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Abstract
Purpose:

The purpose of this research is to investigate the impact of successful leadership on service
engineer management outcomes within Philips Medical Care in Riyadh. It aims to fill the gap
in understanding how leadership practices specifically influence the performance and
effectiveness of service engineers in delivering technical services and maintaining customer

satisfaction in the healthcare sector.
Methodology:

This research employs a mixed-methods approach. Quantitative data will be gathered through
surveys distributed among service engineers at Philips Medical Care in Riyadh, focusing on
leadership perceptions and their impact on service outcomes. Qualitative data will be
collected through interviews with key stakeholders, including managers and supervisors, to
gain deeper insights into specific leadership practices and their observed effects on service

engineer management.
Findings:

The findings from this research are expected to reveal significant correlations between
various leadership styles and service engineer management outcomes. Specifically, the study
anticipates identifying leadership practices that enhance team performance, improve customer
satisfaction, and optimize operational efficiency within Philips Medical Care's service

engineer management framework in Riyadh.
Originality & Implication:

This study contributes to the literature by offering empirical evidence on the specific impact
of leadership on service engineer management, particularly in the healthcare industry context
of Riyadh. By focusing on a specific organizational setting and cultural environment, the
research provides original insights that can inform the development of tailored leadership
strategies. The implications of this research extend to practical applications within Philips
Medical Care, aiding in the refinement of leadership practices aimed at achieving sustainable

competitive advantage and operational excellence in healthcare service delivery.
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1. Chapter 1: Introduction
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1.1. Research Background

Service engineer management is a crucial aspect of organizational success, particularly in
industries that rely on technical services. Effective management of service engineers ensures
the efficient delivery of services, customer satisfaction, and overall operational effectiveness.
Successful leadership plays a vital role in shaping service engineer management outcomes,
but there is a need to understand its specific impact within the context of a company like
Philips Medical Care in Riyadh. This research aims to explore the relationship between
successful leadership and service engineer management outcomes in the unique

organizational and cultural setting of Philips Medical Care in Riyadh.

Previous studies have recognized the significance of leadership in service management, but
there is limited research specifically focusing on service engineer management. Within the
broader field of leadership and service management, researchers have provided insights into
the impact of leadership on team performance, employee engagement, and customer
satisfaction. However, there is a lack of consensus regarding the specific leadership practices
and their impact on service engineer management outcomes. These variations in findings

highlight the need for further investigation in specific organizational and cultural contexts.

The existing gaps in research on the impact of successful leadership on service engineer
management outcomes stem from the limited focus on this specific area. While studies have
explored leadership in service management more broadly, there is a scarcity of research
specifically examining its effects on service engineer management. This gap is particularly
evident in the healthcare industry context, where the unique characteristics of service
engineer roles and responsibilities require specific attention. Additionally, there is a lack of
research conducted in Riyadh's healthcare market, which has its own cultural nuances and
organizational practices. Understanding the impact of successful leadership on service
engineer management outcomes in this specific context is crucial for developing effective

leadership strategies tailored to the needs of Philips Medical Care.
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The research problem addressed in this study is the lack of understanding regarding the
impact of successful leadership on service engineer management outcomes in Philips Medical
Care, a leading healthcare company in Riyadh. By investigating the relationship between
successful leadership practices and service engineer management outcomes, this research
aims to bridge the existing gap in knowledge and provide valuable insights for the company's
leaders and decision-makers. The findings of this study can inform the development and
implementation of effective leadership strategies and practices that enhance service engineer

management, team performance, customer satisfaction, and overall organizational success.

The significance of this research lies in its potential to contribute to both theoretical and
practical domains. The findings will enhance the theoretical understanding of the relationship
between successful leadership and service engineer management outcomes, particularly
within the healthcare industry in Riyadh. Additionally, the research outcomes will provide
practical implications for Philips Medical Care by guiding the implementation of leadership
strategies that optimize service engineer management processes and drive performance
improvements. Ultimately, this research aims to support Philips Medical Care in maintaining
a competitive edge in the dynamic healthcare market of Riyadh by fostering effective

leadership practices that positively impact service engineer management outcomes.
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1.2. Research Problem

Service engineer management is a crucial aspect of organizational success, particularly in
industries that rely on technical services. Effective management of service engineers ensures
the efficient delivery of services, customer satisfaction, and overall operational effectiveness.
Successful leadership plays a vital role in shaping service engineer management outcomes,
but there is a need to understand its specific impact within the context of a company like

Philips Medical Care in Riyadh.

1.2.1. Theoretical Gaps

Previous studies have recognized the significance of leadership in service management, but
there is limited research specifically focusing on service engineer management. While studies
have explored leadership in service management more broadly, there is a scarcity of research
specifically examining its effects on service engineer management outcomes. These
theoretical gaps highlight the need for further investigation to understand the relationship

between successful leadership and service engineer management outcomes.

1.2.2. Practical Gaps

The empirical gaps in research on the impact of successful leadership on service engineer
management outcomes exist in the student's geographical area, which is the healthcare
industry in Riyadh. There is a lack of research conducted in Riyadh's healthcare market,
which has its own cultural nuances and organizational practices. Therefore, there is a
necessity to study the effect of successful leadership on service engineer management

outcomes within the specific geographical context of Riyadh..

