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Abstract:

In conclusion, this research has shown that applying stakeholder satisfaction measures is one of the
essential tools for assessing work quality across various fields. The findings highlighted the importance
of evaluating stakeholder feedback in improving institutional performance and enhancing the
effectiveness of organizational processes. The study also demonstrated that stakeholder engagement
and their direct impact on processes can play a pivotal role in enhancing work quality and ensuring

sustainable development within the professional environment.

By analyzing stakeholder opinions, it is possible to identify both strengths and areas in need of
improvementin performance, and thus develop effective strategies for quality enhancement. Despite the
challenges that may arise when applying this measure in certain contexts, the results clearly indicated
that listening to stakeholders and involving them in decision-making processes significantly contributes

to achieving positive outcomes.

In the future, this application can be expanded to broader areas by utilizing advanced analytical tools and

techniques, which will help strengthen the relationship between quality and stakeholder satisfaction

more effectively.




il

:’&.3.3,:." E?‘)‘L‘

ailalys &y90." dbiall iloss| Loy (olid M5 (e daladl ol B39 cpaues” .(2019) aza cdls 1
. 23(4): 45-60. 403119 3,15¥)
S 18(2): 98-yl 8191 Alzea.” 381U 5y) cpawes 3 Lyl yalid 592" (2021) Aabold et e
112.
Byla) @ ol Asusiwll laadly olga¥l dmball Gl Lay (wlid" (2020) . crus ctaxs
.15(1): 55-70.4aLall 581,LI

WP PUNRY

Carroll, A. B., & Buchholtz, A. K. (2014). Business and Society: Ethics and Stakeholder
Management. Stamford: Cengage Learning.
Clarkson, M. B. E. (1995). "A stakeholder framework for analyzing and evaluating corporate
social performance”. Academy of Management Review, 20(1), 92-117.
Donaldson, T., & Preston, L. E. (1995). "The stakeholder theory of the corporation: Concepts,
evidence, and implications”. Academy of Management Review, 20(1 ), 65-91.
Elkington, J. (1997). Cannibals with Forks: The Triple Bottom Line of 21st Century Business.
Oxford: Capstone Publishing.
Freeman, R. E. (1984). Strategic Management: A Stakeholder Approach. Boston: Pitman.
Harrison, ). S., & Wicks, A. C. (2013). Stakeholder Theory, Value, and Firm Performance.
Cambridge: Cambridge University Press.
Hersey, P., & Blanchard, K. H. (1982). Management of Organizational Behavior: Utilizing
Human Resources. Englewood Cliffs: Prentice Hall.
Jensen, M. C. (2001). "Value maximization, stakeholder theory, and the corporate objective
function". Business Ethics Quarterly, 12(2), 235-256.
Jones, T. M. (1995). "Instrumental stakeholder theory: A synthesis of ethics and economics".
Academy of Management Review, 20(2), 404-437.

. Kaplan, R.S., & Norton, D. P. (1996). The Balanced Scorecard: Translating Strategy into Action.

Boston: Harvard Business Review Press.




. Mitchell, R. K, Agle, B.R., & Wood, D. J. (1 997). "Toward a theory of stakeholder identification
and salience: Defining the principle of who and what really counts”. Academy of Management
Review, 22(4), 853-886.

. Maslow, A. H. (1943). "A theory of human motivation". Psychological Review, 50(4), 370-396.
. Neely, A, Gregory, M., & Platts, K. (1995). "Performance measurement system design: A
literature review and research agenda”. International Journal of Operations & Production
Management, 15(4), 80-116.

. Porter, L. W., & Lawler, E. E. (1968). Managerial Attitudes and Performance. Homewood: Irwin.

. Wheeler, D., & Sillanpdd, M. (1997). The Stakeholder Corporation: A Blueprint for Maximizing

Stakeholder Value. London: Pitman.




Applying stakeholder satisfaction as KPIl and its
impact on the quality of work performance

Jastll cl3l 352 wale 8y0il5 sa0g clolll Julid) pi§aS daleall olxusl ooy Gabad

Dear Respondent,

| am a Master's candidate (Management) at the University of Midocean Currently, |

to examine the This study aims am conducting a study titled * Applying stakeholder satisfaction as KPI and its
impact on the quality of work performance”

| would like to request your cooperation to answer this questionnaire, Any information cbtained

will be kept confidential and only used for academic purposes. Your cooperation is highly

appreciated.

Thank you in advance for agreeing to participate in this study.

