (68.4%) gambled more in premier lotto games than younger people (31.6%) aged under the 25 years
as premier lotto games (Baba Ijebu) is one of earliest and most popular gambling products consumed
among adults in the selected Surulere municipality, Lagos state metropolis. Also, the study revealed that
the singles (45.3%) gambled more those that are married (45.3%).
Respondents having higher educational level attainment gambled more those with lower level of education
as 64.8% of the respondents claimed to hold a minimum first degree while 31.6% are basic/secondary
school certificate holders. It is also unraveled that respondents that have stable source of income (81.1%)
gambled more than those that are without job (18.9%). When these respondents were asked to state reason
for participating in gambling and gaming activities, they cited the need for extra funds to cater for their
needs as the major motivating factor. Their opinion tallied with similar response given by respondents in
the Ugandan gambling participation study conducted by Ahaibwe and Colleagues (2016). Examination of
the monthly income of the respondents in the present study revealed that 62.1% of these respondents
(despite their higher education qualification) were earning below or exactly the 30,000NGN Nigerian
minimum wage for a civil servant while only 37.9% were earning above the 30,000NGN.
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Socioeconomic effect of gambling participation and prevalence
Lorem ipsum dolor sit amet, consectetuer adipiscing elit, sed diam nonummy nibh euismod tincidunt ut
laoreet dolore magna aliquam erat volutpat. Ut wisi enim ad minim veniam, quis nostrud exerci tation
ullamcorper suscipit lobortis nisl ut aliquip ex ea commodo consequat. Duis autem vel eum iriure dolor in
hendrerit in vulputate velit esse molestie coGambling participation and prevalence is of both social and
economic consequences in any society. The social consequences are pronounced in phenomenon such as
ascribed with problem gambling that can be pronounced in compulsive participants and which in turn
impact their lives. The economic consequences are pronounced in those wide arrays of the benefits
established in the literature review. To understand this better, the socio-economic impact of gambling was
explored in the study by assessing the social impact from the perspective of participants’ response pattern
in the quantitative study and the economic impact from the perspective from the thoughtful opinions given
by gambling business owners and employees in the conducted qualitative in-depth interviews.nsequat, vel
illum dolore eu feugiat nulla facilisis at vero eros et accumsan et iusto odio dignissim qui blandit praesent
luptatum zzril delenit augue duis dolore te feugait nulla facilisi.
Lorem ipsum dolor sit amet, cons ectetuer adipiscing elit, sed diam nonummy nibh euismod tincidunt ut
laoreet dolore magna aliquam erat volutpat. Ut wisi enim ad minim veniam, quis nostrud exerci tation
ullamcorper suscipit lobortis nisl ut

Gambling in the Nigerian Economy
The gambling industry contributes to the economic buoyancy and based on the findings made in the
present study, its relevance in the Nigerian economy and the society at large cannot be overemphasized
despite the vehement religious stance and social critics on the position of gambling in a typical Nigerian
environment. In the particular surveyed area of Surulere LGA, it is highly common to see gambling
business outlets such as premier lotto kiosks and other gambling stand posts in multitude across different
streets. This is also popular feature seen in other Nigerian municipalities as gambling more than any other
business units enables quick cash out for participants and enables them to have extra cash to sort financial
obligations. Hence, the in depth interview conducted with gambling business owners and experienced
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employees revealed insightful themes which backed the importance and contribution of the gambling
industry to the Nigerian economy.
With the high rate of poverty in Nigeria (per capita, majority of citizens are living below $1 per day) and
the level of pressure the industry continues to receive from social critics fresh in the mind, gambling
business owners and employees interviewed were asked about the position of the industry in Nigeria and
how it has able achieve balance between contrasting views of social and economic critics. The respondents
were equivocal about the position of gambling and a repeating key themes which captures gambling setting
as (1) a viable low business investment with high economic return in Nigeria; and (2) an industry that
support and sustains people in the Nigerian economy that is one of the largest in the world. An experienced
staff of Premier Lotto Ltd offered some insightful opinions that shed light on how the industry contribute
more to the improved economic standard despite the challenges faced from the social critic. As quoted
according she said:
“It has been quite challenging to balance the contrasting opinions as the gambling business market
depends greatly on massive numbers of participants to thrive but the industry has done its best to impact
life by offering alternative source of revenue in this Nigerian economy where you are almost hopeless
due to high poverty rate and unemployment”
-Premier Lotto Admin. Staff with 14 years of experience
A premier lotto sales manager focusing more on the industry-wide position of the gambling industry in
the Nigerian economy was quoted saying:
“We are helping people as an industry by providing an avenue to invest minimum capital which
appreciates within a short time for them in an environment where buying stocks from big companies can
be risky and challenging over time”
-Premier Lotto Sales Manager with 8 years of experience
Reflecting on how the industry support the economy with job opportunities for the unengaged youth, an
administrative manager of Premier Lotto shared that:
“The Nigerian population is not an aging population but a relatively young one in which you can see
energetic youth striving to be successful through all available means but it is quite unfortunate despite
their readiness to work, they are not well engaged due to the lapses on the
government side. The industry has done its best to ensure that they are engaged”.
-Premier Lotto Admin Manager with 9 years of experience
The findings made in the qualitative study established the contributions of the industry to the economy.
However, it was explained in a literature that gambling could be “economically regressive” in nature due
socioeconomic inequality in which poorer people on low income contributes massively to gambling
revenue (Williams et al., 2011). This phenomenon was investigated using the gambling expenditure and
income level of participants in the quantitative study. It was found out that 73.7% of the respondents
earning below the minimum wage gambled as much as much as 500NGN and above per day which is an
indication of the fact that poor people indeed contribute disproportionately more to gambling revenue than
higher income earning socioeconomic class of people. This finding correlate with the regressive nature of
gambling established in reviewed literatures and as such the possibility of gambling being economically
regressive in the study area and hence the Nigerian economy is not ruled out in this study.
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4.4.2. Problem Gambling Assessment
Respondents in the quantitative study were assessed for the risk of problem gambling using the developed
survey instrument which draws its problem gambling assessment risk criteria strength from the Canadian
problem gambling severity index (GSI) (see appendix 1). Based on 5 likert scale questions, gambling
participants answered questions including frequency of participation, resorting to gambling to solve
financial problems, borrowing or selling properties so as to participate in gambling, sense of remorse and
anger in the aftermath of gambling participation, trying hard to recover losses, people complaining about
their excessive gambling among host of other survey questions relating to their gambling habit and
behavior. The close ended responses were ranked and classified. Using the GSI score card that classifies
(based on 10 points) problem gambling risk into zero, low, moderate and higher risk, it was found that of
the 95 respondents that have participated in gambling in the past 12 months, 31% were at higher risk of
problem gambling as they scored above 7 GSI score, 57% scored around 3 to 7 GSI point and as such were
classified to be at moderate risk of problem gambling while 12% were at low risk of problem gambling as
they scored below 3 points on GSI score card.

Responsible Gambling
This study shares the belief that gambling participation should be done responsibly. Hence the study
explored the gambling history of gambling participants. The quantitative survey response pattern revealed
that 81.9% have participated in gambling and gaming activities at least on two different occasions when
they were younger. Although they did not say which age, but it is possible that they did so outside the
tolerable gambling age of 18 stipulated by the Nigerian government. This assumption quite solid as some
other groups of Nigerian researchers in the past have confirmed the proliferation of underage gambling in
Nigeria (Nwigwe, et al., 2012; Aguocha et al., 2018). Customer support is important in any business and
the level of customer support received by gambling participants from gambling businesses and their
operators is believed in this study to contribute to responsible gambling. Hence, respondents in the
quantitative study were asked whether they receive responsible gambling support initiatives such as
gambling terms and conditions from gambling operators whenever they want to participate or being
cautioned and stopped from gambling whenever it is becoming excessive. 95.1% of respondents claimed
to receive such general terms and conditions but only 13.7% claimed to have been stopped from further
gambling after incurring massive loss when gambling, while 86.3% of the respondents said in no way have
they been stopped from gambling further after incurring great loss. It is however important to state clearly
without being bias that 64.9% of the respondents claimed that gambling support and conditions given by
operators to some extent does not determine the way they gamble.
In the follow up qualitative study, gambling business owners were asked how well they are contributing to
responsible gambling. Response patterns in the interviews revealed that they are doing their possible not
only to ensure responsible gambling participation but also to look responsible as individual business
enterprises and collectively as an industry. This is reflected in various opinions of the respondents that
were interviewed. A front desk officer working at Premier Lotto was quoted accordingly:
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“We are not just operating the business the way it shouldn’t be because there are regulatory bodies we
report to and we only allow those that meets the legal age requirement of 18 as per the Nigerian
environment to gamble”
-Premier Lotto Front Desk Officer with 7 Years of Experience
A zonal sales manager at premier lotto with having 8 years of experienced was concisely quoted that:
“To what extent participants are responsible when gambling in term of frequency is quite out of our
hands as they do so at their own discretion. What we do is just ensure that the legal stipulations which
says that in no way should an underage be allowed to gamble, always hold at all times”
-Premier Lotto Zonal Sales Manager with 8 years of experience
This response pattern shows that the statutory regulations which allows only people aged 18 and above to
only gamble in Nigeria remains the major approach to responsible gambling. Respondents in the
qualitative study were asked whether there is a tolerable gambling frequency level permitted. Convincing
responses were received as far as premier lotto games (Baba Ijebu) is concerned which only offers the
chance to gamble for certain period during the day for participants and hence reducing all round the clock
gambling. It is important to state that this is not applicable to other form of gambling in Nigeria such as
online sport betting and virtual games which are also popularly played.

Gambling business strategies and technology
Technology especially digital media has been of greatest use and application in the business of today as
business organizations are now using innovation and technological tools to transform and enhance their
business operations. Online form of gambling is becoming more popular in the Nigerian environment and
gambling business juggernauts in the country such as the premier lotto have taken their games into the
virtual space. Even more so, Digital media is one the most widely employed technological development
in the current knowledge driven business arena as it enables any business organization to create and share
some of their business offerings in real-time and dynamic format. With this in mind, both quantitative and
qualitative studies were conducted to account for the impact of technology and one of its examples (the
digital media) on gambling participants and the gambling business operational performance at large.
In the quantitative study, 65.3% of the total respondents who have participated in gambling activities in
the past 12 months claimed to have considered having a personal gambling business account of their own
citing convenience and sense of anonymity as the driving factors. Some (23.7%) claimed not to have
considered having a personal gambling account but nevertheless said that they prefer the online gambling
format than the traditional gambling approach in a stand post unit while 11% were indifferent about these
initiatives. It is also found in the study that digital media and platforms have become the novel channel of
advertisement for gambling businesses to reach their target customers as 81.7% respondents claimed to
have come across promotional ads online, when watching programs on televisions as well as receiving on
different occasions short code messages which prompt them to gamble on their mobile phones. Some
(42.1%) of the 95 respondents claimed to have been convinced to gamble upon seeing such advertisements
or receiving short codes even when they did not have the intention. This statistic also backed the the
“stimulating effect” of advertising strategy on consumer cognitive behavior described in the reviewed
literature (Griffith, 2002; Gainsburry et al., 2012)
The follow-up qualitative study conducted enabled a deep understanding of how Nigerian gambling
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businesses and the industry at large are leveraging on technology and digital media to develop their
products and marketing strategies so as to have a stimulating effect on the gambling participants. It is
understood from the in-depth interview that technology has really shaped the industry for the better and
social media platforms and user communities have

become the major areas in which gambling

advertisement and communication strategies are tailored to. These findings are reflected in the quoted
response of the respondents as follows
“Online platforms have been really helpful for the business especially in catering for the elites who in
the past couldn’t partake in the game due to public opinions about seeing them in a stand post but can
now switch to online format even from their comfort zone”
-Premier Lotto Admin Staff with 14 years of Experience
“Unlike back in the days, technology has helped us a lot from various perspectives such as enabling an
easier disbursement of winnings through online remittance platforms which in turn improves customer’s
confidence in us”
Premier Lotto Admin Manager with 9 years of Experience
“Digital technologies have been of good use in the industry and it has changed our approach to product
development and advertisement. Thanks to digital technologies, our customers can now maintain an
account with us and making it easier to advertise unique products to specific customer group”
-Premier Lotto Zonal Sales Manager with 8 years of Experience

Conclusions
Gambling prevalence in the selected locality also arise from some of the socioeconomic challenges that are
synonymous to other Nigerian environment as factors such as low income level of majority of citizens, low
level of education, broadening youthful population as well as nearness and ease of access to gambling
outlet were all found to be of significant (p˂0.05) contribution to gambling participation and prevalence in
the study area. This observation enables the present study to establish that people who are low income
earners, have low educational attainment and have greater proximity to gambling products and outlets are
at greater chance of being gamblers than those who are high income earners and are well informed in life.
The probability of males to gamble is more likely than females due to the subjective norms in the Nigerian
environment in which gambling is seen as social vices and on average seeing female counterpart
participating in the games is highly regarded as unethical. The possibility of female counterpart doing so
through online platforms which enables their identity to be protected was not rule out in the present study
as it is found out that in the quantitative study that 65.3% of the total 95 respondents including males and
females who have participated in gambling activities in the past 12 months claimed to have considered
having a personal online gambling business account of their own due to its convenience and the advantage
of protecting their identity from the public eyes. Qualitative study findings shed more light to this as the
staff of Premier Lotto Ltd interviewed confirmed that they have been able to cater for the gambling needs
of the “elites” more than the way it is done in the past courtesy of online platforms. This also means that
technologies have helped the business in actually catering for the gambling needs of the elites and
improves customers experience as out of the 95 respondents who have gambled in the last 12 months that
are surveyed, 64.8% claimed to hold a minimum first degree from reputable institutions.
With a sizeable amount of respondents citing non-buoyant economic situations as one of the challenges
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which drives their gambling urge, the socioeconomic impact assessment of the gambling participation and
prevalence in the study area and Nigeria at large, it is found that, majority of respondents have resorted to
gambling winnings to solve their financial burden on different occasions. This is because unemployment
and underemployment rate is high in the country and the working poor dominates the broadening
population. This is supported by another key finding made in which 62.1% of these respondents (despite
their higher education qualification) were earning exactly or below the 30,000NGN per month. Coupled
with the qualitative findings which revealed that winnings from gambling have breathe new life in to the
lucky ones, it makes it more convenient to solidify the claim that gambling has become a “self conceived
financial problem solving” route for participants in this area and in other Nigerian communities. With the
proliferation rate becoming higher, risk assessment of problem gambling carried out in the present study
revealed that of the 95 gambling participants in the last 12 months, 31% were at higher risk of problem
gambling, 57% are at moderate risk while only 12% were at low risk of problem gambling. However,
owing to less stringent regulatory framework as well as participants not gambling based on informed
decision (64.9% of the respondents claimed that gambling support and conditions given by operators to
some extent does not determine the way they gamble), the concept of responsible gambling is still finding
it hard to gain ground in an environment in which the industry leverage of massive numbers and frequency
of plays to thrive. It is however important to also give the industry its own credit in contributing to
socio-economic development as it is found out qualitative research findings revealed that the industry has
done well to ensure that sizeable numbers of Nigerian citizens are professionally engaged and hence
lessening the challenges of high unemployment rate in the country which is highly dominated by youths.

Recommendation
The present study recommends that:
1. The Nigerian government should pay more attention to the socioeconomic system, improves it
condition, make living more sustainable for the citizens and strive to mitigate the social downside of
gambling
2. The respective regulatory body of Lagos State Lottery Board (LSLB) and the National Lottery
Regulatory Commission (NLRC) should bolster the gambling regulation and monitoring framework in
safeguarding minors and enhancing responsible gambling
3. The gambling industry should be more responsible in the development of gambling products and the
businesses should moderate their communication and advertising strategies so as to support responsible
gambling
4. Gambling participants should comply at all times with the gambling participation support, terms and
conditions which enables them to gamble responsibly.
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ABSTRACT
The study explains the current requirements to become an educator in the UAE. The teachers in UAE are
required to have a Bachelors in Education along with minimum experience in their respective field. Along
with that their qualification degree must be attested by the Ministry of Foreign Affairs UAE, the country’s
embassy in UAE, and international cooperation. Teachers are also required to provide criminal clearance
from their home country. One of the key requirements introduced by the Ministry of Education is the
Teachers Licensing System. All teachers in UAE are required to be registered under the TLS system. This
study focuses on the challenges faced in the recruitment of the right educator within the Education Sector
of the UAE. The challenges are divided into 5 areas/aspects. The first area is the challenges faced while
recruiting in the Education sector in the area of planning and budgeting. The second area covered is
challenges faced in terms of position description (required qualifications and skills). The third area focuses
on challenges arising due to the outbreak of the COVID-19 pandemic. The fourth area covered challenges
in hiring a fresh graduate in the education industry and the last area covered challenges arising due to
cultural adjustments while recruiting in the education industry. The researcher used quantitative research
for this study. The survey was sent to around 30 participants who are involved in recruitment within the
education sector. The results were analyzed using an excel sheet. The researcher used a frequency table to
analyze the degree to which a particular challenge is faced by the recruiters of the education industry. The
significant findings made was that the hiring managers of today are facing key challenges concerning
increased qualification requirements and lower budgets. One of the important challenges faced is to hire
from abroad. The survey suggested that cultural adjustment is a big aspect of recruitment that often goes
unnoticed.
Keywords: Recruitment, Education, Educator, Ministry of Education, KHDA, Teacher,Challenges,
Qualifications
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Introduction
Recruitment refers to the overall process of recognizing, attracting, screening, selecting, and interviewing,
appropriate applicants for jobs in an organization. Recruitment can also refer to processes involved in
selecting applicants for unpaid positions within the organization.
This research primarily focused on recruitment challenges in the Education sector of UAE. After providing
a current analysis of the education sector in UAE its future, this research highlights the requirements to be
an educational professional in UAE as per the Ministry of Education, UAE, and challenges that come in
the way of recruitment in the Education sector in UAE. It will include challenges due to the system,
challenges arising due to the outbreak of the COVID-19 pandemic, and challenges due to overseas hiring
as well as other challenges that make the task of recruitment and selection difficult. This research also
emphasizes some important suggestions to simplify the hiring procedure, mitigate the challenges in the
way of recruitment concerning educational sector jobs in UAE.
The UAE’s macroeconomic environment was ranked among the top 30 globally as per the Global
competitiveness report of 2017-18. The country is one of the largest destinations for Foreign Direct
Investments around the globe. The government introduced 10-year residency visa options and ownership
laws allowing 100% foreign investor ownership of organizations outside free zones. This initiative is
designed to increase FDI into the country and attract long-term residents. (PWC, n.d.)
In light of these initiatives, more private firms are investing in the education sector of the UAE. The
education sector of UAE ranks third in the Middle-east region in terms of private investments.

Quality of Education in UAE
UAE’s quality of education ranks among the top 20 globally. As per Global Competitiveness Index
Rankings, UAE is the most competitive in the Arab world. However, Ratings in 2017-18 dropped in
comparison to previous years. This is mainly due to the increase in awareness and improvement in the
Education sector of other Arab countries. Table 1 depicts the global competitiveness ranking of the
education sector of the UAE. The UAE remains to be the supreme competitive country in the Arab region
according to the Global Competitiveness Index, however, its ranking plunged back to 2015-16 levels in
2017-18. The main reason for this drop was the relative enhancement of other countries, emphasizing a
need to enhance the change. The education sector was highlighted as a vital motorist of competitiveness.

63

Defining the future of education to produce and motivate a generation who is aware of the importance of
education in life and how to keep up with challenges in life is the main motive of the Ministry of Education
(UAE). This provides the basic framework to fulfill the requirements of sustainable development and a
knowledge-based economy. It stems from a strong vision by

the Ministry of Education based on

well-defined morals derived from the Government’s vision and its strategic plans, development initiatives,
and organizational structures to accomplish the national agenda indicators as part of a framework that is
based on excellence and dedication. It focuses on tolerance, early childhood, gamification, continuous
lifelong learning, defining the future, happiness, innovation, gender balance.
The ministry offers a lot of government and online scholarships where students are sent abroad to study in
the most reputable institutions annually. The ministry also introduced the initiative “Teach for UAE” to
appeal to the talented and experts from around the globe to work in the sector so students can benefit from
their massive experience in the field of education.
The Ministry of Education has introduced a health database for the students of all UAE school students via
Al Manhal Portal to offer them health care at every stage. In cooperation with the Ministry of Health and
Community Protection, they organize field trips to schools to raise awareness and the importance of
healthy lifestyles. Additionally, especially for female students, they also conduct awareness programs on
gynecological disorders and diseases. A budget of 10.4 billion dirhams was approved by the Cabinet to
develop the educational system of the country develop it in line with future requirements by incorporating
the idea of sustainable education public and higher education sector (Education, n.d.).
The United Arab Emirates is one of the leading suppliers of educational services in the GCC region. The
private education sector has progressed in UAE, with the arrival of global institutions and high demand for
numerous curricula. The population diversity within the expatriate community has motivated the private
sector to provide a varied range of syllabuses. The UAE ranked 12th and 16th, respectively during AY
2017-18, for the quality of higher education and training, and primary education. The growth and
incorporation of e-learning curriculums have empowered the nation to be rated in the 13th position, in
terms of the delivery of internet access in schools. To aid a varied expatriate community, Dubai’s private
school network provides
education across 16 national curriculums. Even though the British curriculum is the most favored, other
major syllabuses, such as American, Indian (CBSE and ICSE), International Baccalaureate (IB), German,
and French have also expanded significant grip across the industry.
One of the key factors in maintaining the education institution is staffing. Institutions must have access to
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the best quality staff that is well-versed in the variety of curriculums the institutions have to offer. This
industry runs on the quality of people involved in them. One of the important factors for the success of
these institutions is its staff, the teachers, the leaders. Hence it is extremely important to understand the
challenges faced in hiring the best fit educators and come up with the solutions to mitigate those challenges.

Recruitment in the Education sector
The major population of the UAE is of ex-pats (80-85%). With so many ex-pat populations, UAE has
schools catering to various curriculums including Emirati, Indian, British, Canadian, Pakistani, Filipino,
and many more. Recruitment in education majorly comprises of majorly teaching positions, educational
leadership positions, and administration positions.

Become a teacher in UAE
To become a teacher in the UAE, the applicant should have a minimum qualification of a bachelor’s degree
or Masters’s in the necessary field. This rule is applicable for both Public and Private schools of the UAE.
Other requirements include:
A criminal clearance record/ Good conduct certificate from country of origin
a medical fitness report from the UAE
Educational Certificates (Original)
If the applicant has graduated from a university that is based outside of the UAE, an education certificate
must be attested from the Ministry of Foreign Affairs UAE, the country’s embassy

in UAE, and

international cooperation.
Teaching position jobs for government schools are listed through the Ministry of Education website. The
applicant is required to apply from the official portal of MOE. In the case of private schools, applicants
must contact the school administration and follow the process. Once selected, to process a residency visa
for the applicant the school will contact the Ministry of Education and KHDA for necessary approvals.
This process of approval is mandatory for all teaching positions. Each educational institute is required to
register all its teaching staff on the regulating authorities portal. In the case of Dubai, Schools are required
to register and acquire approval from the Knowledge and Human Development Authority (KHDA) while
other emirates must acquire approvals from the Ministry of Education or Department of Education for each
teacher they recruit.
Department of Education and Knowledge in Abu Dhabi has dedicated public service centers in its
educational offices to receive teachers’ applications and process appointments through schools registered
in Abu Dhabi. Only once these approvals are obtained, the schools can proceed with the visa for the
teacher. (Education, n.d.).

The Teachers’ Licensing System (TLS)
In the year 2017, the UAE announced the initial phase of the Teachers’ Licensing System (TLS). TLS
teaching license will be a mandatory requirement for all UAE-based educational professionals by the end
of 2021. All the teachers, managers, principals, and vice-principals working across all schools in the UAE
whether public or private will be required to hold a UAE teacher’s license to work legally in the and private
UAE. The education sector will become a licensed profession in UAE.
The structure is co-developed by the Ministry of Education (MoE), National Qualifications Authority
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(NQA), Department of Education and Knowledge (ADEK), Knowledge and Human

Development

Authority (KHDA), and Abu Dhabi Centre for Technical and Vocational Education Training (ACTVET)
To obtain this license, the applicant is required to pass two tests – One in pedagogy and the other in the
subject specialization of the teacher.
If the applicant fails in certain criteria, as per the report, the system will then introduce relevant training
courses that will assist the teacher in achieving the outcome. This redo test must be done within 24 months
of failing the first assessment.

Other positions in the Education industry
Although teacher recruitment is the highest, there are several other positions that recruiter must fill in any
education industry. Teacher count constitutes around 55-60% of an educational institute. Rest 40 percent
includes several other positions such as the following. The organization chart of every institution varies
however, the below-listed positions are the most common ones and will be found in most of the educational
institutes.
Educational Leadership. This includes all the senior leaders of the institute. From the institute Principal
to the Principal of particular phases, Assistant Principal of a particular section, Vice Principal. This may
also include the Directors such as Assessment directors or Director of Curriculum.
Clinic Team. This recruitment includes recruitment of all the members of the clinic team – Doctors and
Nurses. As per UAE requirements, every large educational institute must have a clinical team in-house.
Admin Staff. This includes recruitment of all kinds of Admin staff. Relatively easier recruitment,
involving positions such as Accounts, secretaries, facilities departments, human resources, public relations,
marketing, registration desk, etc.
Support Staff. This includes all other positions such as office boys, office clerks, nannies, baby sitters,
cleaners, and drivers. Salaries for these positions are the least.

Problem Statement
In the global context, the teacher turnover in the UAE is high and most teachers have less experience than
those elsewhere, as per the 2015 OECD report titled ‘Better Skills, Better Jobs, Better Lives - A Strategic
Approach to Education and Skills Policies in The United Arab Emirates.’ (Westley, 2017).
As per new additional regulations in UAE for qualification requirements for school teachers, it is noticed
that more teachers are shying away from the profession. Education institutions are finding it tougher to find
teachers with good quality due to complex regulations, licensing, and qualification requirements set by
regulating authorities. Teachers must have at least a bachelor's or equivalent university degree. Subject
teachers on the other hand need a bachelor's degree in their area of teaching, while class teachers must
mandatorily have a degree in education as per the regulation. In addition to that, the Knowledge and
Human Development Authority (KHDA) has made KHDA approval mandatory for each teacher. Such
approvals can be obtained only if the teacher meets the minimum education requirements. With regards to
added regulations, it is certainly a challenge for educational leaders to recruit educators/teachers in their
institutes that meet all the specific criteria.
The extended pandemic has made it very difficult for educational institutions to maintain roles that are
dependent on the physical presence of students at the premises (for example, teaching assistants, librarians,
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etc.). Many education employers that we are speaking to have

considered measures to decrease

employment costs including, where applicable, making headcount cutbacks. Before executing headcount
reductions and other methods to decrease staffing costs like salary reductions, decreasing working hours,
and unpaid leave, establishments will have to consider employment laws and internal policies (Insight,
2020). In any case, such reduction in salaries and added work due to decrease in staff headcount makes it
difficult to retain the current staff. Once they leave hiring replacement in lesser salaries is even harder.
Pandemic has also called for the closure of borders thereby restricting overseas hire. With the majority of
teachers in the UAE from outside of the country, the closure of borders has made it difficult to hire new
quality teachers.

Research questions:
1. Why is it difficult to hire teachers in UAE?
2. What are the challenges faced by the recruiters while hiring educators in UAE?
3. What are possible solutions to simplify the recruitment procedures?

Research Objectives
The objectives of this study are listed as follows:
To explore requirements to become an educator in UAE;
To investigate what are the challenges associated with recruitment in the Education sector
of the UAE; To analyze the most prominent challenges faced by the recruiters in the Education
sector; and to recommend possible solutions to mitigate/overcome the challenges in recruitment.

Significance of the study
One of the pillars of the National Agenda in line with Vision 2021 is providing an excellent education
system. One of the targets of the National Agenda is that UAE students must be the best in the world in
mathematics, reading, science, and well educated in the Arabic language. (Portal, 2021). To strengthen this
country’s quality of education, it is extremely important to have quality educators who have extensive
experience in their fields, are well qualified, and increase student learning. Teaching is considered one of
the most complex jobs today. It requires a broad
knowledge of the topic, curriculum, and criteria. Additionally, it requires passion, a compassionate
attitude, and a love of education; discipline and classroom management skills; and a strong desire to
transform the lives of young people. With all these characteristics required, without a doubt, it is hard to
find the right educator. In addition to the characteristic traits, there are set qualification requirements
specifically to become a Teacher in UAE, additionally, it is extremely important to understand what are
the key challenges faced while recruiting the teacher that meets all the checks required. With the current
scenario and increased budget and visa restrictions due to the COVID-19 pandemic, recruiters today are
over-pressured to find a suitable candidate that is qualified as per the MOE requirements and experienced
in a very short period. A key significance of this study is the requirements to become and recommend ways
to mitigate the challenges arising in the way of recruiting the right teacher in education institutes of the
UAE.
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Literature Review
In recent years, the United Arab Emirates (UAE) has highlighted the importance of increasing the quality
of education sector, as demonstrated by the introduction of a school inspection framework, this serves as
the foundation for evaluating education institute, which is projected to nurture and support affirmative
reform and performance within the institute. There is a positive and reasonably strong relationship between
education institute quality assurance and the framework used to measure quality. The framework positively
affects the learning skills of students, appreciation of Islamic values, and child safeguarding. Ultimately,
the purpose of measuring the quality of the institute is to help ensure that all students attending have the
opportunity to attain at high levels and become dynamic contributors to their society and world in general.
If school leaders are to focus on quality education, they must understand the importance of hiring the right
teachers and focusing on their retention.
There is continual concern about whether there will be enough qualified teachers to ensure opportunities
to learn for all students. According to an article in The National news, increasing demand for educators
abroad has left some institutes in the Emirates finding it difficult to fill posts, experts have said.
Competitive salaries offered by schools in Australia, Asia, and the UK are thought to be partly behind the
difficulty in recruiting core staff. An HR officer at UAE

education provider Taaleem, Gavin

Walford-Wright, reported stronger offers from abroad were one of the reasons for this issue. Schools in
Asia, UK, and Australia are targeting teachers from the Middle East to fill their positions (Clarke, 2019).
One of the reasons why the teaching role was exciting for the applicants was the salary it came within
UAE. But with a growing concern due to schools being shut due to the current COVID-19 situation, it is
difficult for the schools to offer higher salaries.
According to UAE Teacher Survey 2016, a recent study of 531 teachers, which included 24 principals
showed that a whopping 73% of teachers would consider shifting their jobs immediately if they were
offered higher pay. (ROGERS, 2016) Compensation offered in

comparison to recent qualification

requirements is very less. With mandatory teaching license requirements coming up, it is difficult to find
teachers who are willing to accept the restricted salaries. Along with restriction in overseas visa issuance.
Another challenge for the schools is the recruitment of fresh candidates. Most employers prefer hiring a
teacher with UAE experience.
Finding experienced candidates that have exact qualification requirements and accept the restricted
salaries is difficult to find.
Another most important challenge is the specific qualification requirements by the regulating authorities.
"With B.Ed. becoming compulsory for homeroom/classroom teachers, it has cut back the number of future
applicants in the marketplace. Strong career routes including a rich choice of expert learning and
development prospects are significant attractors” reported Dr. Linda Rush, Vice-President for Professional
Learning, GEMS Education and Honorary

Professorial Fellow, University of Manchester, UK.

Additionally, expatriate teachers with years of education experience in a definite subject every so often do
not certainly contract a profession they applied for as they don't possess an equivalent subject degree. To
explain, a teacher with Chemistry experience for 14yrs with good command over the subject cannot apply
for the same position if she only has a bachelor's in education. As per new regulations, a specific degree in
the subject (chemistry) is required for applying as a subject teacher. As of now, the KHDA necessitates all
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school teachers to fulfill minimum qualification requirements if they want to secure employment in
private schools of Dubai. To work as teaching assistants, the minimum requirement as set by KHDA is
high school completion." New developments will be further required in addition to the existing
requirements set by the regulating authorities. These will apply only to new teachers, not the existing
ones. The principal at Dubai British School, Mark Ford, confirmed that there is indeed an increase in
competition for good teachers. "The number of international schools across the world is increasing and,
as a consequence, there is increased competition for good teachers”. Existing teachers also agree that
the method for hiring teachers has to turn out to be very complex. A Mathematics teacher working in
UAE said: "The younger generation is not very keen on taking up a teaching career. The extensive
qualification and licensing requirement and lower salaries are detracting them to take up the job
(Gokulan, 2015).
The expatriate population has increased multifold in the UAE. Being Expatriate employees in the
Education sector, the teachers can face problems in adjusting to the national culture. The challenges
may include but are not restricted to communication, decision-making techniques, accents, customs,
leadership styles, etc. It is estimated that around 70% of expatriate assignments can fail. Of which, 86%
of failures are reported due to wrong candidate selection or unsuccessful adjustment to the local culture.
Cross-cultural training can help a lot in the retention of the employees. It can reduce teacher turnover.
Pre-departure Culture training is strongly and highly recommended in enhancing the performance of
expatriate employees in UAE. (Pech, 2020). In addition to culture training, employers must look into
the possibility of providing other formal or informal training to teachers for carrying out their jobs in
an effective manner. As rightly said in their study by Syed Najaf Ali Shah; Naveed A. Shaikh and Imtiaz
A. Pirzada, firms have understood by now that training and development is a good source of gaining a
competitive advantage over their competitors. In addition to increasing the performance of new joiners,
providing training also shows the employees that the organization cares about them (Syed Najaf Ali
SHAH, 2018).
This year 2020 has been a very stressful year for most recruiters. According to a survey done by a
US-based talent acquisition software company with 800 HR professionals on how COVID-19 has
reformed the recruiting procedure, investments, and significances. The result of the survey depicts that
pressure has spiked amongst the recruiters. Priorities of recruiting have
changed, from ensuring an accelerated employment process to enhancing the excellence of recruits.
Applicants of today are also questioning recruiters about the mental health benefits, COVID-19 safety
protocols, and flexible working hours. Data revealed that stress for recruiters has increased by 61%,
with 19% of them reporting a drastic increase in their stress level. The Mode of recruiting is also
changed from face-to-face to online interviews. Some (67%) of the recruiters mentioned they switched
to online interviews. Although this method brings in a lot of flexibility, it also comes with its
challenges, as reported by the recruiters 37% problem occurs due to poor internet connection, 25%
attributes to inappropriate attire of the candidate and 23% poor eye contact. (Maurer, 2020). The
education sector was the first one to be considerably affected. As per the report from UNESCO, as of
April 2020, 1,576,021,818 billion students across 188 countries were affected. Due to this, rapid
implementation of E-learning was required with a primary focus on maintaining the level of teaching
and learning that meets the needs of staff as well as students. (Armoed, 2021). The closure of borders
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has affected hiring of international teachers. On the other hand, teachers have received pay cuts which have
led to some of them leaving jobs as it became difficult to survive. Finding the right teachers/educators with
reduced salaries has been challenging for the recruiters.
Another point to be noted here is the hiring of fresh Graduates in a teaching position which seems to be easy
but debatable. The recruitment of experienced teachers who accept the limited payscales and have the right
qualifications is difficult. With growing demand and increasing number of students, education institutes are
required to look into the possibility of hiring fresh graduates in a teaching position. Teaching is one of the
few career paths where the least experienced candidates face the greatest problems. Hence the question
arises whether fresh graduates should be hired in teaching positions? An interesting study shows that 15%
of fresh graduate teachers tend to leave their jobs within a year and 50% leave within 6years. In their study,
Shakeel Sarwar, Hassan Danyal Aslam, and Muhammad Imran Rasheed, very rightly recommend that by
addressing 11 major hindrances faced by fresh educators their performance can be enhanced. These
hindrances are overburden, less teaching exposure, strict evaluation, insufficient material and supplies, lack
of training, student counseling problems, lack of effective communication, classroom discipline problems,
least expectations of a career in teaching, difficulties in assessing students’ work, and misbehavior of
students. (Shakeel Sarwar, 2012).
Another key dimension will be to study what motivates the teachers to choose the career path they are in
and applying those into recruitment strategies to target the right teacher for the job. Institutes must focus on
providing teachers what motivates them. An interesting study by Taymour Sharif and Divya Upadhyay
shows two interesting factors intrinsic and extrinsic that motivate teachers to chose the career path they are
in. Intrinsic factors include: making social contributions, intrinsic career values, and shape the future of
children and adolescents, and there is a direct path between intrinsic career value and choice of teaching
career. Extrinsic factors include salary and social status. Adding components that enhance this motivational
factor in the recruitment strategies of the institutes will help challenges that the recruiters face in the
recruitment of teachers. (Taimur Sharif, 2016).
Very little has been written or studied about international teachers. As rightly pointed out in his study by
Tristan Bunnell, the focus is always made on students, parents, school, and leadership teams. The overall
neglect is understandable in the past considering only less number
of international teachers only 50,000 in 1988, which now has increased to 402,000. It is expected that the
number will be expected to be doubled to about 780,000 in 2026. Hence it is highly vital to study what
motivates teachers, strategies to recruit and retain them. (Bunnell, 2017).
The researcher used a quantitative approach for collecting data from the respondents. The objective of this
quantitative research method was to gather statistical data from a cluster of individuals in an educational
institute, simplify those outcomes to a larger group of individuals to explain a situation, and based on the
results be formulated and analyzed. Quantitative research approaches provide comparatively certain
answers to the investigation questions.
For this study, a questionnaire was designed and distributed to the individuals in education institutes that
are involved in hiring. The researcher used the google form to reach out to the target respondents.
Questionnaires provide a comparatively inexpensive, fast, and well organized way of gaining large
quantities of info from a big sample of individuals. Information can be composed fairly quickly as the
investigator doesn’t need to be present when the questionnaires are overseen. This is useful for a bigger
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group of people where interviews will not be possible to conduct.
The questionnaire/survey had open and closed-ended questions. It spoke about the challenges faced in the
recruitment of educators in the UAE. For the closed-ended questions, participants were asked to select the
right degree to which they face a particular situation/challenge in their institution while recruiting. These
closed-ended questions included 5 sections of challenges
The first section pertained to the planning and budgeting challenges. This is mostly analyzed the impact
of budget in recruiting the right candidate. The second section focused on challenges concerning the
qualification requirements and specifications of the position to be recruited. Here, the impact of regulations
concerning mandatory qualifications for various teaching positions was analyzed. The third section
focused on the impact of COVID-19 on teacher recruitment. This was in respect of both restrictions in
overseas hiring and budget restrictions arising as an impact of the COVID-19 outbreak. The fourth section
of the survey focused on the challenges in hiring fresh graduates in the education industry. Here, whether
institutions prefer having fresh graduates was investigated. The fifth section focused on challenges
concerning cultural adjustments. In this section of the survey, the impact of culture on turnover of the staff
was examined in addition to focus on how culture may affect the hiring of expatriate staff was scrutinized.
The questionnaire also had two open-ended questions, where the respondents were asked to highlight any
other challenges that they might have faced while recruiting in the education sector and also recommend
any specific solutions/ additional support they require to mitigate them.

Sampling
Around 30 people were contacted to participate in this study. This included HR officers of various schools
in the UAE in addition to the recruiters from corporate industries focusing on hiring in education
institutions. It also included hiring managers who are directly involved in the recruitment of educators in
their team. People who are directly/indirectly involved in education sector recruitment were contacted as
they are at the ground level of the situation. All of these individuals understand the hiring procedure and
are involved in the same on a day-to-day basis. An extensive study was conducted in analyzing the profile
of the respondents as well to make sure the relevance of the data.
Although this is a method in small-scale studies, one of the strongest rationales for this particular method
is in this particular study is the quality of the responses selected. The respondent selected all education
professionals who are specifically involved in the exact subject the study is about.
This research focused on an in-depth study on a smaller number of participants to do a complex analysis of
data received from the participants. This is intended to study the challenges that these individuals face on
a day-to-day basis while hiring new members of the team.
Results were analyzed using an excel sheet. The researcher used frequency tables to analyze the degree to
which a particular challenge is faced by the recruiters of the education industry.

Data Interpretation and Analysis
The questionnaire was sent to around 45 participants however, 29 participants responded. The participants
are directly or indirectly involved in recruitment within the Education sectors of UAE. The questionnaire
was divided into 5 categories of challenges that recruiters face while hiring in the UAE. Each of these
categories had 3 questions, a total of 15 questions. Below is the summary of their response.
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Category 1: Challenges concerning Planning and Budgeting
Responses demonstrate that 75% of the participants agree that the vacancy list of their institution is
planned well in advance and they have a clear idea of the number of positions they need to fill in for the
upcoming academic year. 25% of the participants strongly agree that their vacancy list is planned well in
advance. This means that schools have a proper planning/intention structure in place. The intention process
is usually carried out in December with existing staff to understand their intention for the coming
Academic year starting August of the following year. This process gives the school a basic idea of expected
vacancies in the following academic year, accordingly, the team can start posting adverts and carry on with
the recruitment process. Most schools had this structure in place, which gave an estimated idea of their
vacancies for the forthcoming year.

Regarding the unplanned vacancies, 45.8% of the respondents strongly agree that despite
the planning there lot of unplanned last-minute vacancies that added pressure on the hiring team. This
indicates that there are still chances of unexpected resignations and terminations at the end of the year.
Another 45.8% also agreed that they face last-minute vacancies despite all the planning. 4.2% were neutral
indicating they are nonaligned on that aspect, they may be facing unplanned vacancies some year and no
unplanned vacancies for other years. Another 4.2% disagreed about the same, this indicates that 4.2% of
the respondents do not have any
unplanned/last-minute resignations, indicating that hiring managers and recruiters were assured about
planned vacancies and there was no last-minute stress to fill immediate vacancies.

The third question in category one spoke about the budget restrictions for new hires, 58% of the
respondents strongly agreed that there are a lot of budget restrictions with teacher pay scale which is one
of the challenges for the recruiters. Some (33%) agreed that budget is one of the challenges. This indicates
that Payscale assigned for each position is one of the key challenges that recruiters/hiring managers face
while hiring new employees, further implying that Payscale is not competitive enough as per the market
rates. The remainder of 8.3% were neutral on that aspect.
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Category 2: This category of the questionnaire focused on the challenges arising due to the position
description. Here the questions referred to job specifications concerning skills,

qualifications, and

experience required for specific positions. Question 4 asked about the qualification requirement as one of
the challenges. This referred to the qualifications requirement by regulating authorities in UAE for teacher
positions. Some (37.5%) of the respondents agreed they find it challenging to recruit teachers that fit in
extremely

specific

qualifications

required

by

Regulating Authorities

(KHDA/MOE)

and

organization-specific criteria for various teaching positions. (E.g.: BE for Homeroom teachers, Teacher
license requirements). 33.3% of respondents strongly agreed that the extensive and specific qualification
requirements from regulating authorities make it challenging to find the right fit for a teaching position.
20.8% remained neutral and 8.3% disagreed on the same. This indicates that 8.3% of the respondents do
not consider the qualification requirements as a challenge in recruiting and were able to find candidates
with specific qualifications as prescribed by regulating authority well in advance. This also may imply that
because their vacancies are well planned and they usually do not have much teacher turnover.

For question number 5 which enquired about the subject teacher qualification requirement concerning each
institute as a challenge, 70.8% of respondents agreed that in their institution, subject teachers also need to
have an Education degree this makes it difficult to find a suitable candidate (E.g.: Math teacher must have
specifically Bachelors in Education with Math Major). 4.2% of the respondents strongly agreed, 12.5%
were neutral on this aspect. The remaining 12.5% disagreed on the same indicating that they do not need
subject teachers having a degree in education with a specialization in the subject they teach. This implies
that they accept teachers with qualifications and experience of the subject, may not necessarily having
Bachelors in Education.
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Regarding question 6 which focused on the experience requirements of the candidates, 20.8% of the
candidates agreed that they require their applicants to have experience in the same curriculum as the
institution, applicants having experience in a different curriculum than the institute are unfortunately not
accepted which is an added challenge while recruiting. 4.2% agreed on the same. 37.5% of the respondents
were neutral on this aspect. 33% disagreed on the same and 4.2% strongly disagreed on the same.

Category 3 of the questionnaire focused on challenges in recruitment arising due to the outbreak of the
COVID-19 pandemic. Question number 7 focused on visa restrictions arising due to pandemic. Due to the
current pandemic, all overseas resident visa issuance is restricted by the Ministry of Labor (UAE). 62.5%
of the respondents agreed that found it difficult to attract overseas candidates due to restrictions on
overseas visa issuance because of the COVID-19 pandemic. Few (16.7%) strongly agreed on the same as
well. Another 16.7% were neutral on that aspect. The remainder of 4.2% disagreed on that aspect, this may
indicate that these institutes prefer candidates available locally to fill the positions they have in their
institutes.

74

Question 8 spoke about immediate vacancies arising due to a lot of families moving back to home
countries as their spouse’s/family members lost jobs. Few (16.7%) of respondents agreed that they faced a
lot of immediate vacancies as lots of teachers moved back to their home country on accord of job loss of
their family members, these vacancies challenging to fill in a short period. Two thirds (66.7%) of
respondents strongly agreed on the same. 12.5% of respondents were neutral on this aspect. The remainder
of 4.2% of respondents disagreed on this indicating that they did not have any unplanned vacancies
because of this specific reason.

Question 9 discussed budget restrictions arising as an impact of the COVID-19 pandemic on the overall
business. Staff cost is one of the highest costs in any education institute’s budget. With overall business
being impacted a lot of institutes were forced to reduce the budget for new hires. Due to this, Payscale
assigned for the new hires was lower than the salaries of original employees who left the institute. More
than half (58.3%) of the respondents agreed that they faced a lot of budget restrictions as the businesses
slowed down due to COVID-19 due to which the salaries offered for new joiners were less than the
resigned staff on the same position. This made it challenging to find the right candidates for the role. 8.3%
strongly agreed on the same. While we had 16.7% of respondents who remained neutral. The remainder of
16.7% of respondents who disagreed on that aspect this may imply the following – either they had new
joiners on the same salary scale as the previous employee or they did not have turn over that year or they
were able to find recruits in limited budgets as a result of high unemployment.
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Category 4 is on hiring fresh graduates in the education industry- whether institutions accept fresh
graduates for educator positions and reviews of the respondents about hiring fresh graduates. Only 16.7%
of the respondents agreed that their institution accepts fresh graduates. 8.3% stayed neutral on that aspect.
Two thirds (66.7%) disagreed with accepting fresh graduates in their institution. Few (8.3%) stated that
they strongly disagree regarding the acceptance of fresh graduates in their institutes. This indicates that
only a few institutes accept fresh graduates in teaching positions, most of them want a teacher who is
experienced in the role. Because teaching has been viewed as a role that requires and becomes better by
experience, the scope of fresh graduates in this profession is very limited.

Upon enquiring about the views of respondents on hiring fresh graduates in education institutes, 54.2% of
respondents agreed that although fresh graduates are not currently accepted in their institution, it will be an
asset to hire and train them. Few (29%) of respondents strongly agreed on the same. This indicates that
recruiters slowly are inclined towards hiring fresh graduates in teaching positions as they are easily trained
and available in lower salaries. Usually, a teacher with limited or no experience will charge less salary than
a teacher with 5 years of experience. 8.3% remained neutral. The remainder of 8.3% disagreed on this
aspect. This indicates that the respondents prefer experienced candidates for teaching positions.

Upon asking about the preference of hiring fresh graduates as they charge fewer salaries in question
number 12, 58.3% of the respondents agreed that it will be convenient for them to hire fresh graduates as
they charge less salary and are mostly looking to gain experience. Very few (16.7%) of the respondents
strongly agreed that hiring fresh graduates will be more convenient for them since they accept less salary
as they want to gain experience. Fresh graduates are more enthusiastic about gaining experience rather than
the monetary aspect of the job. 8.3% were neutral, 12.5% disagreed and 4.2% strongly disagreed with this
aspect. This may indicate that respondents believe even though fresh graduates are looking for less salary,
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the cost of their training in terms of money and time is still high on the institute. Hence it may not always
be easy to hire fresh graduates.

In Category 5, there was a set of questions that spoke about the challenges while recruitment in the
education sector concerning cultural adjustments. Question 13 inquired about the difference in the culture
of their institute and the past institute of the candidate. Some (25%) of the respondents agreed that the work
culture of our institute is different from the work culture of previous organizations/places recruits have
worked in, hence, which becomes an important challenge while recruiting from abroad. Half strongly
agreed. This indicates that respondents agree that there is a difference in the culture of work in the UAE
and the culture of work in the job applicant’s home country. Their response indicates that strong
importance should be given to culture training as it has a huge impact on new hire’s views about the
institutes. Few (12.5%) remained neutral and the remainder of 12.5% disagreed that the culture of their
institute is different from the institute(s) candidates may have previously worked in. This may be due to
two reasons: first, they hire local candidates who are well aware of UAE culture, second, these institutes
may prefer candidates from the same countries. For example, Indian Schools prefer candidates from India
only hence, their entire team is from India therefore, and new joiners do not find it challenging to adjust
in the school. Hence, these respondents do not consider cultural adjustment as a challenge while recruiting
new employees.

Upon enquiring about the culture as a challenge in a multicultural environment where the entire team has
members from countries around the world, 25% of the respondents agreed in question 14 that cultural
adjustment is not a challenge in a multicultural environment and any new hire is well accepted within the
team. Few (8.3%) strongly agreed on the same. Their response indicates that having a multicultural
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environment does not lead to cultural adjustment problem as all of the team is from all nationalities. New
members from any part of the world are well accepted if the environment itself is multicultural. Few
(29.2%) of the respondents remained neutral. More than one thirds (37.5%) of respondents disagreed with
culture not being a challenge even after having a multicultural team, stating that they see cultural
adjustment as one of the major challenges while hiring from abroad. Their response indicates that despite
having a multicultural environment, there may be chances of recruits facing cultural adjustment issues and
hence, institutes must focus on the same.

Question number 15 is on cultural adjustment issues considering the team from a similar background. One
fourth (25%) of the respondents agreed that they do not have cultural issues as their team is of the same
background as the recruits, which indicates that they recruit from the same country/cultural backgrounds
Hence new joiners do not face any problem of adjustment in the culture; 4.2% of the respondents strongly
agreed on the same; 16.7% of the respondents were neutral on this aspect. While we had 45.8 respondents
who disagreed and 8.3% of the respondents strongly disagree on the same, they face a lot of cultural issues
despite having employees from the same cultural background. This indicates either they do not have a
team from the same nationality or they do have from the same nationality still there are cultural adjustment
issues. These issues may arise as a result of specific ways or procedures of doing things within the UAE
that may be different from the way they perform tasks in their home country. Each country or even institute
has set ways of doing some specific things that are specifically practiced in the country or institute. This
could be something as simple as a way of addressing your boss in your company, ways of dressing up for
work, or as complex as the marking system of the institute in UAE versus their home countries. These little
things must be paid huge attention to while recruiting new candidates as they play a huge role for new hires
while they are trying to adjust in a new place as cultural shock results in most new joiners leaving the
institutes within the probationary period.
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The questionnaire also included two open-ended questions. The first question inquired if the candidates
faced any other challenges, apart from the ones listed in the questionnaire while recruiting in the education
sector. One of the respondents stated that internal approvals for each
new hire are one of the major challenges they face while recruiting. Respondents also mentioned about
restricted pay scale. Another respondent stated that one of the major challenges for them is to fill
immediate vacancies, while it is a part of the job, it is difficult to fill such positions considering the
restriction due to the COVID-19 pandemic. Another respondent stated that one of the challenges they face
in their institute is the vast differences in compensation offered for overseas versus local candidates. One
of the respondents also stated that hiring teaching staff for specialized roles such as DP Physics, DP
Mathematics, DP IT is difficult and challenging.
The second open-ended question asked about their key recommendations while

overcoming the

challenges. One of the respondents recommended reducing the internal approvals required to make the
recruitment process easier and faster. More authority should be given to employees of the schools to make
hiring decisions as long as it falls under the overall budget. Another respondent stated that implementing
more stringent measures with staff who decide to leave last minute is recommended. Another respondent
recommended that given the recent pandemic crisis, many candidates are looking for security where they
can continue to professional growth and be promoted. An organization with that structure in place is more
likely to recruit and retain good staff. One of the respondents also recommended building a strong talent
pool and pipeline, retention strategies to keep the key talent within the organization, and more focus on
retaining staff which should minimize recruitment of new hires.