* Required

1. Age
J.a.le *

P

i) 25-35

LI

) 45-55

() ower 55 years old/iw 55 jo 81

2. Gender

gsil




P e
I} &3 Male

") Fernale il

L

Educational Level *

Pt

()} &gli High School

L

() g2 sltSs Bachelor's

:: pawsls Master's

Elygit» Doctorate

4 Luaiall
Position -

Enter YOur answer

o Jasll 8 3l Olgiw
Years of Experience

} Syears & less
) 5-10 years/ Jlgiuw
11-20 years/ duw

() 21 years & above/dis 21 ;o 45|




6. Tdasll elal sgime e dnlaall Ulnal o) Lanl dsla] Ggius 9 Le
What is your level of awareness regarding the importance of stakeholder
satisfaction in relation to work performance? *

() faz géipe Very high

Pt

| ) bawgis Average

L

Y

() podsis Low

7. Slisnge g daloall Lol Loy giume pidi S o
How do you evaluate the level of stakeholder satisfaction in your organization? *

() Ta> gdizs Very high

() louugis Average

() Joixio Low

-

8. $ll dpwilly dmlaall Llnal La) dsal sas Ls
How important is stakeholder satisfaction to you? *

()} Taz dage Very important

Yy

() loicyi dage Somewhat important

() dage e Notimportant

9. Selivawis b Jasll B3g> wle yig dnbasll Ulnal Lo jl saiss Ja
Do you think stakeholder satisfaction affects the quality of work in your
organization? *

—,
Y

() s By sami Yes, significanthy




() 2gamo S (ami Yes, somewhat

_—

() ol el M Mo, it has no effect

o

10. §ilisamge b dabasll Llualls) yuls pi A
How is stakeholder satisfaction measured in your organization? *

() 480 Sliluiwl pe Through regular surveys

() dmesddl Jlelaizil JUs o Through personal meetings

") 3ima ubid iq0 ¥ There is no specific measurement

11, fa=Llesll q_ijnI L) wle e il daiydl Jolgnll it Lo
What are the main factors that affect stakeholder satisfaction? *

() dsaiiall dsasdl E3g> Quality of service provided

e

() Jmill Jslgill Effective communication

L

P N H .
() aalsdl gl ymaull Price or cost

12. Spnls) Jgo dnbasll wlnal go JLolsill duse SWT b Ja
Do you have specific mechanisms for communicating with stakeholders about their
satisfaction? *

':? ablic Suiy ami Yes, regularly

() dzldl s dilel Sometimes, as needed

-, -

() Dl 1295 ¥ 4 Mo, there are no mechanisms




13. faalaa)l Llsl Loy g o lggoled Wil Dbl b La
What challenges do you face in improving stakeholder satisfaction? *

lr:}' ylgall =85 Lack of resources
dzlunnll ng‘I oo Al sac Lack of response from stakeholders
agelzlie] Lasd b demes Difficulty in identifying their needs

Other

 Sdasll 5293 pawni e dabasll Ll Slbsls yig s
How do stakeholder feedbacks affect the improvement of work quality? *

G wiselly fgdll bR Wiz e acbuy Help identify strengths and weaknesses
() 285 Dhyuiii )l o4 Lead to immediate changes

() Bgals JSiu 355V Do not have a significant effect

Salil b jg dabasll Glal Loy o brole @l Jlun ol akiss Ja
Do you think there is a direct relationship between stakeholder satisfaction and
increased productivity? *

() g 4Bc ani Yes, a strong relationship
'\: dbuugio 3Mc ani Yes, a moderate relationship

() amblg @Ye 1250 YU No, there is no clear relationship

- Saakosll wlol Loy dlsiall SYSiall gl sglsidl go Jolaill pis s
How are complaints or issues related to stakeholder satisfaction handled? *




() g lgmo Jolsill sl They are addressed promptly

-

P

.,

) Byib amy gmo Jolwill aly They are addressed after a while

-

() 3imo albi sz ¥ There is no specific system

- Saznkaell wlal Liay jojsi b Jamdl §)0 aunli gl jgull o Lo
What role do teams play in enhancing stakeholder satisfaction? *

':._k' iz s g2 A very significant role

s

() 2ga=o 333 A limited role

() ag;32¥ Norole atall

- Tiba) Jemdl dandlyiwl e 232 dalausll ol L) pass Ja
Do you consider stakeholder satisfaction as part of your business strategy? *

() patlaal g (ami Yes, a core part
() Tawd) guad 305 saxti Yes, but not a primary focus

() dasilyialll o T sl U No, itis not part of the strategy

S linge b daboall wlal dym i (Ser S
How can the stakeholder experience in your organization be improved? *

( ) ool Sloasdl puasi Improving the services provided

—

()} Juolgddl 8oL Increasing communication

j

( H Ll gi Dilimabi sy a5 Offering discounts or benefits

b




20. faakaall ulrel Lay Jg> Ol gazd lgeasiuws Sliss gl Slgal ol Jlis Ja
Are there any tools or techniques you use to collect data on stakeholder
satisfaction? *

() Gwnunsia Dol yami Yes, specialized tools
)] -?Ibg..u..!n:ﬂgbi. Tl Sometimes, simple tools

Sigal ol pasius V.Y No, we do not use any tools

1.5 Ggall b livswge dnow s daboell Llaol La) 3 s o
How does stakeholder satisfaction affect your organization's reputation in the
market? *

() Taz uabl JSiu S5 It has a very positive effect

() 331me JSiu 4§ It has a limited effect

() &Y It does not affect
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