Synthesis
Recruitment is challenging and critical for the success of any educational institute. Mismanaged and poor
recruitment and section can be costly and time-consuming. (Livingstone, n.d.). the recruitment must be
timely, cost-effective, and of top qualities. Hence it is important to analyze each challenge that comes in
the way of recruitment and effectively overcome them. In summary, this research focused on the
challenges recruiters or hiring managers to face while hiring for positions in the education industry. The
research questionnaire was divided into 5 categories of challenges faced while recruitment. Each of these
categories had 3 questions in it.
These categories were:
1. Challenges about Planning and Budgeting
2. Challenges arising due to the position description
3. Challenges arising due to out-break of COVID-19 Pandemic
4. Hiring a fresh graduate in a teaching position
5. Cultural adjustments
Next, we will summarize the research findings concerning respect to each category of challenge based on
the responses of the respondents and suggest the possible solutions to overcome/mitigate the challenges.
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Challenges about Planning and Budgeting
Based on the research and responses received from the participants, it was noticed that most schools have
a clear picture of their staffing requirements for the following year which gives a clear idea to recruiters or
hiring managers to plan the recruitment well in advance. It was also noticed that despite the planning there
is a possibility of last-minute resignations/termination of existing staff which leads to immediate vacancies
to fill. This is one of the challenges for
recruiters. While these vacancies may not be of higher number, but the time limit assigned to fill them
becomes a challenge to recruiters. Another noticed challenge is the limited budget and salaries assigned for
the teaching positions. Recruiters have found it difficult to find the right candidates that are ready to accept
the limited salaries offered by the institutions.
Recommendation to control the last-minute vacancies, it may be useful to focus on retention aspect.
Retention is very important in several aspects. Financially – the cost of recruiting, hiring, training the
replacement is saved by retention measures that the institute takes. Another aspect is that new teachers will
take time to adjust and have an impact on students learning as compared to existing teachers. (Anon.,
2017). It is recommended that the team understands the reason for leaving staff and try to retain the existing
teachers to avoid last minute vacancies. While it may not always be possible, as suggested by one of the
respondents, it may help to implement stringent measures to control last-minute resignation and emphasize
planning the departure well in advance. As far as the budget is concerned, recommended that institutes
focus and review the staff cost to assign Payscale that is fair for staff as well as the company. While it may
not be possible to always increase the budget, focus can be made on benefits as well as growth and
development aspects.

Challenges arising due to the position description
This section represented the challenges in recruitment arising on the accord of position description that
included job specifications concerning qualification and experience requirements for the new hires. As
discussed earlier, teacher licensing is going to be mandatory for all teachers of UAE as per the Ministry of
Education. Teachers must have bachelors in education for all homeroom teachers and subject teachers to
have a degree in their subject. It was noticed that recruiters/hiring managers find it challenging to hire
candidates which fulfill all qualifications requirements. Additionally, some institutions also prefer hiring
candidates with experience in the same specific curriculum as the institute, which is an added filter to the
candidate pool making it even shorter.
In the above scenario, it is recommended that schools can look into the possibility of assigning a budget to
support the teachers licensing of its teachers. This may not mean that schools sponsor the program entirely,
but even initial support as a salary loan without any interest can be implemented. Based on the budget, for
such teachers who were assigned salary loans and complete 5-10 years with the institute in the future, these
loans can fully be sponsored. This will work as an interesting retention strategy for the institute as well.
Another recommendation will be if it is possible to recruit candidates with specific years of experience but
without the education degree or license on a probationary period within which they must complete their
educational recruitments, this will give recruiters and hiring managers some leverage to accept the
candidates with vast experience in the subjects they teach.
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Challenges arising due to out-break of COVID-19 Pandemic
Most recruiters and hiring managers are unable to attract overseas candidates due to visa restrictions. Few
recruiters have also faced a lot of immediate vacancies as a result of families moving back to their home
countries because of the loss of the job of family members. It was also noticed that due to the impact on the
overall business, institutions were forced to assign fewer salaries to new joiners than the old employees.
This added a lot of pressure on recruiters.
To mitigate the above challenge, it is recommended that schools focus on hiring the candidates locally.
Local hires save the cost of relocation to the company as well. Overseas hires require additional support
from the institute to provide additional initial support concerning accommodation and flights. Hiring from
the local market will save the cost for schools as well. One of the key recommendations in this aspect will
be retention. As discussed earlier, in these testing times, retention will be one of the very good solutions to
the recruitment problems faced by the recruiters and hiring managers of today.

Hiring a fresh graduate in a teaching position
This category focuses on the views of respondents on hiring fresh graduates for teaching positions. It was
noticed that most institutes prefer experienced teachers only. This may be because experienced teachers are
considered to be more effective in increasing student learning than fresh graduates. Also, the idea that
teachers do better with experience. It has been proven that teachers’ performance improved dramatically
with more years they spent in the organization. At some point, they are almost twice as effective as teachers
with less or no experience. Teachers with experience are also said to have increased student learning in
other ways that go beyond the mark sheets like decrease in absenteeism of students, increase in loyalty of
students, encouraging to read more, etc. (Ladd, 2013). It was noticed that recruiters also prefer the idea of
hiring fresh graduates as they may charge less.
Without a doubt, there are benefits of hiring experienced candidates in teaching positions. It is also
recommended that schools can look into hiring fresh graduates as there are some benefits of hiring fresh
graduates as well like cost-saving and eagerness to learn. Fresh graduates bring in the opportunity to mold
a new educator to fit into the school environment which is difficult to do with experienced teachers. As
most institutes around the world focus on adapting new technology to facilitate blended learning, it will be
an asset to have fresh graduates as they are more adaptable to new technology. Fresh graduates are proven
to be excellent in multitasking as well, they excel in bringing fresh ideas to the table (Clouds, 2020). While
there are pros and cons of hiring fresh graduates and experienced teachers, it is recommended that
institutes find their preferred balance that supports the institute’s objectives while recruiting. Another way
of hiring fresh graduates will be to hire them on an internship program and once they understand the roles
well, they can be given a permanent opportunity within the team.

Cultural adjustments
Cultural adjustment as a challenge while recruiting ex-pats from abroad. With the data collected, it was
noticed that cultural adjustment is a challenge for the newest recruits while moving to UAE. Whether the
team has a multicultural environment or people from the same country, still there is some cultural
adjustment that needs to be addressed. It is important for hiring managers to understand the cultural
adjustments that the recruits may have to make and prepare the new recruiters for what to expect.
81

Every year, there are thousands of teachers moving to UAE from around the world. Culture training is
more vital in UAE than ever before. In addition to dress code and general etiquette, employees should be
made aware of how to greet people in the organization should be focused on. The Sheikh Mohammed
Centre for Cultural Understanding facilitates cultural training and one of their major clients is the Ministry
of Educations. They cover 5 pillars of Islam focusing majorly on Ramadan. They have different courses
that can be from 2 hrs. long to 3 days long. (Duncan, 2018). It will be ideal for institutions to tie up with
such organizations to provide culture training to recruits. In addition to culture training, it is recommended
that new joiners should have an in-depth induction and orientation within the institute where they can
understand the strategic mission vision and goals of the institute along with the code of conduct. Such
training will help recruits adjust to the new environment and reduce the turnover within the probation
period.
The findings from this study may foster discussions and related actions around the following:
● Planning of the vacancies for an upcoming academic year well in advance
● Developing a fair compensatory package for teachers which includes benefits and opportunities for
growth and development
● Supporting teachers in Teacher licensing programs for teachers as a retention strategy
● Focus on hiring locally available talent to overcome the difficulty of hiring from abroad
● Strong focus on retention efforts by the management of educational institute to retain their existing
employees
● Possibility of hiring fresh graduates
● Introducing culture training programs for new hires
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ABSTRACT
Emotional intelligence (EI) refers to a collection of skills that deal with emotions and emotional data.
Organizational scholars have paid close attention to EI, and research has explained its meaning and
illuminated its importance in organizations. The author defines EI and explain the abilities that make it up
in this article. The researchers compared and contrasted two methods to calculating EI: performance-based
and self-report. The validity generalization, situation-specific, and moderator models are used to organize
the results of how EI is related to work requirements. The support for the latter two models implies that, in
order to adequately understand how EI applies to requirements, the organizational background and
employee dispositions should be considered. The author recognizes controversies in this field, explains
how findings solve some of them, and suggest future research to address the others. Finally, the researcher
offers some recommendations for future research on the role of EI in organizations.
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Introduction
Every organization has its own criteria to determine if a candidate is able to handle the job responsibilities.
Hiring requirements helps organizations determine if an individual is fit for a certain job or a role in the
organization (Cohen & Pfeffer, 1986). Emotional intelligence (EI) is the ability to understand other
people’s feelings and emotions, and the higher the emotional intelligence of a person, the better they will
be at problem-solving (Salovey, et al., 2000). Moreover, EI is the individual’s ability to manage emotions
and feelings to overcome challenging problems or obstacles (OKWUDUBA, et al., 2019). The main
dimensions of EI are self-management, social awareness, social skills, and self-awareness (Fox, 2002).
Each dimension plays an important role for individuals to have high emotional intelligence which enables
them to solve problems and conflicts effectively.
The purpose of this paper is to use emotional intelligence as one of the hiring requirements in the oil and
gas industry, and this paper explores the advantages that organizations can benefit from by using emotional
intelligence as a requirement. Firstly, self awareness is the ability of a person to recognize his or her moods
and drivers and their effects on the individual and other people. For instance, self-aware people would
know the things that can make them more productive, and that can be money, breaks, etc. Self-management
is another dimension of EI, and this skill helps people to regulate and control themselves in situations that
requires thinking before acting (Gerhardt, 2007). Next, social awareness is the ability of an individual to
understand other people’s emotions, and based on their emotions, the person uses this skill to treat others
according to their emotional reactions (Zautra, et al., 2015). The last dimension is social skills which is a
strategy used to manage relationships and interact with people successfully; this skill is critical to gain
acceptance from peers (Gresham, 1988).
Emotional intelligence was used only in people’s personal everyday lives, but later it was discovered to
develop people in the business world (Hunckler, 2017). By promoting emotional
organizations, researchers have found a positive correlation between emotional
organizational commitment, job satisfaction, employee performance, and

intelligence in
intelligence and

organizational outcome

(Abraham, 1999). Thus, organizations must concrete on emotional intelligence in their workplace to
enhance the firm’s performance.

Problem Statement and Research Objectives
There are a lot of job requirements, such as the ability to communicate in English, the ability to use specific
software. However, there are a few organizations around the world that consider emotional intelligence
because mainly organizations use intelligence quotient (IQ) or grade point average (GPA) as indicators to
measure the effectiveness of a candidate. However, the World Economic Forum projected emotional
intelligence to be one of the top ten skills in 2020 (Licheva, 2020).
In the oil and gas industry, intelligence quotient (IQ) and grade point average (GPA) are not sufficient
evidence in determining whether the candidate can be fit in the workplace or not (OKWUDUBA, et al.,
2019). Fresh graduates can face a lot of difficulties in coping with a new environment, and emotional
intelligence is needed in the workplace because the workplace is a place full of communication and human
interaction (Gilin Oore, et al., 2015). Also, emotional

intelligence has been linked to employees

productively and this link is common because of the environment of the workplace when EI is employed.
Mostly, employees who work in the oil and gas industry go through job rotation which leads most of them
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in working in remote areas with less supervision (Sumbal, et al., 2018). New environmental policies and
regulations are taking place in the oil and gas industry, and the industry has to come up with innovations
that can help the industry to survive and achieve sustainability (Managi, et al., 2005). Therefore, having
the right employees who can lead this change so this change will require the right employees. Most
problems in the oil and gas industry can be solved if companies employ the right people with the right
skills to increase organizational performance. The benefits of emotional intelligence will be discussed in
detail in the next chapter which will be a literature review on the advantages organizations can gain if this
requirement is employed. Furthermore, the paper will explain how attitude is vital to deal with peers in the
workplace, emotional intelligence and its influence on job performance, empathy in the workplace which
is about understanding peers and employees, relationship management skills and how emotionally
intelligent employees can help companies and themselves with this skill, organizational changes and how
emotional intelligent employees deal with organizational changes, and finally how emotional intelligence
is used to be a professional in organizations.
The research sought to answer the following questions:
1. What is emotional intelligence in a pilot study and oil and gas company?
2. What is the relationship between emotional intelligence and employees' attitude?
3. What is the significant relationship between emotional intelligence performances towards

top

performance?
4. Why soft skills help the candidate to get hired in most organizations?
5. Why empathy does not play an important role in the organization?
6. Why relationship management skills build a comfortable environment and help in achieving the task.
7. Why do employees resist organizational changes?
8. Should emotional intelligence be the main factor in hiring a candidate?

Hypotheses Testing
The following hypotheses are formulated to find the relationship between the variables. H1: Companies
should hire an employee based on their intelligence rather than their attitude. H2: Top performance is more
related to a person's emotional intelligence, not their GPA nor IQ. H3: Soft skills help the candidate to get
hired in most organizations.
H4: Empathy does not play an important role in the organization.
H5: Relationship Management skills build a comfortable environment and help in achieving the task.
H6: Employees do not like organizational changes because they find it difficult to adapt. H7: Emotional
intelligence should be the main factor in hiring a candidate.
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Literature Review
Attitude
While personal intelligence is vital and adds value to companies, attitudes can be more important since
dealing with people requires certain social skills in order to build and maintain

relationships.

Organizational culture, policies, common practices in organizations, and the work environment shape
employees’ attitudes and personalities; thus, organizations have responsibilities to influence attitudes in
the workplace. On the other hand, most personalities are influenced by genetics and family background,
and these factors cannot be ignored because family background and genetics tend to dominate people’s
personalities more than any rules or policies (Farrukh, et al., 2017). In support of this argument, a study
was investigating the correlation between organizational rules and bureaucratic personality. Researchers
have found people in the private sector need rules while managers in the public sector who are used to
bureaucracy, they prefer fewer rules, so their work environment did not influence them to vote for more
rules. However, the study has many limitations which can impact the result of this study, and one of the
limitations is that the researchers did not measure the level of rules in the sector which can change the
result of this study (Bozeman & Rainey, 1998).
People must have the skill to deal with co-workers and managers and employees should promote positive
attitudes in the workplace which has great benefits on the performance of

the employees and

organizational commitment, and employees who show positive work attitude tend to align their goals with
the company’s goals which is an important factor for firms to facilitate new changes and the development
of firms (Olori & Wechie, 2017).
On the contrary, a study in Nigeria was investigating whether organizational culture and attitude could
have a positive impact on the performance of the employees, and the result shows that there is no
correlation between top performance and attitude nor organizational commitment (Emengini, et al., 2020).
However, in this study the respondents were rating their organizational culture, and this could have
impacted the result of the study, and it could have been more reliable if researchers were rating the
organizational culture. Furthermore, there should always be healthy competition among employees and
feeling empathy to colleagues and support them when they achieve something; however, companies do not
want to have

unhealthy competition among employees which can affect the company’s operation

(Ganegoda & Bordia, 2019). Therefore, highly emotional intelligent people can balance envy and being
happy to peer’s achievements.
Having good customer service can be a competitive advantage to firms, and showing a positive attitude is
important to retain clients. So, no matter how intelligent an employee is, he or she must show an excellent
attitude to keep their customers. Some argue that the education level and personal intelligence plays a
critical role in people’ attitudes, and the higher the degree is, the better the behaviors will be in terms of
dealing with social problems, economic issues, and environmental issues (Makowsky & Miller, 2014). The
relationship between educational background or intelligence and positive behavior might be strong in
general, but in organizations they may have all employees with bachelor’s degrees, but their attitude will
be different from one another. According to Daniel Goleman, academic achievement is not a skill or a
talent, but the real talent or skill is to be emotionally intelligent (Goleman, 2012). For example, increasing
the level of optimism within a team, it requires a talent to be able to motivate the team to achieve its target
88

or goal. It is true that people are hired for their attitude during interviews and also some companies do
background checks on the candidates to see criminal history, cases in courts, etc. However, after a
candidate is hired, over time many things could change like behaviors, beliefs, and culture differences.
Therefore, emotional intelligence can add value to the hiring selections since highly emotional individuals
must demonstrate skills that can ensure positive attitudes from candidates, such as social awareness, social
skills, and self-management. In addition to that, there is no real evidence that emotional intelligence
declines over time, so emotional intelligence can be the best tool used to ensure positive attitudes in the
workplace (Gong & Jiao, 2019).

Job Performance and Emotional Intelligence
A good job performance involves a set of skills, and each skill makes the quality of jobs more efficient.
Therefore, organizations care about the job performances of their employees because it contributes directly
to the success of organizations. An example of a solid job performance is when an employee checks the
quality of work which involves accuracy information and persistence, quantity of work which is about
managing time and being productive, job knowledge which is about understanding the work and jobs
within an organization, and finally working relationships which focuses more on communication skills and
working with peers (Chron Contributor, 2020).
Each element of a good job performance can be linked to emotional intelligence. Firstly, emotional
intelligence has always been associated with memory for emotional reactions and affective forecasting and
based on a recent research it was concluded that emotional intelligence can predict emotional reactions
with high level of accuracy (Hoerger, et al., 2012). Thus, highly emotional intelligent people can benefit
companies by forecasting customers’ reactions to a new product or a new way of doing business with other
companies. Secondly,

self-management involves a lot of skills, such as time management,

problem-solving, confidence, organizing skills, etc. Time management is a critical skill for an employee to
have since there are deadlines to meet, meetings with clients, shipments and delivery. So, organizing and
managing time properly can prevent employees from job stress which can affect the performance of the
employees as well as work and life imbalance. Highly emotional intelligent people tend to have time
management skills and adopt healthy behavior to help them cope with stress, and that is mainly because
people with a high emotional intelligence score have the tendency to employ their emotions to help them
deal with the current situation (Pau, et al., 2004). However, the study was investigating undergraduate
students, and the students were given only one test to determine their emotional intelligence scores, so if
the students were given more than one test that could impact the findings of this study (Ciarrochi, et al.,
2001).
Thirdly, job knowledge can be the skill that makes the employees perform the work effectively since this
skill will enable the employees to know tactics, methods, and skills that are needed to master the job (Beier,
et al., 2017). Those methods, skills, and techniques can save time and resources for both employees and
firms. The relationship between job knowledge and emotional intelligence can be not so obvious, but
researchers found that since emotional intelligence helps people to overcome emotional problems, this will
help them to deal with job challenges which after gives them the proper knowledge of the job; however,
researchers are

working more on making the relationship between emotional intelligence and job

knowledge stronger and make it more valid (Beier, et al., 2017). Lastly, working relations which can be
verbal or written communication, and this skill is vital to have a good working environment. Emotional
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self-awareness can help individuals to know their own emotional capabilities, and

based on these

capabilities and emotions, they make decisions (Khalili, 2012). Also, making decisions and being aware of
the limitations and feelings can help people to handle tasks that they can accomplish without struggling.
5
On the other hand, some authors argue people who do not go beyond their own limits will not improve their
performance since they will be handling tasks familiar to them (White, 2009). However, for a person to be
self-aware means that they know to evaluate themselves, and this evaluation helps them to improve and
overcome their own weakness but if people are not aware of themselves, it would be hard for them to know
the challenges they may encounter (Ashley & Reiter-Palmon, 2012).
IQ and GPA are used for many years as a measurement of personal intelligence and due to that companies
link it to job performance, which means the higher the IQ or GPA, the better job performance of an
individual would be (Richardson & Norgate, 2015). Even thought, the correlation between IQ and high job
performance is 0.5 which is in the middle and cannot predict whether a person would be a top performer or
not (Siboni, 2019). Some authors conducted a study to test the best tool to predict job performance, and it
has been concluded

that emotional intelligence is a valid tool and better than IQ and personality

competencies to predict job performance for 100 people in the study (Downey, et al., 2011). Furthermore,
emotional intelligence can more accurately predict job performance than other tests, such as Big Five
personality traits as well as cognitive ability tests (Joseph, et al., 2015).

Empathy
Understanding peers, managers, and subordinates is vital, and having a sense of empathy towards them is
required to create a friendly workplace. Relationships between subordinates and managers must have some
empathy, so it can result in positive attitudes (Madera, et al., 2011). According to Dinkins, one of the
fundamentals of building code of ethics is to have empathy since it is hard for employees to work without
empathy because they need to be understood and treated generously and kindly (2011). Empathy in
emotional intelligence comes from self-awareness which means people who are more open to their
emotions will be more skilled in anticipating feelings of others, and that will lead to a sense of empathy
towards others (Goleman, 2012). For example, a person who does not know how he or she would feel to
be fired, he or she would not understand or even predict how others would feel in this situation because
they lack self-awareness, and they will also not show empathy, as a result of lacking self-awareness. The
importance of empathy cannot be denied although some professionals have found it difficult to apply it all
the time due to the nature of the job, a lack of adequate time or the lack of education in empathy
(Moudatsou, et al., 2020). Others could argue that people with high IQ can show empathy, and it is not all
related to emotional intelligence; however, a study was investigating the relationship between IQ and
empathy, and the finding of the study discovered that there is no such a relationship between them
(Goleman, 2012).
Furthermore, registering others’ feelings makes people human, and to fail at registering feelings; the result
will be a huge gap in emotional intelligence and humanity (Goleman, 2012). Therefore, empathy is
important in the workplace since it is part of humanity, and this is what robots lack showing empathy and
feeling to others (Benjamin, 2020).
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Relationship Management and Emotional Intelligence
Relationship management is a technique companies use to keep their ongoing business activities to
improve their operation, and there are two types of relationship: business to customer and business to
business (KENTON, 2020). Business to customer relationship is often referred to as B2C and in this type
of relationship firms sell their products or perform services directly to consumers (KENTON, 2020).
Business to business relationship includes all business transactions between two businesses, such as
retailing, wholesaling, or manufacturing, and this type of relationship is referred to as B2B (CHEN, 2020).
In business to customer relations, organizations should work hard in order to provide the best to its
customers and this is done by knowing the customers very well, and most companies do that to gain a
competitive advantage that can make the business more successful (Gebert, et al., 2003).
Similarly, Business to business relation which gives businesses an opportunity to

enhance their

procurement choices which lead to lower business costs, and this type of relationship needs to be
maintained to strengthen the supply chain of a business (Gurton, 2001). Thus, managing relationships in
the business world is as important as having a good product, and employees play a critical role in managing
relationships. Because employees have a part in this kind of relationship, employers must ensure their
employees can handle the responsibility of managing relationships with customers and other businesses.
There have been studies that link emotional intelligence with managing relations which result in customer
satisfaction.
One of these studies is in the tourism industry, authors suggest using emotional intelligence as a tool to
engage with customers, to make satisfy them, and to keep them loyal for a long period of time, and that is
mainly because emotional intelligent employees have a set of social skills that helps them to interact with
clients (Sofiyabadi, et al., 2012). On the flip side, a study does not recommend emotional intelligence to be
used as a standard in hiring salespeople because of the lack of evidence that links emotional intelligence
with sales; in this study, the link with sales is coming from relationship management. However, the study
was focusing on the sales numbers not relationship management although relationship management skills
can help employees with their performance but in this study did not consider the long-term impact on the
future sales of highly emotional intelligent salespeople.
In support of this argument, some authors suggest measuring customer relationships by the length of time
that customers are loyal to the firm (ain, et al., 2003). An analysis was conducted in 1993 to measure the
impact of emotional intelligence on sales in L'Oréal Company, and the finding of this study was that
emotionally intelligent salespeople were able to achieve their target and sometimes excessed the expected
target more than those salespeople who are less emotionally intelligent (Khalili, 2012).
Maintaining good relationships in the workplace with peers and supervisors with his or her employees are
vital, especially in a workplace that has a high level of diversity and also employees with disabilities.
Although conversations in the workplace are mostly about tasks; however, people spend more time with
coworkers than they spend with close friends or family members, so the workplace is a place where
employees can build various networks and these relationships can go beyond the workplace (Tuikka,
2019). The result of socializing with coworkers is having a happy workforce and less stress on the
employees since socializing can boost the mental health of employees (Chadsey & Beyer, 2001). Whereas
bad relationships with employees and peers can have severe consequences on the performance of the
employees, the working environment within an organization, and bad health outcomes (Tuikka, 2019).
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In addition to that, negative relationships in the workplace could be the cause of job dissatisfaction, less
committed employees, and increase the stress level of the employees (Tuikka, 2019). It is argued that
feelings should not get in the way of any job, but emotions can lead to effective job performance (Fineman,
2000). The skills that emotional intelligent people have can go beyond professionalism since the four
dimensions of emotional intelligence provide a set of skills that can enable individuals to manage
relationships in their daily lives as well as managing relationships in the workplace. According to a recent
study, the researchers of this study suggest using emotional intelligence in organizations to enhance human
relationship management, which can benefit organizations to increase the organizational commitment
within the workplace (Adeoye & Torubelli, 2011).
High employee turnover rate can be concerning to some organizations, and there are many reasons for high
employee turnover, e.g., job stress, bad working environment, financial reasons, job commuting.
(Delfgaauw, 2007). However, most of the time employees quit their job because of the unhealthy
relationship between employees and their supervisor (Reina, et al., 2018). Moreover, large teams and
bosses’ performance are powerful influences that can lead to staff attrition (Silverman & Waller, 2015).
There are multiple reasons that can force employees to quit their job because of their bosses, and the
reasons can be like failing at showing the right behavior, the stress and pressure that bosses add to the
employees, failure of showing leadership skills, etc.; however, having a bad boss is not always bad because
employees can learn from this experience to avoid becoming bad bosses in the future and also employees
can take good bosses for granted, and having a bad boss can make the employees feel grateful for their
current supervisors (O'Rourke, 2010).
According to some authors, bad supervisors are not common in large firms and they represent 13% of
Europe’s workforce but this survey brought a light to the attitudes of bosses which mostly make them bad
bosses because they do show respect to their workers (Artz, et al., 2020). The hiring expenses can cost
companies a lot of money, and organizations can avoid these reasons by focusing more on relationship
management skills and also to protect their employees from mental problems that can be caused by bad
managers (Silverman & Waller, 2015). Thus, showing respect and the right behavior to employees and
peers could save money for firms and make the workplace more likeable.
The relationship between employees and their organizations could result in many positive outcomes if the
relationship is being managed properly by the two parties. Most organizations want to increase job
satisfaction, organizational commitment, reduce turnover intention, promote organizational citizenship, so
to have this kind of culture in organizations, employees must be aware of it to help firms achieve their
mission and vision. There is a relationship between job satisfaction and emotional intelligence and that is
mainly because of self-awareness which helps individuals to recognize the surrounding factors that make
them satisfied with their jobs (Jung, 2018). There are also some authors who suggest leaders’ emotional
intelligence is the main reason why employees are satisfied with jobs and committed to their organizations
given the skills that emotional intelligent leaders have, such as empathy, self-management, social skills.
(Ruestow, 2008). Given the soft skills that emotional intelligent people have that put them in a position
where they can pick the best job opportunity because their skills attract big firms to hire them, that is the
justification behind job satisfaction and organizational commitment (Shooshtarian, et al., 2013). Finally,
the relationship between organizations and employees involve many factors to be considered and this
relationship requires both parties to be aware of the importance of maintaining it.
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Emotional Intelligence and Organizational Changes
Having the right people in the organizations can make a huge difference in terms of the speed of
implementing changes. Nowadays, companies adapt new changes to survive in the market and to compete
with their competitors, especially in the oil and gas industry where the environmental policies change
rapidly, and companies need to be innovative to respond to the new challenges in the industry and adapt to
these changes in order to cope with the current situation. In general, people find it difficult to change and
adapt to new changes. The relationship between change and emotions cannot be denied because emotions
are used to deal with change; therefore, emotional intelligence can be used to give some insight to manage
this change (Jordan, 2004). Being flexible and accepting new changes is what makes emotional intelligent
people have an advantage over people who can have high IQ or GPA but not emotionally intelligent
(Jiménez, 2018). Technology is now changing rapidly and that is resulting in the behavior of people in
accepting new changes since the complexity of jobs require people to adapt to new changes (Benjamin,
2020). It could be argued that not every job is related to technology because people sometimes need to
change their behaviors to fit in a new place and acknowledge the culture differences in a particular
organization. Also, changes can occur in organizational structures of companies in which people leave
firms because of changes in management (Benjamin, 2020).

Emotional Intelligence for Professionals
The word professional is commonly used in every industry and most people seek to be professionals in
their lives; however, being a professional at the workplace requires skills like controlling emotions,
time-management, being positive, leaning in, and being a top performer (Palmer & Shannon, 2015). Thus,
we can find a lot of similarities between emotional intelligence and professionalism, so in order for
employees to master professionalism, they will

have to be emotionally intelligent because of the

dimensions of emotional intelligence. People who have IQ or GPA tend to care only about facts and
figures. However, in the case of emotional Intelligence people, they focus more on the feelings of
themselves and others. Self Management, social skills, social awareness, self-awareness are soft skills that
cannot be taught from a textbook in universities (Arat, 2014).
On the contrary, some authors think that universities may not teach the students those soft skills from a
textbook, but students should learn those skills through adapting to the universities’ environment because
they are deadlines to meet which they require students time management skills (Cinque, 2016). But many
employers think that soft skills are needed to be taught because the workforce lacks skilled employees
which means that many students can still graduate without learning vital skills, such as self-management
because the focus in universities is on professional knowledge like knowledge in Chemistry (Gruzdev, et
al., 2018). Knowledge and facts will not make people successful at their jobs if they do not know how to
deal with their employees, peers, and customers or know how to manage their stress. The importance of
soft skills in the labor market is growing rapidly and has been linked to employees’ wages while skills in
math and low social skills grew slowly over the years because the need of soft skills is important in
teamwork (Deming, 2017).
Given the evidence from the dimensions of emotional intelligence which can provide individuals cognitive
skills can pave their ways to achieve success in their jobs and influence job satisfaction; employers can use
emotional intelligence to select job candidates, especially occupations that require social interactions
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(Shooshtarian, et al., 2013). On other hand, emotional intelligence can impact and influence individuals’
lives and can change it from personal to professional; therefore, emotional intelligence is becoming an
interest in the area of research (Iannucci, 2013). Emotional intelligence has been emerging in human
resources management, and researchers have been exploring the impact of emotions in the workplace and
its importance on employee’s well-being (Santos, et al., 2015). Much to be explored in the field of
emotional intelligence and its impact on employees, as well as the use of emotional intelligence in the field
of human resources management.

Methods
Data collection was conducted online by using Google Forms, which also helped to export the data into
Excel Microsoft spreadsheet. Responses were used as primary data. At the beginning of the survey,
participants were required to read a sample survey cover letter that included my name and contact
information and my dissertation supervisor’s name and contact information if they were satisfied with the
manner of this survey. Data was processed by the researcher using Excel Microsoft to find correlations
between emotional intelligence and other

independent variables. The study shows mean, standard

deviation and interpretations. Secondary data was gathered from online articles, journals, etc.

Methodology
This research paper adopted the ontological philosophy since the paper mentioned realities and situations
employees encounter, and also the survey questionnaire asked about the reality and the nature in the oil and
gas industry. Also, survey questionnaires did seek the respondents’ perspectives on emotional intelligence
as one of the hiring requirements which is important in this type of research philosophy to get the reality
and opinion on this subject to debate their responses with the literature review, then interpret them to draw
findings. According to Hakim, research design is the conversion of questions into research studies that
10
can answer the questions (2000). The objective of research design is to provide a comprehensive plan to
collect data and analyze the data (Muma, et al., 2019). The approach that is taken in this study is
quantitative research design. In this study, descriptive and correlational survey designs were adopted to
identify relationships between the dependent

variable which is emotional intelligence and other

independent variables such as, attitude, and relationship management. Quantitative research was more
appropriate in this study because the main objective is the form of function of the independent variables to
the dependent variable (Myers, et al., 2010). Also, a quantitative research method investigated and
measured the feelings of people, and the aim of this study was to see if people prefer to have emotional
intelligence as a hiring requirement (Watson, 2015). Descriptive and correlational survey design were
helpful in this study since descriptive design will give an insight of the current status of emotional
intelligence and correlational design determined the extent of relationships between the dependent variable
and independent variables (Janes, 2001).

Data Analysis
The aim of this quantitative research was to find if employees in the oil and gas industry prefer to work
with emotionally intelligent people. Also, based on the responses that have been collected, the researcher
was looking to find correlations between emotional intelligence and some other independent variables,
such as soft skills and empathy,
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Results
Table 1. Emotional intelligence and the relationship with dependent variables.

Emotional Intelligence and Attitude
Question 1: positive attitude intended to address if employees care about the attitudes of their colleagues,
and based on the responses, employees agreed with a mean of 3.71 and mode of 5 that they care about the
attitude of their peers more than their personal intelligence. The mode of question 1 was 5 which means
that most respondents strongly agree. This result of question 1 supports that smartness is not enough to be
hired if attitudes are negative.
11
Question 2: GPA/IQ more than attitude was addressed to give an insight if companies are likely to hire
applicants for their IQ scores and ignore whether the applicants show negative attitude, and the result of
this question was neutral with a mean 2.90 and mode of 3. In order to gain more insight of the distribution
of question 3, the coefficient of variation was calculated, and it is 0.41 which is considered to be very low.
According to some scholars, low value of coefficient means the prediction is precise (Insee, 2016). Hiring
for attitude is most common in big companies, such as Google, as they look for applicants’ attitudes more
than their academic achievements/intelligence (Tschohl, 2021).

Emotional Intelligence and Top Performance
The intention of asking question 2, top performing employees, is to find out if academic achievements are
the primary reason for high job performance. The received responses indicate that it is neutral with a mean
of 3.32 and mode of 3, and this could be interpreted either respondents do not know the academic
achievement of their employees or it depends on the individuals. According to some authors, there is no
real evidence that links academic achievements with high job performance which supports the second
hypothesis that suggests it depends on the employee’s knowledge of the job (Siboni, 2019).
The reason for asking question 4 is to measure the relationship of emotional intelligence and top
performers based on the respondents’ observations. The mean of question 4 is 3.26 and the mode is 3.
Based on the respondents’ observations from the educational sector, there is no real evidence between top
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performance and being emotionally intelligent, which supports the argument of some authors who claim
high emotional intelligence scores can predict solid job performance (Shahhosseini, et al., 2012).

Emotional Intelligence and Soft Skills
The aim of asking question 5 is to have an idea on companies hiring requirements whether firms only care
about IQ and GPA scores or there are other requirements, such as time-management, social skills,
self-management, etc. The mean of this question is 3.75 and the mode 5 which shows respondents agree
that soft skills are essential in the hiring process. This suggests that most organizations are likely to
consider soft skills as important as technical skills, and firms are more willing to invest in employees who
have soft skills to excel in the future (Davidson, 2016).
Question 6 is meant to be asked to find out if organizations appraise the dimensions of soft skills which are
self-management, social skills, social awareness and self-awareness more than IQ and GPA scores. The
result of question 6 shows a mean of 4 and a mode of 5, and since the majority agree that their companies
appraise emotional intelligence’s dimensions.
Data: Emotional intelligence and Empathy
Question 7 explains the need of empathy towards other employees. This question shows that if a person is
empathetic, they can understand other people’s feelings also. The results show that most the persons agree
on this with means of 3.74 and mode 5. Empathy is an emotion in which people strive to consider others'
minds and try to see it in various ways and justify one another's behaviour. It is also the method of
communicating with other minds, primarily with other feelings including concern for others (Singh, 2014).
12
In Question 8, it depicts that it is necessary to have empathy for the employees of the company. The
respondents responded that they agree on this that the employees should have empathy in the workplace
yield results 3.77 with mode of 5. Empathy on the Workplace is a top priority for many companies in
looking beyond conventional management development strategies and the recruiting of leaders capable of
progressing the company. The managers/bosses may need to build capacity to show empathy, in enhancing
performance and effectiveness. While some people have more empathy and have an advantage over their
peers, the majority of leaders fall at the middle level. Fortunately, empathy is not an integral characteristic,
it can be taught (AHMED, 2014).

Emotional Intelligence and Management Skills
Question 9 is related to time-management skill and its connection to emotional intelligent supervisors and
their time-management skills. The mean of this question is 3.55 which means the respondents agree that
emotional intelligence is likely to make their subordinates more comfortable. However, the mode of
question 9 is 3 which shows the majority are neutral. Time management is a mechanism in which goals are
determined, targets are established, tasks are prioritized and organized (Lakein, 1973); where a significant
relationship between job stress and TM variables and the target setting, preparation and productivity
appraisal of employees has been established (Khodaveisi, et al., 2015). The method of using time to reach
maximum productivity efficiently involves monitoring the schedules and

preparing, arranging and

implementing the organizational goals required for employee and organisation's sustainability in advance
(Sahito, et al., 2016).
Question 10 is meant to assume that everyone in the company has good intentions for other employees and
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the boss. The results show 4.13 with mode of 5 which explains why people agree with this. (Thomas,
2009) points out that the biggest challenge to organizational motivation is to recognize what motivates
each employee, taking their different differences into account. In other words, (Thomas, 2009) has
identified personality variations as the primary obstacle to management's successful involvement in
employee motivation.
Question 11 is meant to be asked to find out if employees/peers have relationship management skills; its
results show that employees/peers agreeing with the statement yield 3.52 mean with mode 3. This
question has mode 4 which means Agree. Based on the results the responses that are important that the
employees must have strong relationship management in order to interact and build a healthy relation with
the employees. Communication can be the support system to any improved and quality training policy that
can strengthen the company and functions as a bond between individuals and employee satisfaction in an
organisation. The groups within and outside the organization are increasing. The most critical element in
establishing a relationship between people is interactive or two-way communication. It is absolutely
difficult to think about any interaction without communication. Some scholars believe communication is
important for building confidence between employees (Das, et al., n.d.).
Question 12 In this question respondents have to answer how relationship management is important to
have shared values for the organization, as results shows 3.94 means with mode
13
5 which is Strongly agree. In an organisation there is an organizational value system where employees
express fundamental key values of ethical conduct within an organization and, most importantly, share the
values that are promoted by organizational leaders. The organization has a clear value system (Paarlberg
& Perry, 2007).
Similarly, Question 13 addresses how important it is for a boss to have relationship management skills.
According to respondents their views are Agree with 3.26 means and 5 mode that their boss relationship
management helps them achieve their goals/targets. Some researchers have supported communication and
relationships between management and its employees to sustain an employer-employee relationship that
eventually leads to the performance of efficiency, work satisfaction, motivation and morals of the
employees (S.Chaubey, et al., 2017).

Emotional Intelligence and Organizational Change
Question 14 and question 15 are regarding Organizational changes in a company. Question 14 was meant
to ask if employees find it difficult to adopt organizational change, where most of the respondents
answered Agree with 3.29 mean and mode of 3 which means Strongly Agree. As we all know some people
like changes and some are not fond of changes in their environment, they feel safe and comfortable in their
space, that's the reason some respondents are neutral regarding adoption of changes in the organization.
(Jimmieson, et al., 2004) mentioned that stress on roles is likely to be caused by organizational change
uncertainty. Employees feel overburdened if too many roles are assigned in a certain amount of time or
where new jobs go beyond the existing knowledge, skills and abilities of employees.
In question 15 emphasis is employees are resistant towards the organizational change, the results show that
3.42 means which most of the respondents are neutral whereas mode is 3 which means Neutral.
Organizations identify change as being necessary in the most competitive environment and emerging
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market challenges of today for their survival and prosperity. They take the opportunity to improve the
situation and to keep up with new and demanding competitive environments. Resistance is expected and
considered to be a natural part of the transition phase. The organizations go from the known to the
unknown Resistance takes place. Many major organizational reform efforts have failed due to employee
resistance. That point is valid here why respondents agreed and feel neutral to this question (Cawsey &
Deszca, 2007).

Emotional Intelligence and hiring process
Question 16 describes the hiring process should be based on emotional Intelligence. Respondents agree
with 3.90 means and 5 mode which strongly agree. In today's workplace, where many employers prioritize
their collaboration, it is of prime significance to hire employees who are able to recognize and control their
own feelings while recognizing what makes them work. The emotional intelligence is the most significant
aspect in recruiting by far Bill Benjamin, a collaborator with the Health and Human potential Institute
(Brooks, 2019).
In the last question 17 we see which is better for an employee to work, who has emotional intelligence or
personal intelligence. The results show that respondents Agree with working with an employee who is
emotionally intelligent rather than personally intelligent with a mean of 3.87 and mode of 5 which is
Strongly Agree. Emotional intelligence components
14
cannot operate isolated, unlike interdependence. People must be aware of themselves enough to know
what actually pushes them in those cases to achieve success. They must also be able to use optimum
capacities, particularly in stressful situations, to regulate their emotional energies (Cotruș, et al., 2012).
People must be attentive to what encourages others to affect the actions of these individuals. Motivation
for understanding resides in the growth of social skills, and the ability to influence other behavior, to solve
conflicts, to work and interact with others.

Discussion
During the course of this dissertation, there may be occasions where a specific case necessitates the ability
to address certain conditions intelligently. Emotional intelligence assists certain individuals with grooming
to see how to handle various situations.
The fill-in engagement is chosen because the worth of effort engagement and representative performances
are directly linked with one another. Better will be the employee's executions, captivating over the value
of commitment aides the task group to complete that one task on time for desired outcomes. The research
should have been done to see whether there was a positive relationship for the value of effort commitment.
Filling in commitment allows staff to devote more energy to putting in as much effort as possible, which
can lead to burnout. However, whether such states are taking care of intellectual elites or not, inward
conditions could remain under regulation, and may even have an impact on not just customized intellectual
elites. Be that as it might, it should be able to deduce something from it. Fill-in interaction mediates
positively between Emotional Intelligence Furthermore mission representative executions, according to
the findings.
Chiefs' ability is divided into four distinct qualities: communication, conflict management, mindfulness,
and collaboration. Based on the findings, it can be concluded that a chief's skill is essential in the outcome
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of any project or undertaking. Directors who are inwardly wisely suited on conveying their worth of effort
Appropriately on their administrator is

a great administration faculty who encourages as much

collaboration parts for communication boundary, as well as provides for thoughtfulness over as many staff
as there might be the most severe likelihood of such outcomes.
The skill of employees balances the middle of fill in commitment and worker execution in a constructive
way. When the chief's attitude is encouraging, the value of effort and commitment offers such inner
support. Representatives are more convinced and certain that they need an administrator for beneficial
competence; results show that a chosen administrator will improve representative execution for a more
positive mental state. Representatives will have the opportunity to be more enthusiastic and clinched, as
well as fill in interaction, which will be visible "around them." When such members need assistance with
a single mission in nature's domain, their implementation becomes more complicated. Such results
necessitate assistance in ensuring the validity of the whole theory. Due to the existence of Emotional
Intelligence, the information gathered beginning with distinct associations or gathering about people
suggesting they come about Emotional Intelligence requires a certain impact on activity execution.

Conclusion
The association that is established between those in authority and the workers contributes to the general
community and the association's climate. Higher levels of emotional intelligence were linked to higher
authority viability (Goleman, 2012). Previously, it was possible to bind the association by effort and
entryway. Those studies should have been conducted in many different ways to look at the importance of
emotional intelligence as a main factor to consider when hiring employees in the oil and gas industry.
Undertaking built associations rely on their employees to deliver results on time, within budget, and in
accordance with principles. If the staff need internal sound assistance, it will have a specific approach to
their execution, resulting in extraordinary results and seeing. These analyses were tested by factoring in
emotional intelligence as a dependent variable. In addition, the capacity

of the mediator venture

supervisors was examined. The study focuses on and suggests that emotional intelligence be considered as
one of the hiring requirements. Employees' performance is affected by their emotions rather than their
environment, so they can end up inwardly canny representatives can lead to more errands being completed
more efficiently, which affects job efficiency. Often, irritate their employees in a more inwardly canny
manner, which will undoubtedly occur in an upcoming scenario.

Limitations and Future Studies
Owing to a lack of funding and time constraints, the study was not carried out in other cities. Further
studies may be conducted in the future to infuse the value of emotional intelligence research in the oil and
gas industry. The findings of quantitative analysis indicate a positive relationship between variables.
Qualitative studies may be conducted in the future to obtain more acceptable outcomes. The same model
may be tested again with the same or different measures; the measures used in this study were tested in
western culture; however, results which vary by area. In the future, study can be conducted in other Middle
Eastern regions.
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ABSTRACT
The world is moving towards a new development era where digital, biological, and physical technologies
are driving the Fourth Industrial Revolution and they have achieved an extraordinary development in their
respective fields. This paper thus aimed to discuss the 4th industrial revolution, the technological drivers of
this revolution, the challenges, and opportunities they bring along and how the organizations around the
world are responding to them in terms of technology, firm innovation and creativity. The study applied an
ethnographic approach and collected data through contextual interviews. The researchers conducted semi
structured interviews with three participants of Middle East Propulsion Company, Riyadh, Saudi Arabia.
The collected data was categorized under four themes and later analysed using NVivo. The study findings
revealed that there is awareness on the Fourth Industrial Revolution but not to an extent to fully make use
of the endless opportunities that it brings along. Apart from opportunities the organizations must face the
challenges and obstacles that come in during its implementation such as security and privacy, skilled
workforce, and financial investments. The study concluded that the companies must come up with potential
solutions to overcome the hurdles and barriers by devising strategies which are long and short-term both
along with

specific training programs aimed to acquire the required workforce needed in the

implementation of Industry 4.0.
Keywords—Industry 4.0, cybersecurity, privacy, technological drivers, challenges, and opportunities
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Introduction
The 4th Industrial Revolution is a blend of technologies which blurs the lines of digital, physical and
biological spheres. Currently, we are positioned on the point of the 4th Industrial Revolution. According to
Liu and Xu (2017), this revolution varies from the first three industrial revolutions and is categorized by
the extensive application of cyber-physical systems in the manufacturing world. The basic context of the
4th Industrial Revolution is its in-depth integration of networking system and intellect (Zhang et al., 2019).
This 4th Industrial Revolution is not restricted to industrial production. It is reflected in all the facets of the
society along with technology (Lalanda et al., 2017, Theorin et al., Xu et al., 2013), consumption and
business, production and its impact on human life. Till now, we have not developed a concrete
understanding of the 4th Industrial Revolution technological trend (Höme et al., 2015, Qin and Cheng,
2016, Sackey and Bester, 2016, Singer, 2015, Weiss et al., 2016).
Various controversies are stirred up by the 4th Industrial Revolution. This stirring up of controversies
regarding the 4th Industrial revolution provides a ground to estimate the definiteness of the meaning and
the order of the concept. Various definitions of 4th Industrial revolution has been provided by a number of
studies and forum such as, the World Economic Forum states that the 4th Industrial Revolution has been
developing since the starting of the 21st century. This revolution has been described as a revolutionary
change which is based on the current diverse technologies, but this does not explain the technical pattern.
As quoted in a study by Jazdi (2014) according to the 4.0 concept industry, the 4th Industrial Revolution
began through the use of cyber-physical systems, IoT and services. This industry cannot be well defined
but it included elements like smart factories, CPSs, self-organization, new systems in the development of
products and services, new systems in the procurement and distribution, corporate social responsibility
(CSR) and adaptation to human needs (Lasi et al., 2014).
The global landscape is changing rapidly bringing along nanotechnology, quantum

computing,

biotechnology, and a lot more into the economic industry in every part of the world. The 4th Industrial
Revolution changes are very much reflective, from human history point of view; there has never been a
time of great opportunity or potential challenges. The world is racing towards this fast-approaching stage
of hyper-digital incorporation and there are no signs of stopping Pessôa and Becker (2020). Therefore, the
purpose of the study is to address the challenges and opportunities of the 4th Industrial Revolution and how
the world governments can adequately respond to the increased social tensions which are caused by the
socioeconomic changes brought by the 4th Industrial Revolution. Theoretically, this research aims to focus
on the challenges and opportunities brought by the 4th Industrial Revolution and how the organizations
around the world are responding in terms of technology, firm

innovation, and start-up strategy.

Furthermore, this research also contributes towards the development of industries and academia to build
their concepts about the 4th Industrial Revolution and to concretely respond towards them. By developing
their concepts about this revolution, they are opening the gates of opportunities which will enable them to
develop diversified creative business agendas and research topic related to the 4th Industrial Revolution.
This research is aimed to discuss about the 4th industrial revolution, the technological drivers of this
revolution, the challenges and opportunities they bring along and how the organizations around the world
are responding to them in terms of technology, firm innovation and start-up strategy. Based on the aim of
this research, the following research questions have been formulated: What is Industry 4.0, and which
technological drivers does it comprise of? What challenges and opportunities are brought by the 4th
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Industrial Revolution?
How the organizations around the world are coping with the transformations brought by Industry 4.0?

Literature Review
Technological Drivers
Digital, biological, and physical technologies are the three fundamental technological drivers of the 4th
Industrial Revolution. This revolution is determined by the breakthroughs that each of these three areas
experiences within their area and a merger. The main technological driver for the 3rd Industrial Revolution
emerged from the hardware field; the technological driver for the 4th Industrial Revolution originated
from the software (Li et al., 2017).

Digital Technological Drivers
The primary driving force for the 4th Industrial Revolution is digital technology. Almost

all the

advancements and innovations that come with this revolution are only made possible through digital
power. The digital transformation starts in a culture where people use digital tools to make better choices
and be more productive. When employees of a company switch their attitudes and behaviours to support
digital transformation, they would be using digital tools in a much better way. This in turn will help the
company to achieve much better return on their investments in innovative technology (Schwab, 2017).
This type of technology is making everyone stay digitally connected. This technology is established on
four aspects: Artificial Intelligence (AI), Internet of Things (IoT), Intelligence and Machine Learning, Big
Data and Cloud Computing, and Digital Platforms.
Artificial Intelligence can be referred to situations where machines can act as human minds in analysis and
learning and can help in solving problems. It can also be referred to as machine learning. The Artificial
System (AI) consist of hardware and software (Huang et al.,

2015). Taking software aspect into

consideration, AI is concerned with the algorithms and artificial neural network is the conceptual
framework that is used for executing the algorithms.
It is an impersonator of the human brain - a connected network of neurons which comprises of
communication channels between the neurons. Due to the swift development of AI technologies, its
application can be seen in various technical fields such as, Internet of Things, machine vision, natural
language and autonomous driving, robotics etc. (Rong et al., 2020).
The Internet of Things (IoT) is the new emerging technology which helps to build communication
between sensors and electronic devices via internet to facilitate humans. The IoT uses smart devices and
internet to deliver creative and innovative solutions to different challenges and issues related to business,
public and private industries, and governments worldwide. It is certainly becoming a significant aspect of
human live which can be sensed everywhere. With the increasing involvement of IoT technology a great
transformation can be seen in our daily lives (Sfar et al., 2018). One such example of IoT is Smart Home
Systems (SHS) and appliances that comprise devices which are internet-based reliable energy system and
automation system for homes. Another area which is also an important aspect of human lives is
transportation and IoT has brought new advancements making it even more efficient, reliable and
comfortable. For example, intelligent sensors, drone devices are now able to control traffic system of
major cities (Minoli et al., 2017). Moreover, vehicles having pre-sensing devices are being launched in the
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market that can sense prior traffic congestion on the map and further suggest an alternate route to the user.
To sum it up, IoT is serving various aspects of life and technology. It has a lot of scope in context to
technological enhancement and to provide facilitation to mankind (Esposito et al., 2017).
Machine learning (ML) and AI are becoming a leading means of solving problems in various areas of
research and industry. It provides the computer with the skill to seek for hidden insights without being
pre-programmed. This is done by using algorithms that uses the existing data thus enabling the computers
to acclimate and produce reliable and repeatable choices when new data is shown. Machine learning
applicability can now be seen widely in context to text-based sentiment analysis, security market analysis,
biometric identification and image recognition (Cioffi et al., 2020).
In the past few years, big data has evolved as a new technology which provides ample data and
opportunities to bring improvisation or enable research and applications pertaining to decision-support
with unique value for digital application that includes business, engineering, and sciences. On the other
hand, cloud computing provides central support to address challenges with shared computing resources
that includes, storage, computing, networking and analytical software etc. (Yang et al., 2017).
Every industry today is going through a transformation today because of digital platforms. They are
locating their way into the mainstream information system (IS) literature. These platforms are a challenge
to research upon because of their scattered nature and intertwinement with markets, institution and
technologies. These challenges arise because of the exponential growth of platform revolution, the
increase in the complexity of architecture and the expansion of digital platforms towards a variety of
industries (de Reuver et al., 2018). According to Parker et al. (2016) researchers in the field of IS are trying
to understand the omnipresence of digital platforms in industries today. For example, Facebook, a social
media platform has changed the way individual communicate and share their experiences. Other digital
platforms such as Android and iOS have become the centre of attention in the telecommunication industry.
The digital payment platforms such as PayPal, Square and Apple Pay are disturbing the financial industry.
The evolution of peer-to-peer digital platforms such as Airbnb, Uber and TaskRabbit has given rise to
sharing- economy. The struggle no longer spins around how to control the value chain but how to attract
generative activities that are associated with the platform.

Physical Technological Driver
The best known fourth industrial technological driver is physical technology because it has more obvious
achievements, quick applications, and broader prospects since it impacts our daily lives more directly.
There are two primary physical technologies such as autonomous vehicles and 3D printing. The invention
of autonomous vehicles makes it possible to be operated without manual handling (Li et al., 2017). The
difference in these cars and traditional ones is that they are equipped with advanced sensors, adaptive
cruise control, active steering, GPS navigation, radars, lasers and brake by wire. The advantage of
autonomous vehicles is that they help to alter the transportation system by preventing car crashes and
provide serious mobility to the disabled and the elderly people, they also help to increase the capacity of
the road, save fuel and reduce emissions (Fagnant and Kockelman, 2015). The autonomous vehicles are
one of the most innovative and creative technology of the production industry which will boost the
economic growth to an extent. On the other hand, 3D printing is the type of technology which produces
three-dimensional shape objects by printing layer from a 3D drawing digital model while the prevailing
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subtractive engineering technology produces an anticipated shape by eliminating layer by layer from a
piece of material. Now the application of 3D printing is confined to automotive, medical industries and
aerospace. But it is expanding towards other fields such as sculptures, arts, design, and architecture. A very
interesting example of 3D printing is food like sugar and chocolate. Nowadays, people experiment this
technology with meat at cellular protein level.

Biological Technology Driver
The biotechnological developments that determine the 4th Industrial Revolution are focused on genetic
and neurotechnology. The genetic study is one of the most important branches of biological research. With
the advancements taking place in computing power, noticeable progress has been seen in reducing the cost,
increase in the ease and the efficiency in the genetic sequencing, editing and activating (Ho, 2000).
Moreover, the development in genetic engineering also helps to attain agricultural yields by increasing
robustness, efficiency, and productiveness of breeding crops. On the other hand, neurotechnology can help
to monitor the activities of brain and look at how the brain changes and interrelate with the world outside
(Li et al., 2017). The efforts put by research institutions and the collaboration of information system and
artificial intelligence; the application of brain sciences has increased progressively. Neurotechnology
application has helped the paralyzed individuals to control their prosthetic limbs or wheelchairs with their
minds. This technology offers infinite opportunities to help fight addictions improve performances ranging
from sports to classrooms and regulate food behaviour. In providing medical treatments, able to collect,
process, store and compare large amounts of data related to brain activity it allows to improve the diagnosis
thus the efficiency of treatment related to brain disorders and mental-health related concerns are improved.
Moreover, the next generation computers which are triggered by the design of brain science are able to
present reasons, predict and respond just like human cortex does (Hochberg et al., 2012).

Opportunities and Challenges of 4th Industrial Revolution
This 4th industrial revolution can bring about dramatic changes in ways businesses are conducted and can
make companies even more productive. This industrial revolution can be described as a technology which
is becoming a part of our lives in an unimaginable way. The commonest examples are 3D printing,
autonomous vehicles, quantum computing, autonomous machines, IoT, gene editing to name a few among
others. These technologies will be so common to each one of us that we will forget that the important role
they play in the society. An example of it is a fitness tracker. A lot of people use this device to help them
keep a record of their movements, sleep, fitness, and goals. People have become habitual to wearing such
type of technology that the originality or innovation of such technology has worn away from our lives
(Santos et al., 2018).
This industrial revolution has a lot to give to the world. For example, the technological revolution of
industries along with physical capital and labour has increased the productivity of

industries.

Transportation and communication will be much easier and quicker, supply chains will be efficient and
there will be a reduction in cost of trading goods across oceans and borders. Also, it is expected that the
income level and quality of life will improve bringing a decrease in the poverty all over the world. In spite
of all these positive effects and opportunities that the 4th industrial revolution can bring, it also will bring
along the challenges for businesses, societies and individuals worldwide (Khan and Turowski, 2016).
One of such challenges is security, the businesses rely on technology, and cybersecurity will become more
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important. The most treasured asset for the companies will be intellectual property, which means that
cybersecurity capabilities will be in crucial position because it needs to ensure that businesses can function
without fear of reprehensible players. If these businesses are not able to protect themselves from such
invasions, they will not be able to grow. Privacy is also one of concerns that come along with this
revolution, the more technology is becoming an integral part of everyone’s life the harder it is becoming to
maintain it (Horváth and Szabó, 2019). The personal information that every individual will share with the
companies will differ among other individuals. The concern or fear that exists is that perhaps little or no
control will be there as to who sees the individual’s personal information and to what extent for example
health information. A very important fear that prevails pertaining to the 4th industrial revolution is the
income inequality. Those individuals who have access to education, capital and technology are assured to
gain most of the opportunities that come along with this revolution. This means that the rich will continue
to progress and prosper whereas the poor will still be seen struggling. In similar context, job opportunities,
only the ones skilled will be benefit whereas the less or under educated will be left behind facing low
income or unemployment. Finally, the main area of concern is to have a regulatory framework for domestic
and international level. As the technology is drastically changing, the legislature or policy makers must
adapt to account for the ways people work and live. The policy makers are at times slow to endorse the
emerging technologies. There are ways that must be kept into consideration such as; strong and expected
rules can guard consumers and businesses but before this the technology should be completely understood
if not then it will not bring about any innovation (Kergroach, 2017).
In addition to applying regulatory framework at domestic level, there is a need to implement it at
international arena too. These strong and expected rules should also be implemented to ensure just and
efficient movement of services and good at international level. The 4th industrial revolution can be a means
for economic growth as it can help to increase corporate profits and improve living standards. For
successful integration of this industrial revolution, individuals, businesses and governments should unite
and coordinate on a one framework to make use of these emerging technologies so as to ensure a fair play
where the rights of businesses and individuals are protected. It is believed that this procedure will not be
an easy one but having an access to such powerful technology brings along quite a lot of responsibility so
to ensure an equitable and promising future, the world needs to unite to deliver their best (Bécue et al.,
2021).
The literature review about 4th industrial technological drivers, their impact, and methods to cope with the
4th Industrial Revolution can help understand the global economic and social development drift and assist
in providing recommendations to foster the establishment of global competence for industries. Not many
studies have been conducted focusing on understanding the Fourth Industrial Revolution technological
drivers and how the organizations are coping with the transformation that this revolution brings along. The
study fills the literature gap for future researchers to better understand and carry out prospective studies.

Methods
The study undertakes ethnographic interviews which are informal and are conducted in natural settings or
environment. Furthermore, the study opts for semi-structured interviews as they provide the researcher
with the flexibility to add more questions based on the responses of the interviewees (Gobo and Cellini,
2020). Also, for participant observation the researcher kept a research journal. The purpose of participant
or an advantage of it is that this technique helps to measure or determine the difference between what
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people do and what they say they do (Jerolmack and Khan, 2018). The research journal helped to keep a
track of the observation which further acted as a support during data analysis. Also, before conducting the
interview, the participants were explained in detail the purpose of this study and the researcher took a
written consent from them before proceeding with the research.

Methodology
The researcher selected people working at Middle Eastern Propulsion Company which provides services
for the aircraft industry in Riyadh, Saudi Arabia. The sample size consisted of 3 participants among which
two were from top-management level and the third one was at officer level. Table 1 shows the participants
designation level at the company. The participants were given pseudonyms in-order to maintain privacy
and confidentiality.

The researchers conducted semi-structured interviews with three participants and each one of them lasted
for 45-60 minutes. The researcher conducted these interviews at their workplace only. All these interviews
were pre-planned i.e., the day and the time was pre decided keeping in mind that the participants are not in
a hurry to respond to all the questions of the researcher. This helped the researcher in a way that there was
no disturbance caused by external factors such as sudden meetings or press of time. Moreover, a tape
recorder was used to record the interviews and the participants were informed prior about it so that if they
had any concerns, they could raise it beforehand. The purpose of keeping a recorder was that data should
not be lost as it is not possible to memorize information received verbally from the interviewees.
After collecting the data from the interviews, it was analysed through NVivo which is a semi-automated
version of cutting, pasting, and photocopying lots of loosely related pieces of text. Also, it is a computer
programming which is used for organizing data collected from in depth interviews into appropriate
categories. This application is very quick and efficient. It also provides new opportunities for analysis
along with transparency. The interrelated codes can be usefully connected using trees, allows for counts of
incidents within the codes or categories, very useful for large datasets as well as develop useful skills.
Therefore, after the themes were assigned, it was then analysed using NVivo.

Data Analysis
This study aims to provide an overview of what is industry 4.0 and what are its technological drivers.
Moreover, it also shed light upon the opportunities and challenges that the fourth industrial revolution
brings along and how the organizations are coping with the transformation that this industry has brought
worldwide. Major technical advances, such as the Fourth Industrial Revolution, constantly raise concerns
about the future of human labour and the potential of computers and robots replacing humans.
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Results
The responses received from the semi-structured interviews were categorized into four themes which
answered the research questions formulated by the study. The first theme was, “Awareness of Industry 4.0”
which answered research question 1, the second and third theme, “Training programs” and “Skilled
resources” answered research question 2 and the last theme 4, “Potential Solutions” aimed to answer the
third research question of the study.

Theme 1: Awareness of Industry 4.0
Theme 1 catered to research question 1, “What is Industry 4.0, and which technological drivers does it
comprise of?”
The participants of the study suggested that it was very significant to clear the concept of Industry 4.0 in
order to disseminate or provide uniform understanding. The companies need to fully understand the
concept before they setup Industry 4.0 goals as well as focus on acquiring professional trainings in this
regard. The participants also emphasized that digitalization and Industry 4.0 should not regard similar. The
literature review and the interviews suggest that digitalization is the basic concept with Industry 4.0 being
its sub concept.
“There is a dire need to understand what Industry 4.0 is,” says participant A.
One more thing as identified by all the three participants was that uniform standards are mandatory for the
fourth Industrial Revolution. They also noted positive opportunities in many areas. Participant C said, “The
Industry 4.0 is the best opportunity in terms of performance, process, optimization and energy if its use is
clearly understood by.”
Moreover, the participants also said that Industry 4.0 is a complete revolution- a change of old technologies
which are replaced by more automation, AI and IoT. They are bridging the gap between digital and
physical world by enabling IoT. The recent trend of digital transformation is visioned to reach a stage
where autonomous decision-making, value creation process, monitor assets and horizontal and vertical
integration can take place.
Participant B states, “I know that there are companies which have started to prepare for Industry 4.0 as well
as future, where they know that only smart manufacturing can push their businesses. But on the other hand,
there are still some companies which are in the denial phase or perhaps struggling to understand how this
Industry 4.0 works or can affect their businesses in the best way as possible and it’s possible by getting hold
of people who are talented and skilled in it.”
The above findings of this study are in line with the findings of Home et al, (2015), Qin and Cheng, (2016),
Sackey and Bester, (2016), Singer, (2015) and Weiss et al, (2016) as they state that until now a concrete
understanding of Industry 4.0 has not been developed. Moreover, according to the participants, Industry
4.0 differs from the previous three revolutions in terms of technology and innovation. The participants
states that this is one of the reasons for developing a sound understanding of industry 4.0. This finding of
the study is in line with the findings of another study conducted by Liu and Xu (2017), in which they state
that the 4th Industrial revolution differs in a few ways with the first three industrial revolutions and is
categorized by extensive application of cyber-physical systems.
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Theme 2: Training Programs
Theme 2 and 3 catered to research question 2, “What challenges and opportunities are brought by the 4th
Industrial Revolution?”
The study found that it is all about how technologies communicate and work with each other and how do
the organizations determine or identify, develop and promote the necessary skills needed to make use of
these opportunities. The participants of the study focused on necessary training programs required to make
the most use of the opportunities brough along by the fourth Industrial Revolution.
Participant B says, “The concerned department should focus on planning some long and short-term
training programs as it has become necessary for the staff to acquire technological skills to make use of
Industry 4.0.”
Participant C says, “It is the need of this industry to be kept ourselves updated with the latest technical
trends and transformations taking place every now and then. People on job consider professional and
technical development should be provided by the organizations which will in turn be beneficial to them as
well.”
The study also found that the need for training was not only restricted to officer level staff but also for the
leaders as they also need to develop strong capabilities as well as qualities to be able to handle or tackle the
environmental changes that comes along with Industry 4.0.
Participant A says, “I think everyone needs to upgrade themselves with the passing time. Keeping in mind
the transformation that Industry 4.0 is bringing, every individual regardless of his designation needs to be
well-versed with the latest technology especially when you know you’re working for such industry which
has a significant role to play in Industry 4.0.”
The participants of the study also stated this technology has become a part of every one’s life in a few ways.
The opportunities which come along with it are not only restricted to the corporate world, but these
technologies are being used very commonly by people globally. This finding is in line with Santos et al
(2018) study which states that people have become very habitual of using these gadgets and technologies
offered by Industry 4.0 to such an extent that their use is considered as a norm.

Theme 3: Skilled Resources and Financial Constraints
The study found that one of the major challenges faced during implementation of Industry 4.0 is that
organizations do not have skilled workers as they do not have the competencies which are required in the
future. As such it will be very difficult to retain such employees because this would take a long time and
hence would increase the cost. Also, technologies of Industry 4.0 require an adequate number of financial
resources which may become a barrier for the companies. A number of companies are concerned about the
profit and the return on investment in upcoming technologies. In short, limited financial resources can be
a barrier or obstacle in the implementation of Industry 4.0.
This finding of the study which involves challenges that are brought along by Industry 4.0 is in line with
the findings of de Reuver, (2018) who states that every industry around the world is going through a
transformation today and this is because of the digital platforms. Each of them is trying to get into the
mainstream of IS and in doing so they face certain challenges which needs to go through research phase as
they are new and complex in nature to understand. Also, another study by Parker et al (2016) also found
similar results that companies need to make the omnipresence of digital platforms in today’s time.
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Participant A says, “the companies are compelled to think if these digitized projects are really worth
investing?’ So, the question remains that whether these projects are financially worthy for the company or
not?”
Participant B says, “There is rigorous competition going on in the market and this calls for the companies
to be up-to-date in terms of process management and production otherwise there remains no chance of
survival in this time where one needs to think and act quickly in order to remain a part of the competitive
market.”
The study also found two major challenges as described by the participants who need to be addressed at
their earliest one is security, and the other is privacy. Industry 4.0 brings along the concern for security, the
businesses rely on technology and over here cyber security comes into play. The companies need to make
sure that intellectual properties are well-protected. On the other hand, privacy also is a major concern
which is associated with Industry 4.0. The companies need to assure their clients that their personal
information is safe and not at any level this could be compromised.
Participant C says, “There should be training programs given to people who are responsible for handling
cyber security at workplace. These trainings should focus on giving insight about secure methods of
adopting communication to avoid scams and minimize the leaking out of sensitive information.”
The above findings of the study are in line with the findings of Horváth and Szabó (2019), which states that
security is one of the biggest challenges faced by businesses nowadays because of their dependency on
technology, and here cybersecurity plays an important role. Moreover, their study also focused on privacy
as an issue of great concern which could also be seen as a standalone concern in the current study.
Furthermore, they also stated that the companies need to work hard to avoid scams and frauds. This finding
is also in line with the finding of the current study in which the participants suggested that there should be
secure methods adopted by the companies to communicate with their clients which will help to rid of
scams and reduce the leaking of sensitive information.

Theme 4: Exploration of Potential Solutions
Theme 4 catered to research question 3, “How the organizations around the world are coping with the
transformations brought by Industry 4.0?”
The study findings reveal that the companies are trying to cope with the transformational changes brough
by the fourth industrial revolution. It is carried out in three steps. The first step is to create an awareness
program as to why innovation is important followed by educating the innovative management about the
innovative technologies and lastly identifying the spots of potential improvements.
Participant A says, “For the implementation of Industry 4.0 there is a significant need for the businesses to
change their mindset. It is very necessary to have strong investments because the industrial internet is
going to expect great digitization which requires strong investments.” Participant B says, “I feel that along
with investments it is also very essential to have strong and powerful leadership to promote the changes
required to cope with Industry 4.0. If the businesses are not opened to accept the changes, then it will not
be successful. Also, another major hurdle to the digitization process is the ineffectiveness or the inability
to foresee the return on investments and this urges the companies to invest.”
The above findings of the study are in line with the findings of Bécue et al. (2021) and Kergroach (2017),
which states that the businesses need to devise strategies and invest smartly. There are ways that must be
kept into consideration such as strong and expected rules can guard consumers and businesses but before
this the technology should be completely understood if not then it will not bring about any innovation.
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Discussion
The major findings of this study suggest that Industry 4.0 does not appear to pose a threat to human labour
if employees can swiftly adapt to the new reality and companies implement suitable policies to safeguard
people from the unanticipated and unpleasant consequences of technological progress. New technologies
open up chances for long-term economic growth and job creation; they create new job opportunities in
innovative industries; they help employees and businesses enhance their competitiveness and productivity,
raise labour income and profits, improve human life quality and to increase life expectancy by improving
physical and mental health; allow for high levels of innovation and knowledge; make quality education
more accessible to all; and contribute to early detection of extreme weather

events, sustainable

urbanisation, and the fight against inequalities, poverty, and hunger.
The following are some examples of major policies that companies could use to address these difficulties
and capitalise on opportunities created by the Fourth Industrial Revolution: - Prioritize education and
training for people of all ages in order to achieve the cognitive and social skills required by the staff and to
protect jobs from automation. - Implement rigorous rules to prevent the use of new technologies for
unlawful activities and to safeguard staff from a possible breach of their personal data through digital
portals and accountability mechanisms.
- Emphasise transparency through digital portals and accountability mechanisms. - Institutionalise strict
laws and regulations to protect people from a possible nuclear or chemical conflict with unpredictable
consequences.
- Support sustainable resource use, ecosystem protection, and new forms of "clean" energy as renewable
sources of energy to combat climate change and ensure energy independence.
- To properly address the difficulties of Industry 4.0 and ensure long-term economic growth, the companies
should devise strategies which will help to cope with the challenges of security, privacy, and financial
constraints to make maximum use of the opportunities brought by industry 4.0.

Conclusion
The Fourth Industrial Revolution marks a significant shift in how we live, work, and interacts with one
another. It is the start of a new era in human progress, made possible by incredible technological
advancements comparable to those of the first, second, and third

industrial revolutions. These

advancements are fusing the physical, digital, and biological worlds in ways that hold enormous promise
but also posing significant risk. The revolution's pace, breadth, and depth are driving us to reconsider how
countries develop, how businesses create value, and even what it means to be human. The Fourth Industrial
Revolution is a chance to enable everyone, including leaders, policymakers, and individuals from all
socioeconomic levels and nations, leverage converging technologies to create an inclusive, human-centred
future. The true potential is to look beyond technology and find ways to empower as many people as
possible to have a positive impact on their families, organisations, and communities. With the use of fast
computers, smaller sensors, smarter machines, cheaper data storage and

transmission can make

communication quicker and smarter. The study explains the 3 drivers of fourth industrial revolution for
developing a better understanding of how Industry 4.0 works and what issues and challenges it brings
along during its implementation. The more this technology will be implemented the more it calls for
research streams to be discovered like transparent and industrial management. The collection of data from
the production and the optimization of data for the effective use of the machines, energy saving and
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optimized maintenance.
To conclude, in the end it is the people and the values that matters the most. There is a need to shape a
future that works for the people worldwide by putting them first and empowering too. The industry 4.0 may
have the potential to robotize everything depriving the humans but if taken positively it can lift humanity
to new levels of collective and ethical consciousness which are based on shared sense of destiny. It has
become obligatory on people to make sure that the latter succeeds.

Limitations and Future Studies
This study has undertaken only machine engineering and automation industry to investigate the role of the
fourth industrial revolution. Moreover, the sample size was also small due to time constraint thus becoming
the limitation of the study. The definitions given in the literature review of this study suggest that the
upcoming or the next-generation digital technologies will become the basis for the revolutionary change in
all the industries worldwide. The other implication of the study is that the way the companies should
respond towards Industry 4.0 should be innovative and creative so as to grow their businesses. Thirdly, the
study suggests that the companies should focus on combining the old technology with the new ones
because it is very significant for growth. Above all, the only way to respond towards the Fourth Industrial
Revolution is to be open towards innovation and creativity to expand business models and have a culture
which openly welcomes and eager to adopt the latest technological tools that drives the industry 4.0. The
future research can focus on other industries such as manufacturing and software industries and many
others to investigate the role of the fourth industrial revolution. Also, future studies can focus on proposing
an analytical framework for the Fourth Industrial Revolution which can further be tested to gain empirical
evidence to further understand this revolution.
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ABSTRACT
Cryptocurrencies establish a lot of chances for offenses like money laundering. Cryptocurrencies are not
under the control of any government institution. They permit users to anonymously exchange commodities,
and they effortlessly transverse frontiers through the Internet. Each of these attributes makes it hard for
individual countries to manage

cryptocurrencies in seclusion. This research investigates how

cryptocurrencies have become a tool and a target for cybercrime. The paper will explores that a relationship
exists between cybercrime and cryptocurrencies. Today, cybercrime poses a substantial threat to the global
community. It may exploit the CI (Critical Infrastructures) structures that are largely interlinked. Despite
the increased interconnectivity enabling easier and more effective communication, it

has created

vulnerabilities that were not in existence a decade ago. However, not having a standardized definition has
made it increasingly complex to establish a policy that will permit more effective interagency cooperation
and robust regulations concerning cybercrime. Cybercrime thrives on internet's anonymity with the
utilization of certain browsers, for instance, the Onion Router, to gain access to data that cannot be searched
within the daily search engines. The proliferation of cybercrime is based on the heightened utilization of
peer to-peer decentralized cryptocurrency. The study utilizes both secondary and primary data gathered to
demonstrate whether a relationship exists between cryptocurrency and cybercrime based on the aspect of
anonymity that characterizes cryptocurrency. This systematic study aims to determine whether the aspect
of anonymity in cryptocurrencies encourages people online to use it as a tool or target for cybercrime. The
sample for the study will be broad to allow for a wide scope of information. The participants will
encompass participants from companies that have been victims of cybercrime due to cryptocurrencies (10).
60 – 80 participants that are specialized experts in the internet and technology field, and criminologists that
have to solve some of these reported crimes. Cyber criminals behind bars, preferably 20 to 30 respondents.
Lastly, the researcher recruited 300 students from the university without a specification on discipline to
participate in the survey. Participation in the study will be completely voluntary. The researcher anticipates
a 85% response rate to meet the required sample size for the study to draw significant conclusions on the
issue. However, a pilot study was deemed necessary before the main study to pre-test the research tools
questionnaire and sub structured interview guide. The pilot study encompassed a sample of 20 respondents
who will also take part in the main study. Ethical considerations will be observed in the study to increase
the validity and reliability of the survey.

Keywords- Cryptocurrency, cybercrime, anonymity, technology
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INTRODUCTION
Cryptocurrency is used to refer to a cryptographic string of alphabetical symbols and numbers. The
instigation of the cryptocurrencies notion can be attributed to an academic paper publicized by Satoshi
Nakamoto in 2008. Since Bitcoin was introduced, a plethora of virtual currencies has risen. After Bitcoin,
Litecoin, Ethereum, and Ripple are the three most extensively utilized cryptocurrencies. According to the
Coin Market Cap, more than 10,000 kinds of cryptocurrencies are in circulation.
Cryptocurrencies like Bitcoin were initiated to provide an electronic system of payment that was more
resistant to fraud and more secure than credit cards, eroding the need for trusted intermediaries like
economic institutions. However, cryptocurrencies are not under the regulation of any central institution like
a government (or the Central Bank of the Nation) or even an executive non-profit. Hence, they allow for a
digital currencies owner to receive gold credibility without the inconvenience of having to transfer a
physical item for a transaction to occur. Hence, the reasoning for the existence of cryptocurrencies is based
on the argument that the distribution, creation, and regulation of money do not have to get managed by the
central banks or state. Therefore, cryptocurrencies challenge the medieval perception that central planning
requires money to be in operation. In standard communities, the development, distribution, and control of
money are managed by the central banks and state, in the company of a plethora of regulatory standards
and monetary policies that users are obliged to.
The ECB (European Central Bank, 2012, p.6) assumed the lead in the classification of cryptocurrencies.
Based on the ECB, cryptocurrencies are virtual currencies that encompass the three classifications below:
1. Closed virtual schemes. Game-only (closed virtual currency) schemes, means transactions (the currency
obtained from acts within this virtual universe and can only be utilized in purchasing virtual services and
goods within this world of gaming) are restricted to the virtual universe. Hence, the scheme on its own fails
to have a link in the actual economy on any banking or economic structures. The enrolment requirement
for such kinds of schemes is normally a subscription fee. Once the subscription fee has been paid, users
choose to earn virtual money based on their virtual acts implemented within these virtual universes. One
such currency is WoW (World of Warcraft) Gold. The direct buying of such a currency may be made with
the help of official (fiat) currency. The moment it is bought, the currency may not be converted back or
exchanged into official currency.
2. Schemes characterized by unidirectional flow make it possible for both in-game buying (virtual) services
and goods and purchases in the actual world (the buying of real services and goods). Nintendo Points and
F.B. (Facebook Credits) are examples of the kinds of currencies distinct to such a scheme.
3. When it comes to virtual schemes with the bidirectional flow, users have the freedom to sell and purchase
virtual currency based on the official currency exchange. Hence, it can be utilized in the same manner that
other convertible currencies are utilized in the actual universe. The two virtual and real services and goods
can be purchased using this currency type. Examples of currencies distinct to this kind of scheme
encompass Linden Dollars (L$) (the gaming world currency Second Life) and Bitcoin.
Therefore, cryptocurrency is a virtual currencies' sub-set. Despite the taxonomy above, cryptocurrencies
were established for the "sole aim of proffering the legal tender competition" (Halaburda and Gans, 2013
p.1). Additionally, the development and technical underpinnings of the cryptocurrency are largely distinct
to those of virtual currency. For instance: "A cryptocurrency is based on maths, a decentralized
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exchangeable cryptocurrency that is safeguarded by cryptography. It encompasses cryptography principles
for the implementation of a decentralized, disseminated, secure information economy" (Financial Action
Task Force, 2014 p. 5). On the contrary, virtual currencies are grounded on virtual worlds (online gaming).
Based on the ECB (2015 p.25), a virtual currency is a valuable computerized rendition that an e money
organization, credit institution, or central bank has not issued.
In some situations, it may be utilized as an alternative money. Below are elements of Bitcoin and other
altcoins that are critical for cryptocurrency creation and network functioning.
a. Bitcoin utilizes open-source software. This software does not have any restrictions on who can access it,
leaving the network open for any person to take part. This resembles Twitter or Facebook and most
infrastructure on the Internet. To be a facet of the network, one ought to begin by installing and
downloading the software. The Bitcoin software name is 'Bitcoin core.'
b. Transactions occur in a P2P (peer-to-peer) network that allows for direct communication from a single
user to the next. This eliminates the need for intermediaries like financial institutions and payment clearing
houses that serve to validate or process finances. For example, when a debit or credit card purchase occurs,
the transaction can only be valid when the creating house has cleared it.
c. Although there is an elimination of intermediaries, the transaction still requires validation or clearance.
To achieve this, the Bitcoin network utilizes a process of computation referred to as 'mining. Mining serves
not simply for the creation of cryptocurrencies but also transaction validation. The moment cryptocurrency
is established; it employs an algorithm that is cryptographic to safeguard the integrity of the transactions.
d. Private and public keys are utilized in the transference value from a single individual (or institution) to
a second one and have to be signed cryptographically every time transactions occur (there is a transference
of keys) PoW (Proof of Work) or SoW (Stake of Work) based on the currency type.
e. The primary technological creativity behind cryptocurrencies functioning is the disseminated ledger
technology, known as a blockchain. It encompasses varied blocks generated every time a transaction
occurs, hence recording the cryptocurrency's recipient and sender addresses. The address helps in the
identification of certain transactions and not Bitcoin.
f. Virtual 'vaults' and 'wallets' are utilized in the storage of the Bitcoin (represented by several alphanumeric
codes)
This strategic study aims to show a relationship exists between cryptocurrencies and cybercrime. The
secondary aim is to analyse both secondary and primary evidence that will
cryptocurrencies' anonymous nature can influence the actions of an
exploration of the Internet. Thus, the survey's objectives are

assist in showing if

individual in their day-to-day

designed to uncover a link between

cybercrime, anonymity, and cryptocurrency. The objectives for the study are:
1. To determine a link between cryptocurrency and cybercrime;
2. To determine whether the anonymity attribute in cryptocurrencies is responsible for increasing a
criminal's or individual's ability to commit a cybercrime; and
3. To determine whether cryptocurrency anonymity increased online criminal activity.
The study will help criminologists, law enforcement officers, and the reader appreciate how people offered
a chance to stay anonymous and have resources to do so would participate in acts of crime, varying from
PII (Personally Identifiable Information) paying for drugs to illegal downloading. The study will assist in
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revealing how these cybercrimes are linked to anonymity. There is very limited information gathered
regarding the types of cryptocurrencies and the link with cybercrime. Hence, this survey will provide
grounds for additional studies in this field. Information will be gathered with regards to whether or not
respondents take part in the utilization of cryptocurrencies and if that participant has taken part in any
cybercrimes in the past. Cybercrime is linked to any crime that is facilitated via the Internet or computer

Literature Review
Cryptocurrency was instigated in 2014 in tandem with the FinTech ideal. It is currently a facade of the
greater process of digitization. In 2018, literary texts revolved around the idea of diversity categorization
and cryptocurrency. After 2018, writers are now open to existing niches in the literary texts. The effect of
cyber-crime on cryptocurrency or cryptocurrency on cyber
crime and the economy in its entirety has been examined in several recent articles. Visual currencies have
established themselves in current years both as a tradable resource utilized for risk-cushioning aims (Bouri
et al., 2017) and a fiat money alternative (Yermack, 2018). Hence, given their rising significance, several
surveys have been undertaken to analyse the primary attributes of these novel established markets.
These studies include risk and returns (Tsyvinski and Liu, 2018; Balcair et al., 2017), efficiency in the
market (e.g., Bariviera, 2017; Urquhart, 2016; Chu and Nadarajah; 2017) and anomalies (Carporalie and
Plastun, 2019), illegal acts (Li et al., 2018; Foley et al., 2018), hedging properties (Baur et al., 2018), the
initial offering of coins (ICO) (Howell et al., 2018), the impact of cyber-attacks (Shanaev et al., 2020), and
financial effects of the rise of a novel kind of asset (Dwyer, 2015) (in Guglielmo Maria Caporale, 2020).
The effect of cyber-crime on the economy and cryptocurrency markets in its entirety has been examined in
several current articles. For example, Benjamin et al. (2019) approximated that cyber-attacks from
offenders in operation in the underworld web communities like Darknet have led to approximated yearly
losses amounting to $445 billion for the universal markets (Graham, 2017). Bouveret (2018), another
fascinating survey, utilized a VaR (Value-at Risk) model to examine the risk of cybercrime and the resultant
losses in several nations.
Corbet et al. (2019) delineated Bitcoin and other altcoins as a monetary resource. The article described a
literature appraisal from a verifiable standpoint of the features linked with cryptocurrencies as a monetary
asset because of their face. The writer picked a cryptocurrency subject on the grounds of the past articles
due to its existing queries on bubbles of asset pricing, market efficiency, volatility clustering or decoupling
hypotheses, and contagion. Digital currencies are located at the convergence between regulatory mistakes
and the probability of illegal utilization via its anonymity inside a youthful underdeveloped framework of
exchange. This youthful underdeveloped framework is characterized by violations in the infrastructure
affected by the rise of cyber offenses and cryptocurrencies contribution has been confirmed to be under the
influence of all these. Further, Bouri et al. (2019) examined related cryptocurrency exchanges. Bitcoin was
picked as the currency for study and they uncovered the concurrent movements' presence of 12 other kinds
of cryptocurrencies. As grounds for the study, they utilized day to day information on the cryptocurrencies
value. The survey uncovered that the exchanges involving a single cryptocurrency dictate, in a huge
percentage, the exchanges of other cryptocurrencies in a similar direction. The procedure is referred to as
co jumping. The survey assumed that their merchandising capacity denoted the cryptocurrency levity.
Chu et al. (2019) examined the hypothesis on the flexible market with regards to the markets of two famous
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cryptocurrencies (Ethereum and Bitcoin) in opposition to the U.S. Dollar and the Euro. The findings were
correlated with the supposition. The scholars also delineated that occurrences could co-occur with
substantial alterations in-market effectiveness. This market efficiency attributes sentiment was verified
using sample analysis to examine whether these acts influenced market inefficiency/efficiency. The core is
that occurrences and sentiment

may not be a substantial attribute in influencing the efficiency of

cryptocurrency markets. The gathered information encompassed hours logged with elevated–frequency in
Ethereum and Bitcoin cost as opposed to the USD and the Euro. It ensued transactions outlined on the
cryptocurrency known as Kraken conversion commencing at 11 a.m. on July 1, 2017, up to noon on
September 1, 2018. The distinct period was chosen to analyse the intervals because it is when the costs of
the two altcoins endured immense increases (before January 2018) and falls (after January 2018). Although
the outcomes seemed to show consistency with the supposition, the market effectiveness differed over
time.
Zhang et al. (2018), in their report, delineated the 'conventionalized facts.'

Cryptocurrencies were

examined as an economic resource. They examined the conventionalized reality based on the Hurst
advocate by utilizing the DFA (Detrended

Fluctuation Analysis) and R/S Analysis of the famous

cryptocurrencies positioned on the grounds of their market subsidization. The repositories had archival
high–frequency costs of those altcoins as compared to the U.S. Dollar, starting on February 25 to August
17, 2017. The top four picked altcoins for the study's assessments encompassed Ethereum, Bitcoin,
Litecoin, and Ripple. The survey was undertaken on high-frequency turnover information with distinct
lags. It is equally reflected on attributes of subservience between the distinct cryptocurrencies. These
attributes offer industrial practitioners and academics information on the attributes and structure of these
four famous digital currencies and can equally be significant in the

development of pricing

cryptocurrencies.
Other scholars like Xu et al. (2019) have examined the VaR (value at risk) for all cryptocurrencies by
utilizing past approaches. They approximated the VaR (value at risk) for every digital currency by utilizing
quantile regression, often known as the TENET (Tail-Event Driven NETwork model). Based on this
survey, the researchers recognized that a substantial risk
overflow impact subsists and that the extent of the complete interconnection of all the digital currencies
selected gradually soared over time. Bitcoin appeared to be the most substantial strategic recipient of risk,
and Ethereum the greatest strategic emitter of risk. Like Bouri, Grobys equally came up with a survey in
Grobys, Ahmed, and Sapkota rooted on the day-to-day information on the value of cryptocurrencies. At
that moment, their processing encompassed

the determination of the moving mean merchandising

approaches that are employed. The 11 most merchandised currencies between 2016 and 2018 were utilized
for this goal. The outcome showed that the moving average of a variable approach is triumphant when
utilizing a moving average of 20 days’ approach of merchandising. Moreover, the outcomes illustrated that
cryptocurrency markets were effective.
Corbet et al. (2020), in another survey, depicted the destabilizing impacts of cyber criminality and
cryptocurrency. The article aims to discover the rage of economic market impacts of current cybercrimes,
particularly those linked to cryptocurrencies. Corbet utilized information from the Bitfinex conversion at
constancy of one hour for the eight most fragile digital currencies. The outcomes concluded that hacking
occurrences also raised both the

volatility of the price of the cryptocurrency targeted and
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cross–cryptocurrency correspondence. Furthermore, cybercrime situations lower the value finding sourced
in the course of the hacked currency commensurate to additional cryptocurrencies. Koerhuis et al., (2019)
undertook a forensic examination of privacy-oriented digital currencies. They uncovered that offenders
exploited digital currencies because they possessed build-in privacy and anonymity attributes making them
extremely hard to track down finances back to a certain user in distinct types of money laundering
malware. The scholar examined Verge and Monero and examined the precious forensic artefacts that these
digital currencies software abandoned on the computer structure. Distinct sources of probable facts were
explored in this paper (Koerhuis et al., 2019).
Caporale et al. (2019) explored the issue of cyber-attacks, non-linearities, and digital currencies. For this
aim, he utilized a specification of the Markov-switching to undertake an analysis of the impacts of
cyber-attacks on four cryptocurrencies returns from 2015 to 2019.

The analyses are perceived as

cyber-attacks, and they target cryptocurrencies. The outcomes imply substantial adverse impacts of
cyber-attacks on the cryptocurrency likelihood staying in a regime of reduced volatility. This shows the
significance of understanding the way to deal with cybercriminals for the prevention of market disruptions.
Baron et al. (2015) undertook a meta-analysis to examine the non-state actors' feasibility of increasing their
financial and political power by deploying virtual currencies (V.C.) for their utilization in regular financial
transactions. They note that the national security policy impacts for the virtual currency technology rise has
been subjected to a lot of debate lately. There has been a certain focus on the V.C.s (like Bitcoin) potential
anonymity in addition to the likelihood of insurgent groups or terrorists using it in a resilient way against
actions by the international and local law enforcement, intelligence organizations, and the military
(encompassing the ones in the U.S.) to undertake a survey. The report aimed to enrich the conversation on
policy by exploring the technical matters linked with virtual currencies. The scholar examines the matter
of the deployment of V.C. from both the political-economic and technological perspectives, focusing on the
difficulties facing non-state actors that try to deploy V.C.s. These difficulties inform how the United States,
its allies, and additional cyber actors may respond to a V.C. deployment of this nature if it was a threat to
their interests in national security. To date, a case of such a non-state actor deployment has been missing.
The report highlights those primary issues that may act as political-economic and technological hindrances
to comprehend why such deployment can increase its feasibility and are advantageous in the future for the
non-state actor.
Casino et al. (2019), in their study, insist that cryptocurrencies have the anonymity attribute that increases
their favorability by criminals both as a tool and as a target for cybercrime, the blockchain technology that
it uses favors the law enforcements' ability to track down and capture these offenders. The study avails a
strategic literature review of blockchain based applications across various sectors. The scholars' goal was
to examine the present state of blockchain technology and its applications and delineate how certain
attributes of this troublesome technology may revolutionize practices of "business-as-usual." The study
included hypothetical prop up of various studies publicized in top-ranked scientific journals in the past
decade. It also included various accounts from grey literature as a way of rationalizing the appraisal and
seizing the growing blockchain sector that is incorporated in this appraisal. It is from this structure that a
strategic appraisal of thematic content appraisal of the literature uncovered shows a comprehensive
categorization of applications that are blockchain-enabled across varied domains like enterprise, supply
chain, medical care, enterprise, privacy, IoT, and management of data. The scholars delineate the key
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trends, themes, and emerging study areas. The study also denotes the limitations identified in the relevant
literary texts, especially the limitations presented by the blockchain technology and the way such
limitations spawn across varied industries.
In contrast, Scheau et al. (2020) conduct a meta-analysis that tries to inquire into the global activities linked
to digital currencies as an aspect of the general occurrence and also lay bare several interlinks with
cybercrime. The study insists that one of the primary attributes of digital currencies – total anonymity and
pseudo-anonymity – can be viewed as a bridge to the domain of criminality, and cybercrime to be specific.
Haken is a negotiating corporation that engages in the audit of blockchain structures and more in
discovering fraud with various packages that cover a greater array of what a client wants. After appraisal,
an outline of important value frauds linked to medieval and novel ICOs is publicized on the online column.
Monero, being among them due to its dark web trades, utilizes a kind of cipher that in theory provides for
100% anonymity. The articles provide examples of cybercrimes where cryptocurrency was utilized as both
a tool and target for cybercrime. This helps to depict that

indeed the aspect of anonymity in

cryptocurrencies sets a favorable climate for cybercrime to occur.
Conti et al. (2017) present a strategic survey that covers the privacy and security attributes of Bitcoin. The
study delineates an overview of the Bitcoin protocol, its primary constituents and their interactions and
functionality within the structure. Next, the scholars review the pre-existing vulnerabilities in Bitcoin and
its root technologies like PoW and blockchain grounded consensus protocol. This vulnerability results in
the execution of varied security threats to the customary bitcoin functionality. The article then delineates
the robustness and feasibility of state of the art solutions in security. More importantly, the scholars
examine the present anonymity and privacy-associated threats to those using bitcoins. They also include an
appraisal of the pre-existing solution and ways to preserve the solutions. Virga (2015) provides a report that
asserts that there is a robust need for global regulations of cryptocurrencies to prevent crime and fraud.
Therefore, as it is, the article asserts that the privacy and anonymity features increase the susceptibility of
cryptocurrencies being used as

both a target and tool for crime. The article provides background

information on the reason virtual currencies, particularly global regulation, are substantial. The scholar
starts with a brief description of the types of virtual currencies and then delineates current law enforcement
acts led by varied countries to close operations by utilizing virtual currencies to finance acts of crime.
Finally, the article stresses that global regulation on cryptocurrencies is critical to curbing the continuing
exploitation of the currencies in cybercrime.
In their article, Clouston, Hashofer, and Dupont (2019) present a data-driven approach for identifying and
gathering data on transactions involving bitcoin associated with illicit acts on the grounds of footprints left
on the blockchain of the popular Bitcoin. The researchers implement an approach on top of the GraphSense
opensource platform and empirically examine transactions linked to 35 families of ransomware. The article
approximates that the lower bound direct economic effect of every ransomware family and uncovers that,
between 2013 and mid-2017, the ransomware payment markets has a minimum worth of 12,768,536 USD.
The article also stresses that the market is expansively skewed, with just several players responsible for
most of the payments. Based on these study outcomes, law enforcement agencies and policymakers can
utilize the statistics outlined in the article to comprehend the magnitude of the illegal market and make
informed resolutions on the best way to respond to the threat.
From the extensive studies discussed above, it is clear that cryptocurrencies and the continued thrive in
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cybercrime have been very critical. In the example of the U.S., the specific concern has been the utilization
of cryptocurrencies in preventing sanctions. Some scholars have gone a step further to suggest that a task
force encompassing agencies from State, Treasury, Defence, and Justice ought to be established to
concentrate particularly on cryptography’s blockchain system to trace transactions. A knowledge gap still
exists as none of the surveys above has considered the extensive array of cyber-attacks in distinct
classifications and their impacts on the peril-adjusted returns and volumes of cryptocurrencies trading and
varied sectors in the

cybersecurity presence. The study responds to all these aspects utilizing an

appropriate empirical framework that generates informative novel results on the efficacy of cybersecurity
and distinctions in the behavior of trading of Ethereum, Bitcoin, and Litecoin. The study also examines the
minds of criminals behind bars for cryptocurrency-related cybercrimes and get the perspective of those
organizations that have been victims of cybercrime for using cryptocurrency as the preferred mode of
payment. The study is interested in examining whether the victim and the criminal consider the privacy
and the anonymity aspect and the steering forces for using cryptocurrency as a tool and target for
cybercrime.

Methods
There is a wide array of data regarding anonymity, cryptocurrency, and its link to cybercrime; very limited
studies on cybercrime are in existence. The scarcity of studies on the

subjects leaves a gap in

comprehending the risk and security that come with the use of cryptocurrencies. The law enforcement
agents and the intelligence community also lack enough knowledge of the criminal's mind in this aspect
to be able to offer guidance on the matter. This limited information gives criminals and hackers an
opportunity for circumventing authorities and later attacking and stealing personal and classified data.
Therefore, this multidimensional, descriptive survey aims to determine if or not anonymity as an attribute
of cryptocurrency impact the acts of individuals while using the internet. The study provides grounds to
start to comprehend if an individual given a chance to stay anonymous and resources to participate in acts
of crime would engage in crime, varying from personal Identifiable Information (PII) purchasing to drug
or illicit downloading. The survey assists in revealing these acts that are linked with anonymity.

Methodology
This observational and qualitative (multifaceted) survey utilizes primary data gathered by the researchers
to rule out any link between cybercrime, anonymity, and cryptocurrency. Data collection is dependent on
both primary and secondary data. The primary data were obtained from the study participants, while
secondary data is gathered from reliable websites. The survey was disseminated via email, and Zoom was
used to hold interviews with technical respondents. The study encompasses semi-structured interview
questions and closed and open-ended questions for the survey. Participants were requested to take about
10 to 15 minutes to complete the survey. To make sure participants responded to the questions honestly,
the participants were informed that no personally identifiable data would be gathered and that all the
answers for the study would stay anonymous. The participants were sent the questionnaire via mail, and
the survey would run for 60 days from June 1, 2021, to July 31, 2021, to give room for participants to
respond to the questions and manage to reach 85% of the study sample. Once all the data had been
collected, it was cleaned so that it would leave room for coding and data analysis.
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The main study was preceded by a pilot survey which is a small-scale trail run of all the steps scheduled to
be used in the main study inquiry. It helped in establishing a core aspect of the research process. It involved
the pretesting of the research tool by administering it to a smaller number of individuals who have similar
characteristics to the target population. It assists the scholar in fine-tuning the study for the main inquiry
and it utilizes similar subjects as the ones in the final study. It is for this rationale that the research
instrument was used, the semi-structured interviews, and the survey questionnaire was pilot tested. The
pilot testing of the instrument was deemed necessary to assist in enhancing the data collecting tools' quality
and to make sure that the content in the questionnaire was clear. The pilot study encompassed I.T. experts,
criminologists who have handled cybercrimes, an anonymous representative from an organization that has
endured cybercrime, and several students. The pilot study questionnaire was modified or adapted to meet
the needs of the data sought. The pilot study assisted in enhancing the order of the questions, filter the
layout of the questionnaire and the questions used. Data collected from the pilot study sample – in addition
to fine-tuning the instruments used in the main study – also cleared my perception of people's outlook on
the

issue of cryptocurrency, cybercrime, and the attribute of anonymity. The questionnaire was

administered to 20 respondents. The technical respondents (I.T. Expert and Criminologist), through zoom,
responded to the semi-structured interview questions, and the rest of the respondents filled in the open and
close-ended questionnaire.

Data Analysis
The researcher would start with the extraction of descriptive statistics from the data collected with the
inclusion of standard deviation and average. The demographics descriptive statistics were gathered and
statistics on the awareness and utilization of cryptocurrency in respondents. A Likert Scale was utilized in
measuring the degree of agreement with stipulated close-ended questions by availing responses of 1=
being strongly disagreed and 5 = strongly agree. A neutral choice was permitted for respondents with
indecision or uncertainty. Other queries were permitted for participants to answer no/yes or assess all that
apply. The open
ended questions were clustered together, and themes derived from responding to research questions.
Return log was used in the analysis of secondary data. Descriptive statistics include

frequency

distributions and averages. Group comparisons fell under the normal variables and were accomplished
with the help of the chi-square test for determining the extant association in contingency tables. Microsoft
Excel was used in undertaking the data analysis; a 0.05 alpha level was utilized as the significance
standard.
Although the pilot study was used as a critical prerequisite primarily aimed at examining the feasibility of
the generated information, the information generated can be incorporated into the main study. One of the
aims of the qualitative constituent of this study is to determine whether the anonymity attribute in
cryptocurrencies is responsible for increasing a criminal's or individual's ability to commit a cybercrime.
The researchers began by debriefing the participants on the aim of the study and getting them to sign a
consent form as proof that they were taking part in the survey voluntarily. The consent form also made it
clear to the client that they were allowed to discontinue the study at any point they no longer desired to
continue with it.
The pilot study focused on the following research questions:
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1. What is your definition of cryptocurrencies?
2. What is your definition of cybercrime?
3. Would you say that cryptocurrencies have an anonymity attribute?
4. Since the introduction of cryptocurrencies, has there been an increase in cases of cybercrime?
5. Are most of the cybercrimes reported recently directly linked to cryptocurrencies? 6. What are some of
the cybercrimes mostly linked to cryptocurrencies?
7. Given a chance would you engage in cybercrime, where cryptocurrencies are involved now that the
probability of being caught is reduced?
8. Do you believe that state regulation of cryptocurrencies is necessary to lower the threat of cybercrime?
While analysing the information gathered from the pilot study, the researchers were cautious of the
limitations that come with utilizing a questionnaire, especially when it is individually filled and via the
internet. One such limitation is not being truthful. This encompasses participants deliberately giving
inaccurate responses, either to paint a largely negative picture of the situation or to please the researcher.
Either way, the pilot study provided an opportunity to gather some critical information concerning
cybercrime and cryptocurrencies.

Results
The 20 participants completed the pilot study for the research. More than half (55%) of the participants
were male while 45% were female. The students who participated cut across the psychology, computer
science, and education disciplines while the rest of the participants

were in the workforce (law

enforcement, IT expert, and employees in organizations). Most (90%) of the respondents could provide an
accurate definition of cryptocurrencies and went ahead to give examples like Bitcoin. Most (92%) of the
participants could accurately define cybercrime. However, when it came to the question of whether they
believed that cryptocurrencies have an anonymity attribute, only 75% of the participants affirmed this
statement. Few (10%) of the respondents were not sure while 15% said no. This brings out the perception
that not everyone is aware that cryptocurrencies are largely anonymous which increases its preference as a
tool for exchange.
Consequently, 80% of the respondents affirmed that since the introduction of cryptocurrencies, the rate of
cybercrime has significantly risen. However, they went on to insist that this was not necessarily a result of
the cryptocurrencies but largely because of the digital disruption. Most of the technical experts insisted that
cryptocurrencies were introduced in an era of digitization which hinders and counters efforts put in place
to nub the offenders. Once the offenders realize that law enforcement agents are utilizing blockchain
analysis to numb them, they evolve to make the process even harder. This retaliates the assertion by Reddy
and Minnar that the offenders' methods evolve once their old channel is deciphered. For instance, after the
Darknode Forum was shut down, the primary purpose of the Darknode service was soon updated and
reactivated, featuring the proponents of the blockchain for the main aim of making sure that users were not
law enforcement agents. The creation of the Darknode and its

recreation in a manner that more

sophisticated precisely depicts that criminal will always get methods of countering internet security
controls, and that is one of the primary challenges that

investigative authorities, regulators, and

cybersecurity specialists keep on encountering while attempting to curb cybercrime (Reddy and Minnaar
2018, p.76).
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Half (50%) of the respondents agreed that the recent cases of cybercrimes are directly

linked to

cryptocurrencies, 25% were not sure, while 25% clearly stated that there was no direct link. However, they
went on to state that cryptocurrency is being used as a tool to facilitate cybercrime which depicts their
agreement on the danger posed by cryptocurrencies. Many (87%) of the participants were able to list some
of the cybercrimes directly linked to cryptocurrencies and they included phishing (Bossler & Berenblum
2019, p.497), hacking, ransomware, group contribution, and money-laundering. However, when asked
whether given the assurance that the aspect of anonymity in cryptocurrencies would protect them from
being caught, if they would engage in cybercrimes, most of the respondents responded not sure. This
means that when probed it would have either been a yes or no and this was not possible with the
respondents filing their questionnaires. This means that in the main study there is a need to revamp wording
or add a probing question to get better resonates on the matter. However, people enjoy anonymity because
it puts them at free will to do as they please with the reduced probability of getting apprehended. Lastly,
when asked whether state regulation was necessary to curb the vice, the technical experts were in full
support of the measure while the rest of the respondents (50%) said not sure. This made it hard to decide
whether or not to make it a recommendation or reword the question in the main study to ensure the
respondents feel free to clearly articulate their thoughts.

Discussion
The pilot study widely depicts that the utilization of cryptocurrency lies in the facilitation of varied
cybercrimes that utilize cryptocurrency exchange blockchain technology (transactions anonymity) and
many more cyber - vulnerabilities in the process. It is evident from the study that a link does indeed exist
between cryptocurrencies and cybercrime. Cryptocurrencies use blockchain technology that enables
anonymity, which makes it an ideal tool for cybercrime and becomes an attractive tool for cybercriminals.
The pilot study lays the foundation that will be built on in the main study and depicts the gaps in the
literature that the main study ought to fill to contribute to the field of study. Moreover, the literature review
in the pilot study denotes research methods that previous scholars have utilized while conducting the study
that the researcher can also use to gather the data required to respond to the study question or improve on
the research method to avoid limitations that the scholars encountered while conducting their studies.

Conclusion
The findings of the pilot study suggest that there is a need for more robust cybersecurity. More robust
cybersecurity is primarily efficient in increasing the risk-adjusted returns of cryptocurrencies which is the
main study interested in studying and trading activities even when cyber-attacks are present. Hacking
seems to be the leading threat for

cryptocurrency investors. Moreover, cyber-attackers targeting

cryptocurrency exchanges have a high probability of attacking other sectors like industry, government, and
finance. It is from this information managed to pick the sectors to be studied when it comes to gathering
the secondary data. The pilot study sets the variables and measures to be studied in the main study. For
instance, the scholar realizes that yes, no, and not sure did not give a determinative figure and there was
need to replace with more distinct values like strongly agree, agree, neutral, disagree, and strongly
disagree. More importantly, the study depicts pitfalls that the researcher may encounter when gathering
primary and secondary data and stipulating the measures available to the researcher to overcome the
limitations. Additionally, by reviewing the literature, the researcher is aware of probable outcomes and data
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collection and analytical tools that have effectively collected and analyzed data. More importantly, the
study provides guidelines on ethical considerations when dealing with human participants and sampling
methods that can be used to target the preferred study sample. Hence, the pilot study will help to shape the
main study.

Limitations and Future Studies
The pilot study depicts that this is a novel topic where very limited research has been completed by this
moment. Additional studies ought to encompass the deviant history of persons as this may be a better
predictor of future illicit activity or cybercrimes. The scholars of the reviewed studies recommend that
future studies in the field ought to concentrate on

distinct regions within the U.S. in addition to

socio-economic classes. Further surveys should concentrate on the use of cryptocurrencies themselves and
what is getting bought will all virtual currency. The scholars recommend that further studies in the field
attempt to explore the dark web and discover the goods and services that can be purchased and how
cryptocurrency criminal proceeds are transacted. The currencies are laundered on the site.
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ABSTRACT
The pandemic protocols implemented in medical institutions made varied changes in healthcare services
experienced by emergency medical technicians, particularly in National Ambulance, Fujairah, UAE, in
aiding patients who need medical assistance. This comprises emergency response protocols, patient care
protocols, and employee shifting, and workplace interaction. The survey was analyzed quantitatively, while
the interview required qualitative analysis. The level of work performance of the EMTs before the
pandemic (x=4.19) is slightly higher than their performance during the pandemic (x=4.09); there is a
significant difference between the work performance of the participants before and during the pandemic (p
value=0.005). The participants’ changes observed relative to health protocols during a pandemic do not
show a significant difference when grouped demographic profiles.
Keywords- Pandemic Protocol, Emergency Medical Technicians
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INTRODUCTION
The Novel Corona Virus or the Severe Acute Respiratory Syndrome Coronavirus 2 (SARS CoV-2) was
recorded as a global pandemic by the World Health Organization on March 11, 2020. The virus originated
in Wuhan City, Hubei Province, China, where the first respiratory disease cases were reported on
December 31, 2019. The name of the illness was coined from the term "coronavirus disease 2019," which
produced its acronym COVID-19 that people use today (Cennimo, 2021). This crisis has affected the
people's way of life, public activity and affected the nearby and global economy, which has added more
difficulties and impacts on human health (Barro, 2020).
Consequently, the World Health Organization (WHO) has reported over 32.7 million affirmed cases of the
novel coronavirus, resulting in about 991,000 deaths on the 28th day of September 2020. In the United
Arab Emirates (UAE), 90,218 confirmed cases were recorded simultaneously (World Health Organization,
2020). The virus's threat has made local governments worldwide generate drastic measures that minimize
the risk of acquiring a respiratory disease, including complete or fractional lockdowns, separation, and
social isolation (Wilder-Smith A., 2020).
The pandemic protocols implemented in medical institutions made varied changes in healthcare services
experienced by emergency medical technicians in aiding patients who need medical assistance. This
comprises emergency response protocols, patient care protocols, and employee shifting, and workplace
interaction. Emergency response protocols, emergency medical technicians (EMTs), and paramedics
attend to patients who need medical services at

home or in vehicular accidents. These medical

professionals are commonly seen in an ambulance to tend to patients' initial care while being transported
to the nearest medical institution. EMTs employ first-line emergency care at the scene of an accident or at
a person's home, which comprises a team of people that assist in life-saving emergency care to patients
while on transport to a medical facility with one person serving as the vehicle driver (Sherman, 2021).
Furthermore, the handling of the patient's condition also drastically changed. This was clearly seen through
protective equipment and new standard procedures in treating patients suspected or confirmed to have
contracted the virus. The BLS healthcare provider adult cardiac

arrest algorithm for suspected or

confirmed covid-19 patients is a new protocol for EMTs working amidst the pandemic. This procedure
starts with verifying the scene that includes the proper donning of personal protective equipment and
limiting the number of personnel involved in attending medical emergencies. Checking for the patient's
vital signs follows after checking the scene. This comprises activating emergency response systems
through a mobile device (American Heart Association, 2020).
Finally, the employee shifting patterns in emergency medical technicians' work schedules commonly
covered 9,12 or 24-hour work shifts. In rural provinces, it was typical to see EMTs working 24-hour shifts
living in a house-like setting for performing daily activities. For nine or 12- hour shifts, there is an
alternating of shifts between daytime and nighttime (EMS PRO, 2020). In an 8-hour shift, the worker is
given a 40-hr duty over a five-day workweek. Overtime includes driving back to the garage and restocking.
The 9/12-hour shift includes four 9-hour tours or 12hour tours for a total of 36 hours. The 24-hour tour, on the other hand, is commonly seen in rural areas with
low call volumes of emergency reports. Rural areas also offer 36/48-hour tours due to the low volume of
calls and increased time for resting (Konig, 2016).
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Aim
This study aimed to determine the impact of the pandemic protocol on the work performance of
Emergency Medical Technicians at National Ambulance – Fujairah, UAE, to develop an adaptive
intervention plan that could be proposed to enhance EMT's work performance by the observed changes in
health protocols.

Research Questions
1. What is the level of work performance of the EMTs before and after the pandemic? 2. Is there a
significant difference in the performance of the EMTs before and after the pandemic?
3. Is there a significant difference in the changes observed by the EMT respondents relative to health
protocols during a pandemic when grouped according to demographic profile?

METHODOLOGY
The researcher used the descriptive type of method, collecting factual data through informal interviews,
observation, and surveys. A descriptive method involves collecting factual data to test hypotheses or to
answer questions concerning the study's current status. For example, the researcher used this type of
method to determine the impact of the pandemic protocol on the work performance of emergency medical
technicians. In addition, it allowed the

researcher to come with an appropriate assessment and

interpretation of the problem.

Research Time Horizon
This research time horizon was a retrospective cross-sectional study with a combined self made checklist
survey. The research time horizon was completed with the allotted time of the research study time
constrain—the study period ofsix months. The study period was set between September 2020 and April
2021.

Study Population, Sampling, and Size
There were a total of 96 Emergency Medical Technicians in the said city. Further, the target respondents of
this study were delimited to EMTs who are available and willing to participate during the conduct of this
study. Meaning, the researcher used voluntary response sampling since participation in the survey and
interview is voluntary. Hence, this study has total respondents of 58 Emergency Medical Technicians of
National Ambulance Fujairah of the Quantitative part, while ten participated in the interview.

Data Collection
The primary gathering tool in this study was a questionnaire specifically designed to gather data on the
impact of the pandemic protocol on the work performance of emergency medical technicians in, Fujairah
UAE. The questionnaire was also made through an online platform, making it available anytime. Upon
which the researcher collected the obtained data. It was organized and analyzed immediately and readied
for the statistical treatment, which pushed through to the final assessment phase. Further, the researcher
scheduled a virtual interview

through online conferencing with the respondents' permission and

availability. Wherein the researcher transcribed the gathered information.
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Data Analysis
After the collection of data, the responses that were derived from the respondents were tallied and
statistically tested using the z-test.

Reliability and Validity
The research instrument had undergone content validity. The researcher asked specialists in the field to
judge the appropriateness of the items on the instrument. Further, the researcher carried out a reliability
analysis on the survey questionnaire comprising 30 items for Work Performance and 30 items for Impact
of Pandemic Protocol to determine Cronbach's alpha value and the level of reliability of the questionnaires.
As a result, Cronbach's Alpha showed coefficient ranges from .76 to .84, indicating the different sections
of the questionnaire were reliable.

Ethics
The researcher sent a letter of intent, citing the purpose and the objectives of the study with an assurance
that the participants' information would only be used for this research. Further, all the information gathered
was kept confidential to the full extent of the law.

RESULTS AND DISCUSSIONS
Level of Work Performance
In Table 1, the general weighted mean performance of the EMTs before the pandemic is 4.19, which
indicates that the level of work performance of the participants is has a high level of work performance
before the pandemic. They regularly meet expectations and sometimes exceed expectations and role
requirements. Likewise, during the pandemic, the weighted mean of 4.09 demonstrates the participants still
have a high level of work performance during the pandemic.
Table 1: Level of Work Performance of Emergency Medical Technicians before and During the Pandemic

Despite the surge of the pandemic, Emergency Medical Technicians have a high level of

work

performance. It shows that before and during the pandemic, participants are dedicated to their profession
amidst the pandemic. They are regularly meet expectations and sometimes exceed expectations for the job
role requirements.

Significant Differences in the Performance of the EMTs before and during the Pandemic
Table 2 shows the Wilcoxon-Signed Rank Test in the performance of the EMTs before and during
the pandemic. The result shows that there is a significant difference between the work
performance of EMTs before and during the pandemic, having a p-value of 0.005, which is less
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than the level of significance (0.005 < 0.05); therefore, the decision is to reject the hypothesis.
Thus, the researcher concluded there is a significance between the work performance of EMTs
before and during the pandemic.

This study shows that even they performed at a high level, it still indicates the participants'
challenges. The participants revealed that the new protocol in this pandemic brought some
challenges that somehow affect their work performance. Participants stated that “Time and a new
routine in doing the job, adjusting to new normal,” “Stress in work during the time of peek in the
Pandemic.”, “Wearing cover all gear in the hot sun and responding to a normal patient.”,
“burnouts due to increased calls, by balancing life and work,” “There was physical (heat stress
from PPEs) and mental (anxiety from being a frontliner) challenges, and in both notes” and
“Slightly affect in the sense it's for my protection and good.” These statements support the
quantitative result where the hypothesis of this study was rejected. Even the participants
performed well before and during the pandemic, and there are challenges mentioned that might
affect their high level of work performance.
In scrutinizing more the qualitative data obtained in the work performance of the participants
before and during the pandemic, the researcher found recurrent themes in the participants’
responses.

Uneasy
Participants considered that pandemic protocol is challenging and uneasy when it comes to the
emergency protocol, patient care protocol, and even in their work shift. Participants even revealed
that wearing PPEs is the most uneasy in this pandemic. “During summer the suits are very
exhausting,” “PPEs such Tyvek suit which normally seen only on textbook becomes real because
We frequently wear it, and during pandemic We got More calls makes that us more exhausted by
Wearing uncomfortable suits” and “Donning and Doffing PPEs especially cover all. Treating a
patient with coverall”. Likewise, emergency protocols such as Transport of the Patients, Clinical
Assessment, and performing their tasks were shown. As they said, “Hard to explain to the family
for the criteria of transport if they do not meet it,” “Transporting COVID patients is a combined
effort of putting on/off the pipes and cleaning the ambulances right after” and “taking a longer on
the scene and patient time than usual.” This pandemic protocol indicates the changes that
happened when the COVID-19 hits.
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Acceptance
This study found out that amidst the changes observed by the participants in the health protocol,
they accepted, followed the protocols, and performed well. As the participants conveyed, “Coped
up via Acceptance,” “it's for my protection and good,” and “You just adapt because it will protect
you.” This only shows that medical professionals, especially Emergency Medical Technicians, are
flexible regarding the new health protocols provided. This indicatesthat they can still perform well
during the pandemic with new protocols.

CONCLUSIONS
The majority of the respondents have longer tenure the company. It indicates that Emergency
Medical Technician participants were familiar and strictly followed the different clinical
protocols set.
The participants highly observed clinical protocols for Emergency Response and Patient Care
before and during the pandemic. The result shows that established clinical protocols, wearing
PPE, transportation policy, and Infection Control are eminent changes before and during the
pandemic. Likewise, these are the highly observed changes of the participants, as they asserted in
the interview session.
Likewise, for the Work Shift of the Medical Professionals, especially the Emergency Medical
Technicians (EMTs) who give immediate management, they rarely have time for themselves as
they do their profession. It only implies that medical professionals are highly committed to
providing help to people even the pandemic started.
Participants have a high level of work performance before and during the pandemic. Emergency
Medical Technicians (EMTs) regularly meet expectations and sometimes exceed expectations of
their job responsibilities amidst the pandemic.
Work performance of the EMTs before and during the pandemic is significantly difference. It
implies that participants’ work performance has several challenges experienced due to pandemics,
yet they still perform their profession with dedication and acceptance.
Whatever the number of years as an emergency medical technician, the Length of service in the
company and rendered service during the pandemic does not affect the work performance or
changes observed by the EMTs in clinical protocols. It might imply that part of the profession of
the Emergency Medical Technician, no matter their length of service, it is their duty to comply
with all the protocols. Perhaps other demographic profiles might affect the said variables.
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ABSTRACT
Job satisfaction and employee performance have become one of the major areas of

concern for

organizations – challenging it will help maintain or even enhance financially healthy positions. MarTrust
Corporation Ltd is an organization that has been servicing the maritime industry and has been constantly
growing since its inception in 2016. The research relied on available literature and primary data collected
by a survey to perform an analysis. The study aims at identifying and addressing the problematic aspects
of job satisfaction that impact employee motivation and performance. Motivation was found to be
depended on two variables (dimensions) that define job satisfaction – nature of work, and opportunities for
development. The effect of remuneration was also noted to be of significant. The final chapter concluded
the dissertation where implications and recommendations were made to the incumbent organization to
retain its best talent and maintain financial health in the long run.
Keywords- Job Satisfaction, Employee Performance
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INTRODUCTION
Assessing job satisfaction is one of the major topics of concern for businesses and organizations today. The
key aim is understanding the importance of human resources for the business and therefore the need to
make the most of it. Job satisfaction is associated with employee performance which leads to improved
financial results for the organization.
The term "job satisfaction” defines how satisfied an individual is with their job. It is one of the key issues
in organizational psychology, mainly because it is considered to be directly related to both the mental
health of the workforce, and the interest of businesses to be highly efficient and, in many cases, to retain
stable, tenured and satisfied staff. Job satisfaction is often defined as a person's emotional response to work,
but is typically assessed as an evaluation of job characteristics that is combined with either internal or
external benchmarking (Spector, 1997).
Job satisfaction comprises three general areas: (a) the values an individual has or wants; (b) the individual’s
perception of how the business they are working for fulfills those values; and (c) the comparative
significance of these values for the individual (Locke, 1976). Furthermore, satisfaction can be allocated
into two categories: intrinsic and extrinsic satisfaction (Spector, 1997). Intrinsic satisfaction denotes the
nature of work tasks and people's feelings about the work they do. Extrinsic satisfaction represents other
facets of work such as pay, benefits, promotion system, etc.
Recently, measuring job satisfaction has been understood to be of vital importance by all businesses and
organizations, which can be considered to be the most reliable feedback system for the organization, as it
offers a significant and direct image of its employees within it. This can be achieved, either by supplying
surveys encompassing various aspects of the job and the organization, or by the open-ended questioning
method, where subjects openly convey their opinions. Consequently, by measuring satisfaction, a range of
information is provided to the organization, which can then take necessary steps to avert any issues that
may develop, such as turnovers, internal conflicts, etc. It is therefore not surprising that organizations are
adopting a job satisfaction orientation philosophy, to ensure the best achievable satisfaction for their staff,
which in turn will increase organizational performance and productivity.
However, it should be noted that, to this day, job satisfaction is not adequately approached by advanced
scientific methods and models of satisfaction. The main reason is that there are no experimental findings,
but mainly relational research, which highlights the plethora of factors that can affect it positively or
negatively. Although many studies have shown that job satisfaction is made up of many sub-factors, recent
research supports that these factors are related to each other in such a way that they constitute the most
general aspect of job satisfaction; employees who are satisfied in one area of their work are inclined to be
satisfied in other areas as well (McClelland, 1971).
Consequently, job satisfaction should be construed as a set of assessable parameters that are directly linked
to the work functions of the organization’s employees, and the employees themselves; that is, factors that
management can interpret, analyze and act upon with the necessary changes.
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Organization Background
The Marcura Group established in 2001 is an organization that is committed to streamlining the processes
of the maritime industry. Under its umbrella, Marcura has a portfolio of companies with the aim to become
a preferred specialist partner to the front-line people of the industry. One of these subsidiaries is MarTrust
Corporation Ltd., which was established in 2016 and has operations hubs in London, Mumbai, Dubai and
Manila, as well as commercial sales branches in Hong-Kong, Greece, and Denmark.
MarTrust provides customized maritime financial services to the maritime industry. Specifically, its client
base is shipowners and ship managers. It performs secure transactions at low cost, and pays client suppliers
and crew around the globe, in over 130 currencies with transparent, competitive FX rates which are
safeguarded by a first-class compliance scheme (Marcura, n.d.). In an industry where global payments
revenues totaled $1.9 trillion in 2018, with a sustainable annual growth level of 6 percent (McKinsey &
Company, 2019), MarTrust ensures that global payments are being paid on time by providing support with
expert knowledge on global payment regulations.
Moreover, MarTrust provides access to a leading payment gateway that is easily integrated to existing
systems. In close partnership with leading global financial institutions, the payment platform gives clients
global reach and customized solutions in a simple process that gets payments done on time, and at a lower
cost than the bank.
As mentioned earlier, Marcura has developed an established brand since 2001. MarTrust was fashioned
owing to Marcura’s already established clientele, in 2016. The clients themselves were demanding a global
payment outsourcing system so they could themselves focus on their core competencies: shipping and
logistics. As such, the MarTrust payment platform slowly entered the market, initially under a licensed
software, which later became proprietary. With its rising success, the client base began increasing and
certain issues started emerging. It became apparent that the operations team in Mumbai could not alone
manage the volume of payments processing and customer support. Additionally, the diversified clientele
was based in countries outside India, including Greece, Ukraine and Russia, the USA and China,
traditional powerhouses of the maritime industry. The quality of service, hence, started fading and a need
of change was manifesting.
MarTrust’s upper-management team in London was given the objective, by Marcura’s Board of Directors,
to form an international support team in Dubai to adhere to customer demands for higher quality service,
while at the same time managing the resistance to change from the existing support teams in Mumbai and,
by extension, in Manila. MarTrust, with the hefty funding of its parent organization Marcura, is heavily
investing in improvements to its online platforms, in addition to restructuring its support teams and
increasing commercial sales.
Still, funding operational and sales processes is not the answer for measuring job satisfaction of
employees. As mentioned earlier, it is the satisfaction of the employees, which will increase organizational
performance and productivity.
In light of this, the below research aim, objectives and questions are presented: RESEARCH AIM
The general aim of the research is the study of job satisfaction and its effect in employee performance.
Does MarTrust as an organization positively motivate its employees? Where does it need to make
improvements to increase job satisfaction? Will these improvements help to retain its employees in the
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long run?

RESEARCH OBJECTIVES
a. To study the main theories associated with explaining job satisfaction that impact employee motivation.
b. To identify the problematic aspects of the job of which management may not be aware. c. To assess if job
satisfaction enhances performance and outcomes.
d. To review improvements that the organization can institute to retain best talent.

METHODOLOGY
Research is the process of arriving at dependable solutions to problems through the planned and systematic
collection, analysis and interpretation of data (Mouly, 1978). A research methodology provides a piece of
research with its philosophy, the values and assumptions which drive the rationale for the investigation as
well as the standards that will be utilized for the interpretation of information and the drawing of
conclusions (Bailey, 2007). It provides an efficient path of decoding an issue and is a procedure of
examining how research is performed. The research methodology follows the research method known as
the research onion (Saunders, et al., 2016).

Research Philosophy & Approach
The pragmatic philosophy for this study has been chosen. Pragmatism is simply oriented toward solving
practical problems in the real world rather than being built on assumptions about the nature of knowledge
(Shannon-Baker, 2016). This means that pragmatism leads "action oriented" research procedures
(Cameron, 2011).
In line with pragmatism, a mix of quantitative and qualitative approaches are used (mixed methods). The
core assumption of the mixed research approach is that mixing quantitative and qualitative methods
provides a complete understanding of the research problem than using only

one type of method

(Molina-Azorin, 2016).
Hence, the evaluation of job satisfaction requires investigating, on a quantitative and qualitative basis,
various job satisfaction parameters.
To investigate the satisfaction of employees at MarTrust, initially the collection of information and the
necessary literature related to the general factors affecting job satisfaction were required. Then, for the
measurement of job satisfaction, the primary survey has been chosen, since the present research has a
specific purpose, to measure the satisfaction of employees. The data collected has been tailored to the
information in this study to provide specific answers to the research questions.

Population & Sample
There are over 600 individuals currently employed with the Marcura Group. However, since our study is
focused on the employees of MarTrust, a sample of 67 employees, in management and non-management
positions, were required for the quantitative analysis, across all divisions and geographic hubs where
MarTrust operates. An ideal survey participation rate for the size of this company aims to be between
80-90%. The participation of 63 respondents is indicative of the employee engagement in the survey,
which leads to great data and great results/feedback.
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Data Collection & Analysis
Data collection is central to the conduct of any research, and hence there are various channels to measure
satisfaction depending on its conceptual definition and the object of study

and focus. While

personal/telephone interviews, and postal surveys can enable the collection of the largest amount of data,
they have key disadvantages; mainly increased costs, a high-level of
statistical awareness of the population and reduced response rates (time). Consequently, a primary survey
reduces the cost of research and the time it takes, while limiting the role of the researcher and avoids, to a
degree, bias errors that may arise from weaknesses of communication between the researcher and the
population. Key advantages of questionnaires include customization to the needs of the survey, easy and
cost-effective execution, and quick collection of extensive information.
The purpose of this research, beyond exploring if employees are satisfied with their job, is mainly to
discover the dimensions (variables) where there is reduced satisfaction so that the organization can make
improvements or corrective actions.
According to Locke, who does not suggest a specific method of measuring job satisfaction, the four basic
variables that affect it are (Locke, 2013):
1. Rewards
2. Colleagues - Working climate
3. Nature of work
4. Organizational leadership
Considering the above, for the measurement of work at MarTrust by two dominating measurement scales
Job Descriptive Index (JDI) (Smith & H., 1969) and Minnesota Satisfaction Questionnaire (MSQ) (Weiss,
1967 ), the first was applied, which is based on five sub-variables: nature of work, opportunities for
development, remuneration, managers/supervisors, and colleagues. Two additional variables that are
considered particularly important and were taken under consideration in the questionnaire and drawn up
for the research are organizational leadership framework as well as the workplace environment.
The questionnaire utilizes the Likert scale and direct questions. The respondents were asked to respond to
the items by indicating their level of agreement using a five-point Likert scale (from “strongly disagree” –
“strongly agree”). This type of scale allows a compromise between offering enough choice and making it
manageable for respondents. Furthermore, if researchers want to use agree-disagree scales, they should
offer 5 answer categories rather than 7 or 11, because the latter yield data of lower quality (Revilla, 2014).
This questionnaire has yielded data that has been coded into SSPS statistical package for analysis,
classification, and reliability of results. SPSS was chosen because of its popularity within both academic
and business circles, making it the most widely used package of its type (Arkkelin, 2014). SPSS is also a
versatile package that allows many different types of analyses, data transformations, and forms of output in short, it more than satisfactorily serves our purposes.

Limitations of Study
It is crucial to underline the limitations of this dissertation and reveal the course for additional research.
First, this research is venturing into the field of job satisfaction for individuals employed within MarTrust
Corporation Ltd. across all the geographical hubs in which it operates and is the first time such a research
study is performed on and for the organization.
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Secondly, the present study investigated only one of Marcura’s companies and the respondents were
chosen from the researcher’s workplace. Despite the strict ethical considerations in place, the findings
obtained in the study cannot be said to represent the views of employees of the entire organization and are
not therefore generalizable.
To address these limitations, the collection of primary data is extensively supported, and the interpretation
of results was undertaken prudently by recognizing their generalizability.

Validity and Reliability
To ensure the validity and reliability of the data instruments utilized, a pilot survey was undertaken before
the primary survey. The pilot survey was distributed to 5 participants, one from each of MarTrust’s
operating hubs (Dubai, Mumbai, Philippines, London, Hong Kong) and

included the part of the

questionnaire that could be responded by indicating the participant’s level of agreement using the
five-point Likert scale. Results from the pilot survey were used by

the researcher for indicating

instruments’ ability to assess concepts measured consistently and provide information on improvements
required in the survey for enhancing validity and reliability.

Ethical Considerations
The primary survey was conducted as per below aims/guidelines:
a. Permission was obtained from appropriate channels of Martrust Corporation Ltd. to perform the survey.
b. Informed consent was requested from all survey participants, and purpose was clearly explained.
c. The researcher committed to integrity in data collection, presenting results and all communications with
respondents.
d. Bias from the researcher’s side was avoided by exercising objectivity.

DISCUSSION
The survey asked the employees of MarTrust to respond to their level of job satisfaction. The main
objective was to discover the problematic aspects of the job of which management may not be aware, and
to assess the dimensions of job satisfaction that enhance performance and outcomes.
Using the questionnaire, employees’ main factors of satisfaction were discovered – mainly, opportunities
for development and nature of work. With a 94% participation rate, the study is provided with good
representativeness, and hence, the results can be generalized.
The study generated some notable characteristics. The male population at MarTrust comprises 73% of the
workforce. Most employees are between the age of 31-45 years, who are

holders of graduate or

post-graduate degrees. These characteristics are found to be in line with the organization’s area of
specialization that require relevant work experience and knowledge. 52.4% of participants have been
employed with MarTrust over 3 years which is consistent with their perception for nature of work and
opportunities for development – the two factors that have been preferred as the most important for job
satisfaction. The results complement Vroom’s expectance theory where satisfaction from the nature of the
job provides certain suitable results (attractiveness, expectation) which are significant for motivation and
performance.
Moreover, the survey showed that most accounting/finance and operations functions are in Mumbai and
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Dubai, demonstrating that the organization has chosen to outsource these
business functions. A deeper analysis indicated the different management to staff ratios. Specifically, 1:3 in
Dubai and 1:6 in Mumbai. According to the KPI Institute (Costea, 2018) this ratio reflects the career path
development outlook, and the organization’s approach to personnel management. A high ratio may suggest
that a division is top-heavy and may reflect an organization’s approach to employee retention and
development, by providing its employees with managerial level opportunities. A low ratio, however, may
prove to negatively affect

succession planning, as there exist fewer opportunities for

promotion/development. As per

Herzberg’s theory, the possibility of promotion is a parameter for

motivation. It is imperative that MarTrust finds the proper balance in this ratio, as the main factor of job
satisfaction is opportunities for development, and if there exist minimal/none, then motivation and
performance will be driven downwards.
In the context of the overall analysis, there does not seem to be many dissatisfied employees with the
nature of their work. However, 71.4% agree that the work hours are demanding and 42.9% agree that the
organization requires frequent overtime. From the above, it was derived that 30.6% agree that they are not
rewarded for their overtime work. Additionally, remuneration scores were the lowest among all dimensions
of the survey (µx =3.03). A fair number of employees responded neutral or disagreed when asked if the
organization invests in their abilities in the form of seminars or training. The results are inconsistent with
Locke’s goal setting theory where educating employees positively contributes to purpose, motivation, and
subsequent satisfaction.
Moreover, the results of the study showed that only 23.8% of employees agree they are paid fairly with
respect to their colleagues, and a large 50.8% disagree that they are rewarded for their overtime work. As
per Adam’s equity theory, employees may be dissatisfied when there is a discrepancy between effort and
remuneration, and equity, which can result in demoralization in quality and quantity of work. Besides,
numerous studies and reports suggest that productivity can suffer with increased overtime hours. In
white-collar jobs, performance decreases by as much as 25% when 60 or more hours are worked in a week
(Sirois, 2001). Job that is not governed by a continuous process can be affected by decreased productivity,
and even process-driven work can suffer if reject rates and customer dissatisfaction increase due to
diminished quality and performance linked to long hours. One’s well-being in the workplace is reflected
by job satisfaction, which also indicates emotional well-being or good mental health.
The study further showed high scores in “Manager/Supervisor” and “Colleagues” variables. The high
scores correlate well with Alderfer’s ERG theory and Maslow’s hierarchy of needs, on the fulfillment of
which job satisfaction depends. Specifically, most employees feel safe for their positions (only 9.5% of
employees do not) - existence. The relatedness need is showcased through the positive interpersonal
contact with colleagues; 80.9% agree that their suggestions are taken into consideration when presented to
a manager. Moreover, a large 80.6% agree that they can freely request help from their colleagues, and no
one employee does not trust their colleagues (µ=3.97). Over 40% agree that competition among colleagues
is intense. Competition in this case acts as motivation because growth needs are met when the work is
innovative and offers challenges and independence. Another important piece of statistic is that 79.4% trust
their managers’ instructions (for tasks), however 19% disagree and 15.9% are neutral when asked if their
managers effectively handle relationships in respective teams. This can be classified as a trigger for
dissatisfaction under hygiene, as per Herzberg, and the organization must seek to improve this variable to
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enhance motivation, satisfaction and hence performance. The study shows that the organizational
leadership framework results have a satisfactory response overall, which aim to assess job satisfaction
based on the main theory behind this dimension. As per Locke’s goal-setting theory, in order to be
motivated, the employee must embrace and adopt the organization’s goal so that their actions are directed
towards them, which requires all human energy; 80.9% of employees agree that they share these goals,
19.1% are neutral, and none disagree. Additionally, employees agree that the quality of services offered is
high (µ=3.97). The percentage of dissatisfied workers in this dimension can be attributed to isolated and
random cases. However, there are enough employees who have a neutral attitude

towards the

administration, especially when asked if the organization makes changes that favor them. Hence, there are
improvements that can be performed if certain principles are met, so the individuals become mobilized,
and achieve high performance and satisfaction all at once. The results of this study substantiate the
correlation between job satisfaction and performance. The dissertation adds to the knowledge of job
satisfaction’s effect on performance, by providing insights on MarTrust employees’ satisfaction levels
based on different needs and variables.

CONCLUSIONS
Most employees are satisfied or very satisfied with their job. The study also highlighted that nature of
work and opportunities for development are the most important driving factors for job satisfaction. They
are the factors that motivate the employees to perform their best. Further analysis however showed a low
management to staff ratio across the organization (except in Manila) which may negatively affect
succession planning, as there exists fewer opportunities for promotion/development.
The employees with the nature of their work, almost half of the employees agree that the frequent overtime
work and the demanding hours are not rewarded by the organization. Within the same variable, employees
find that the company does not invest in their abilities through seminars and training.
Other variables of job satisfaction earned acceptable scores. Still, this study may force MarTrust’s decision
makers to rethink their approach to employee satisfaction and develop improved human

resource

strategies to increase job satisfaction.

IMPLICATIONS
Until now, MarTrust is focusing on the growth and expansion of its services to become a preferred
specialist partner to the front-line people of the maritime industry. However, the organization must
simultaneously focus on its employees and their motivation, now more than ever, to ensure quality
performance. As the definition suggests, job satisfaction is associated with employee performance which
leads to improved financial results for the organization.
A low score in the remuneration variable of job satisfaction is not a downside on its own for the
organization, so long as other variables are supported with higher scores. Arguably, larger organizations
with higher management to staff ratios have the ability to promote from within more freely. However,
results of the study show that opportunities for development are low within MarTrust and this may directly
impact employee experience down the line. Hence, if succession planning is not addressed, it is very likely
that the organization may not be able to retain best talent.
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The dissertation attempted to execute a foundation analysis between employees’ level of job satisfaction
and the variables that define satisfaction as outlined in the literature review. This may serve to uncover
certain problematic aspects upon which the organization may choose to improve with prompt effect. A
future study with more in-depth analysis may be decided to be undertaken when the organization has
expanded and grown its human capital. With a larger sample, a more concrete study will allow for rich
statistical analyses (parametric and non parametric) and even richer conclusions. Likewise, further studies
in aspects such as, but not limited to, leadership styles may explain the relationship between employee
attitude (job satisfaction and commitment) and performance.
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ABSTRACT
This research determined the impact of safety culture on individual workers performance, as an alternative
to improving organizational performance and staying afloat, the

ever-changing market. The study

established if any relationship exists between organizational health and safety and workers’ performance
and how this could have been a result of gap in health safety guidelines and relating it with workers
performance. Deducing the real impact of

organizational health and safety guidelines on workers

performance, was then sought through identifying employee training skill gap in the Human Resource
Department (HRD), and management’s commitment to workers’ safety in winning hearts. If this would in
turn increases their performance, because good safety performance would reduce accident rate and
(uninsured) costs.
Keywords- Organizational health and safety, workers’ performance
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INTRODUCTION
The Health and Safety Work Act gave room for the creation of Health and Safety Executive (HSE) first in
the United Kingdom (UK) in 1974 to enforce and regulate health and safety measures in organizations, thus
laying foundations for other workplace safety laws in the world.
Chemical industry comprises of organizations that specialize in the conversion of raw materials into
various chemical products and have been faced with adverse health risk from hazardous agents, as well as
process related hazard that have proven to be catastrophic from history. This then requires emphasis to be
laid on health and safety guidelines through policies, procedures and standards usually embedded in safety
management systems which is believed to be sufficient to prevent work related injuries and ensure
unplanned events do not occur.
Dow chemical company is a good example of chemical companies that lay emphasis on the need for
workers to always follow health and safety guidelines. However, having these safety measures available is
one part, while compliance, suitability and its effects is another part. The
impact of this emphasis would then be analyzed with its workforce in Jebel Ali Free zone Dubai UAE to
determine its effect on workers performance, as well as the organization as a whole. The company is a
diversified chemical company founded in 1897 by Herbert Henry with its headquarter in Midland,
Michigan, United States but with branches in other country including UAE site.
Dow chemical has been involved in constant acquisition of businesses and mergers over the last decade
which often creates difficulties in synergies especially in health and safety guidelines as workers from the
acquired company are being asked to work with new guidelines. This, from past study has resulted in low
performance at the initial stage, especially when these improved guidelines are not embraced. Also,
accidents occur when adequate health and safety guidelines are not in place. A good example was the
incident which resulted in a life event in Alabama site, according to (Fiscus, 2020). Another result of failure
in adequate safety guideline is the fine from a government authority registered on 18 May 2020 according
to (Volkova, 2020) and finally environment degradation concerns covered by (Jones et al., 2020) all of
which affects employees performance in different distinct ways.
According to Danish and Ramzan (2013), it is evident that controlling hazardous situations and working
conditions through guidelines can lead to efficiency in the working environment. Hence, the necessity for
organizations to design a safe workplace that will increase the level of commitment, motivation, and
improvement throughout its operational period.
Michael. et al. (2019) mentioned that, there is evidence regarding the fact that an organization would
benefit if management is determined to provide workers with a safe

working environment. This

determination can be achieved through specific laid down guidelines that emphasize the importance of
workers health and safety.
An organization that shows great commitment for workplace safety will achieve an increase in the desired
worker’s behaviors and attitudes as well as lesser problems associated with workplace safety (Michael. et
al., 2019).
This study can be linked to behavioral theory updated by Saul (2020) which considers the role of
individuals in promoting health and safety in the organization with emphasis that an healthy and safe
organization will stimulate workers performance pointing to the need for managers and supervisors to
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actively work in order to alleviate hazards, illnesses and accidents that are characteristics of an unsafe
organization.
The result from a very safe and healthy workplace could come in form of workers efficiency, increased
productivity and less absenteeism from work.
Since lives have been lost through process related incidents and other work-related injuries, health and
safety standard is very important in the chemical industry. Although, while a workers experience and task
knowledge is beneficial, the approach through adequate health and safety guideline, is fundamental
towards ensuring hazard awareness, thus creating a motivated, healthy work environment.

Research Aim
The aim of this study is to determine the impact that organizational health and safety guideline has on the
performance of both old and newly joined workers in terms of productivity, efficiency, effectiveness,
quality from healthy workforce, reduction of workers absenteeism and also reduced medical and insurance
costs.

Research Objectives
The main objective of the study is to evaluate the impact of organizational health and safety guidelines on
the performance of workers at Dow Chemical Company Dubai UAE. The specific objectives include, to
establish the relationship that exist between organizational health and safety and workers performance; to
determine if health and safety guidelines contributes to effectiveness and efficiency of workers in the
organization; to determine how orientation and reorientation on safety guidelines will influence workers
performance; and to determine how management commitment towards health and safety of

the

organization affects workers performance.

RESEARCH METHODOLOGY
Research philosophy and paradigm
Research philosophy for this study will follow a pragmatic approach. This approach will give the
researcher room to thoroughly analyze the effect of organizational health and safety guideline on workers
performance, since the research idea is based on determining the effects a measure has on human act, by
accessing various experiences. Pragmatism would allow research to look qualitatively at acceptance of
health and safety guidelines as well as its effect on culture of the organization. Additionally, room for
quantitative deduction would be obtained from matrix like KPIs, appraisals, leading indicators, lagging
indicators and other means of determining workers performance.
The importance of specifying the paradigm selected above Is essential, as It gives room for certain
questions to be asked regarding approach to technical enquiry which gives guidance on how to understand
the world from a specific point of view.
The approach to be used and how we study a certain topic, is influenced by our assumptions and believes
contained within the research paradigm. Hence, it is paramount for the reader to be able to align with the
researcher’s perspective and approach to the work understudied. In addition, the methodology must be
justified and aligned with the approach used to answer the research question. Since research philosophies
refer to systems of beliefs and assumptions about the development of knowledge. They also hold important
assumptions about the way in which the researcher views the world. These assumptions are important to
152

be stated as they shape all aspects of the research. (Saunders et al., 2016)
The researcher hopes to gain insights into multiple factors contributing towards individual worker’s
performance and the efficiency of health and safety guideline being practiced, to enable identification of
possible problems in the hope of finding a solution, as we know pragmatics often acknowledge that their
inquiry will not lead to certainty because, in theory, nothing in the world is certain (Salkind, 2010)

Research approach
The approach used for this research did not only focus on the traditional inductive reasoning where facts
from result of workers performance analyzed can lead to generation of a
theory, nor the deductive analysis of the theory surrounding the importance of health & safety guidelines
which could then lead to data that can communicate its essence. But it instead used an abductive approach,
where a combination of deductive and inductive approaches gives a back and forth effect in its thinking,
thus enabling the researcher a broader view of the topic while answering the research question and aligning
with the selected pragmatic philosophy. According to (Saunders et al., 2016)Abduction starts with
analyzing a surprising face while working out possible explanation on how this could have been.

Methodological choice
Approach to this study used a mixed method of data collection and it was sourced from workers of Dow
chemical company Dubai UAE. In researches, mixed method refers to the result of combining both
quantitative and qualitative approaches. (Creswell, 2014) The researcher hopes to establish new ideas from
qualitative theory which would be backed up with quantitative hypothesis to highlight ideas surrounding
effects of safety guidelines on workers performance. The reason for this choice is also due to the paradigm
chosen by the researcher, as pragmatic philosophy often requires a mixed method approach to leave room
for varying ideas.

Study population and sampling
Population is defined as the group of people or objects under statistical study (Collins & Hussey, 2009).
The population of the study consist of workers from Dow chemical company UAE. Simple random
sampling technique was used in selecting participants for the study and sample population consist of 50
workers drawn from the general population of workers at Dow chemical Dubai UAE. Random sampling
technique was considered in other to obtain unbiased result that could arise from targeting any specific
group since health and safety cut across all groups and it is a basic right. Distinction was given among the
randomly selected population to highlight differences in contract type, history of joining, roles, level
position and duration of employment for all the 50 randomly selected.

Data collection
Unstructured informal interviews through online video calls and physical meetings were used to collect
relevant data from respondents which included open ended questions which was thought to be suitable,
because data gathered through the interview tend to be more objective giving the researcher the room to
ask specific related questions. Also, a well structured Five Point Likert Scale questionnaire was designed
and distributed for the study population to engage their unbiased opinions. Secondary (retrospective)data
from official internal statistics was also obtained to reflect workers performance.
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Data analysis
Data will be analyzed using descriptive statistics which includes mean, mode, percentage, and standard
deviation. Presentation of the findings will contain frequency distribution tables, diagrams, pie charts, and
bar graphs. Dispersion analysis will be used to establish the effect of health and safety guidelines on
workers performance among the employees of Dow chemical company Dubai UAE.

Validity and reliability
Validity is the degree to which test measures what is supposed to be measured. The initial drafts of the
instrument was submitted to an expert who subjected the instrument to rigorous scrutiny in order to
ascertain the clarity, relevance, adequacy and other attributes which a good research instrument should
possess after which it was reconstructed based on the suggestions obtained.
Reliability is a measure of the degree to which a research instrument is consistent in giving same results
after repeated trials. The instruments used was re-administered to few selected respondents after a period
of 1 week and no deviation was found in response initially obtained. Also, from the selected population an
average performance score from the primary data obtained internally was compared with the EHS KPI
matrix required of the company to determine its accuracy.

Ethical consideration
The research considered all ethical guidelines required during the study by first seeking permission from
the management of Dow chemical company Dubai, to carry out the research on its premises and workers.
Informed consent was obtained from participants after presenting them with a summary of the research and
its aim, after which their signature was obtained. Anonymity was considered for participants and all
previous ideas used were properly cited.

Limitations of research
The study is presently limited to Dow chemical company Dubai. Hence, result generated might not hold
true for other industry. Personal limitation was in relation to the Covid-19 factor that limits physical
gatherings. However, meetings were scheduled through online platforms.

Resources needed for data collection
Primary data was gathered from selected workers of Dow chemical company UAE through questionnaires
and interviews which was administered to the respondent one after the other to fill at their convenience.
WebEx meeting was used for group interviews and data from KPI on performance was obtained from
internal metrics.

RESEARCH METHODOLOGY
Survey Analysis
For analysis of the data obtained, descriptive statistics method was used to convey information gotten from
the study which according to (Trochim, 2020) would give simple summary about the sample and measures.
For the impact of health and safety guidelines on workers effectiveness, 20.0% of the respondents agree
that workers show sign of effectiveness when they follow health and safety guideline, while 80.0 % of the
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population neither agree nor disagree.
In the impact of health and safety guidelines on reduction of costs; 12.0 % of the respondents agrees that
as a result of proper guidelines put in place, there has been reduction in medical and insurance costswhile
88.0 % of the population neither agree nor disagree.
For the impact of health and safety guidelines on product quality, 8.0 % of the respondents agree to the fact
that health and safety guidelines have influence on quality of product output; 36.0% of the population
neither agree nor disagree while 56.0 % of the sample population disagree that health and safety guidelines
have influence on quality of product output.
For impact of health and safety guidelines on a healthy workforce, 34.0 % of the respondents agree that
health and safety guidelines can leads to a healthy workforce; 54.0 % of the population neither agree nor
disagree while 12.0% of the sample population also strongly agrees that health and safety guidelines can
leads to a healthy workforce.
As to impact of health and safety guidelines on reduction of costs, 28.0 % of the respondents agree that
when workers follow health and safety guidelines, there tend to be reduction of workers absenteeism; 56.0
% of the population neither agree nor disagree while 16.0 % of the sample population disagrees that health
and safety guidelines can leads to a healthy workforce.
As to impact of safety culture on workers performance, 24.0% of the respondents agree that availability of
good safety culture helps workers perform better; 68.0 % of the population neither agree nor disagree while
8.0 % of the sample population disagree that availability of good safety culture helps workers perform
better.

Interview Data and Analysis
A total of 28 persons agreed to participate in the group interview out of 50 randomly sampled population,
making it 56% response rate. The interview question can be found in the appendix. and the transcribed
interview in table 21below, which shows a categorized response in themes and sub-themes after obtaining
a feedback from the combination of WebEx meeting and physical gathering in a large meeting hall.
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In order to understand the real impact of organizational health and safety on individual respondents
performance, it was imperative we gain insight into their perspective from the below question, and
responses included suggestions, feedbacks, advantages and disadvantages of having health and safety
guidelines at work.

Impact of Managements’ Commitments
Major topics discussed regarding what influence the management’s commitment may have on workers
performance centered on performance reviews, risk assessments, field

presence, PPE provision,

management system reviews, workers involvement in key decisions and learning experiences from past
incidents being given as a weekly refresher. Some key disadvantages mentioned were regarding dispute
among workers regarding inclusion in key decision making which discourages involvement in adherence
in safe execution methods and performance improving matrix and feeling of false sense of safety since
some would only comply with stipulated guidelines in order to up their performance.
Advantages of management’s commitment from administering guidelines mentioned include reduction in
absenteeism from knowing their workplace is safe and the satisfaction the follows, opportunity to learn
from past events through LER and apply to personal reality and the satisfaction that comes with knowing
their opinion maters when management involves them in key decision making situations.
Feedbacks raised were discomforts from use of PPE, and the feeling of being policed

when the

management step into the field for monitoring.

Increase in Productivity
Technology introduction, procedure use policy and requirement of good housekeeping from following
health and safety guidelines.
The only disadvantage of adherence that was highlighted was the feeling of constraints in maintaining
certain good manufacturing guidelines restrictions and a female admin respondent raised a suggestion for
all procedure being used to be promptly updated in order to capture possible deviations and give actual
field representation.
However, majority of the respondent felt following health and safety guidelines is beneficial and it
increases productivity in ways like, reduction in self-dependency, easy maneuvers within the workplace
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from good designs (walkways, area classification) and efficient housekeeping culture, and finally the
speed brought about job execution from introduction of technology. i.e. “confined space inspection
through drones”.

Absenteeism in the Workplace
Sick leave as a result of following or not following safety guidelines and how it affects individual
performance highlighted sick leave as a sub theme, where the personal advantage of rest and recovery was
mentioned, however the disadvantage of insufficient manpower

availability in the workplace and

redirection of budget into sick pays and fines as opposed to basic welfare amenities that benefits all
employees and thus increasing output was majorly supported.
Inclusion in the workplace which is expected by respondents to be promoted by health and safety
guidelines was seen as a reason for increase in absenteeism, if management fail to do their part or workers
make it difficult for others to enjoy working because they are being bullied. Hence, the impact of properly
following health and safety guideline was seen as a yardstick to improving job satisfaction by respondent
from operations team.

Orientation and Reorientation.
Positive comment on improved worker performance was highlighted as evident through training, mock
drills and important job approval being practiced by the management system. Some advantages mentioned
are; knowledge improvement, knowing what is required to carry out a job safely and efficiently , real life
response measure in cases of emergency through mock drills, elimination of involvement in superior task
through job role approval, and the provision of an intranet based training software on health and safety
guidelines. They all saw induction, training and mock drills as an aspect of health and safety guideline that
provides understanding of job and means of preventing mistakes that would reduce both individual and
organizational performance and cause harm to colleagues.

Accident Occurrence
When question on effect of accident was posed to respondents, psychological stress and fear of job loss was
mentioned. Feedback mentioned was regarding accident creating chances for more errors due to anxiety.
Also, the advantages of health and safety guideline was seen in comments regarding enjoyable workplace
environment and job satisfaction. However, when accidents occur either from false sense of a safe
environment or non-adherence with guidelines by workers, it creates blame culture, lack of motivation and
reduction in moral which then lead to lower efficiency.

Achieving Effectiveness and Efficacy
To achieve and efficient workforce and an effective workplace culture, respondents thought time spent on
investigations when accidents occur, litigations, and uninsured cost were a distraction. This they believed
are evident whenever health and safety guidelines are not upheld by the management or the workers
engaged in daily task. Discussion was later broken down into negative funds reallocation that reduces
management’s power in providing basic welfare amenities, loss of business reputation due to occurrence
of accidents or closure of business that brings fear of job loss to the respondent, thus having an effect on
their performance.
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Respondents’ performance
Coined from the retrospective data collected indicates that 66% (n=33) of the sampled population had good
performance in the year 2019, and 34% (n=17) respondent had poor performance.
Positive performance for the male respondents 67.3% (n=31) was noted while 32.6% (n=15) male
population had recorded poor performance in the year 2019. For the female gender, performance was
averagely shared at 50% in a total of (n=4) population. This shows that although the sample was dominated
by the male population, the difference in good performance factor (67.3% and 50%) and bad performance
(32.6% and 50%) was not the most, even though the female population was significantly low. Gender
therefore doesn’t seem to have much influence on how workers perform.
There was 100% good performance from members of the EHS team, evenly distributed performance
within the maintenance team (good=50%, bad=50%), and majority of the members of QC department had
good individual performance 66% likewise operations team with a 86% positive performance. However,
the percentage of poor performance within the Admin team and logistics team were superior to the positive
individual performance with 33% and 42% respectively.

Performance per years of experience
Majority of the ages recorded good performance compared to poor performance, except for employees
with less than 2 years of experience which recorded poor performance at 66%.

Critical Findings/Results
Survey done in Dow chemical company began with workers demographics and basic information through
the distributed questionnaire to compare how a particular group feel about a certain topic regarding EHS,
and to determine if it actually affect their performance. However, the major finding was the significant
dominance of the male population in the sample size. This made me compare performance metrics with
gender and the findings showed there was no specific gender influence on performance. However, the
functional (job) role was different as the male workforce were involved in logistics and operations (due to
country of operation) while female population dominated QC and Admin role(fig 29) but performance
were similar according to retrospective data obtained.
Dow is committed towards the health and safety of its worker and they see safety as priority (table 1),
which meets up with (organization, 2010)requirements, but a significant fraction still believed otherwise.
Majority of the sample also agree to EHS giving a sense of direction which is expected and was supported
in during the interview process and this was also showed within the organization as no fraction disagreed
with the statement.
An attempt was then taken to ascertain if, the sample had been in situations where adherence with health
and safety requirements prevented accidents, but a significant percentage disagree with the statement,
which raised a huge concern since learning experiences are important in bolstering culture moving
forward. But thankfully, indicated that all population either agree or strongly agree that EHS is important,
despite not facing situations where it had practically prevented accidents. However, it was difficult relating
these findings to their opinion on whether EHS guidelines influences their job performance as 36% of the
population disagree that it does, while 32% had a neutral opinion and the remainder 32% agreed to the
statement.
Unlike actual job execution, 54% of the population agreed to actual performance increasing. This was
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reflected in retrospective data obtained from the site intranet, and the KPI were based on the amount of
EHS actions (criteria) having being fulfilled. There was a false sense of improved EHS on actual job being
executed, as most employee may be more concerned with fulfilling KPI metrics (linked with performance),
as opposed to ensuring a good safety cultured environment.
Because interviews help to better understand, and explore research subjects' through opinions, behavior,
experiences, and phenomenon. (Frances et al., 2009). Open-ended

questions asked, gave in-depth

information on limitations regarding lack of personal hazard awareness as a hindrance in meeting up with
KPI metrics which are linked with performance and trainings consuming free time required for stress relief
which reduces personal output eventually.
Feedback regarding communication of guidelines requirement mentioned a difference

between

paper/classroom guide and practical reality present in worksite. A major disadvantage of the impact of
health and safety guideline highlighted, was the false sense of safety culture when worker conform with
EHS guidelines because of fear of job loss and a reaction to managements investment in inspection round
frequencies. Another disadvantage mentioned was the discomfort felt during the use of job aids and safety
apparatus.
However, advantages of adherence with health and safety guidelines was considered superior to its
disadvantages and it includes job satisfaction, less risk requirement, and faster job execution through
introduction of EHS related technologies which ultimately contribute to improved individual performance.

CONCLUSIONS
The research focused on identifying the impact health and safety guideline has on the performance of
workers at Dow chemical company Dubai UAE.
The respondents agreed with certain key questions in relation to how health and safety guidelines
influences workers performance. The research established that there is a linear relationship between health
and safety guidelines and workers performance which is to a large extent evident on the level of
productivity, efficiency and effectiveness, leading to a healthy workforce where workers are less often to
be out of work as a result of health and safety issues.
The need for total commitment on the part of management team is also highlighted in the study. Important
management role recognized in the study includes proper orientation of workers on the importance of a
healthy and safe workplace and the prioritization of work task, based on the level of safety available.
The study concludes that employees’ performance can be greatly influenced when they follow properly, the
health and safety guideline put in place by the organization. Therefore, it is the role of all key stake holders
in the organization including the employees to work together towards achieving a safe and healthy
workplace.

IMPLICATIONS
The implementation of health and safety guideline in the workplace helps majorly to prevent significant
hazards, potential risks at work, legal repercussions, injuries and possibly death of employees. The proven
idea from this statement, however, would be hampered if not admitted correctly and thus limiting the
chance to help promote productivity, efficiency, effectiveness at work, good morale, and reduction in
employees’ turnover.
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For Dow chemical company a major implication of the research finding, and conclusion would mean a
need to re-access the underlying factors that hide behind having a good workplace culture, and workers
simply meeting up with performance related targets.
Although relating performance with EHS performance would greatly improve participation, it may be
more important to give further attention towards other driving force, like involvement of workers in key
decision making, provision of improved welfare facilities and basic amenities.
Finally, the result from this dissertation sheds light on the need for simplifying work processes and
ensuring there is a match between what is being taught in training and documented procedure, with the
actual job on the worksite.
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