Main research question:

What is the effect of successful leadership on service engineer management outcomes in the

healthcare industry of Riyadh: A study of Philips Medical Care?
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1.3. Research Significance
Service engineer management is a crucial aspect of organizational success, particularly in

industries that rely on technical services. Effective management of service engineers ensures
the efficient delivery of services, customer satisfaction, and overall operational effectiveness.
Successful leadership plays a vital role in shaping service engineer management outcomes,
but there is a need to understand its specific impact within the context of a company like

Philips Medical Care in Riyadh.

1.3.1. At the theoretical level
Theoretical gaps in previous studies exist regarding the effect of leadership on service

engineer management outcomes. These gaps can be addressed by suggesting new concepts
and frameworks that help solve the problem. For example, new leadership approaches
tailored to the unique characteristics of service engineer roles and responsibilities can be
proposed. Additionally, the development of a comprehensive theoretical model that integrates
leadership practices, team performance, and customer satisfaction in the context of service

engineer management can contribute to filling the theoretical gaps.
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1.3.2. At the practical level

This research has important implications for practitioners and decision-makers in the
healthcare industry, particularly for companies like Philips Medical Care. The findings of this
study can guide the implementation of effective leadership strategies and practices that
optimize service engineer management processes. Practitioners can gain insights into specific
leadership practices that positively impact service engineer management outcomes, team
performance, and customer satisfaction. Decision-makers can use these implications to
enhance overall organizational success by fostering a culture of effective leadership in service

engineer management.

By addressing the theoretical gaps and providing empirical implications, this research
contributes to both academic and practical domains. It enhances the theoretical understanding
of the relationship between leadership and service engineer management outcomes,
specifically in the healthcare industry of Riyadh. Moreover, the research outcomes provide
practical guidance for practitioners and decision-makers, enabling them to implement
effective leadership strategies that improve service engineer management, team performance,
and customer satisfaction. Ultimately, this research has the potential to positively impact the
success and competitiveness of companies like Philips Medical Care in the dynamic

healthcare market of Riyadh.

1.4. Research Questions
Main Research Question: What is the impact of successful leadership on service engineer

management in the case of Philips Medical Care in Riyadh?

Sub-Question 1: What are the key leadership qualities and behaviors exhibited by successful

leaders in the service engineer management department at Philips Medical Care in Riyadh?

Sub-Question 2: How do successful leaders in service engineer management at Philips

Medical Care in Riyadh effectively communicate and collaborate with their team members?

Sub-Question 3: What strategies and approaches do successful leaders use to motivate and

inspire service engineers at Philips Medical Care in Riyadh?
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Sub-Question 4: How does the leadership style of successful leaders in service engineer
management at Philips Medical Care in Riyadh influence employee job satisfaction and

engagement?

Sub-Question 5: What impact does successful leadership have on the skill development and

career growth of service engineers at Philips Medical Care in Riyadh?

Sub-Question 6: How do successful leaders establish a culture of continuous learning and
improvement within the service engineer management department at Philips Medical Care in

Riyadh?

1.5. Research Objectives

General Objective: Investigate the impact of employee training and performance feedback on

productivity within organizations.

Sub-Objective 1: Assess the relationship between employee training programs and

productivity in organizations.

Sub-Objective 2: Examine the influence of performance feedback on employee productivity
in organizations. Sub-Objective 3: Identify the specific factors that mediate the relationship

between employee training, performance feedback, and productivity.

Sub-Objective 4: Provide insights and recommendations for optimizing employee training

and performance feedback initiatives to enhance productivity in organizations.

Sub-Objective 5: Explore the perceptions and attitudes of employees towards training

programs and performance feedback and their impact on productivity.
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1.6. Research Hypotheses

H1: There is a statistically significant relationship between the leadership qualities and
behaviors exhibited by successful leaders in service engineer management and employee job

satisfaction at Philips Medical Care in Riyadh.

H2: There is a statistically significant relationship between successful leadership in service

engineer management and employee engagement levels at Philips Medical Care in Riyadh.

H3: There is a statistically significant relationship between the leadership style of successful
leaders in service engineer management and service engineer skill development at Philips

Medical Care in Riyadh.

H4: There is a statistically significant relationship between successful leadership in service
engineer management and service engineer career growth opportunities at Philips Medical

Care in Riyadh.

1.7. Research Model
Figure 1

Mediating Variables:
»  Employee job satisfaction Control Variables:
Dependent Variables: mediates the relationship
Independent Variable: Employee Job Satisfaction between successful leadership Employee tenure or experience
i Employee Engagement Levels qualities/behaviors and level
e P Service Engineer Skill employee engagement levels. Organizational culture and

Service Engineer

Development . Service engineer skill climate
Management

Service Engineer Career Growth development mediates the Training and development
Opportunities relationship between successful programs
leadership style and service Communication and
engineer career growth collaboration practices
opportunities.
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1.8. Scope of The Study

The impact of successful leadership on service engineer management within Philips Medical
Care, located in Riyadh. The study focuses on employee job satisfaction, engagement levels,
service engineer skill development, and career growth opportunities as dependent variables.
The research model includes successful leadership qualities and behaviors as the independent
variable, with employee job satisfaction mediating the relationship between successful
leadership qualities and employee engagement levels. Additionally, service engineer skill
development mediates the relationship between successful leadership style and service
engineer career growth opportunities. The study employs surveys and interviews to collect
data from service engineers and managers, and statistical analyses will be conducted to test
the hypotheses and provide insights into the impact of successful leadership on service

engineer management

1.9. The Project Structure
Chapter 1: Introduction

Chapter 2: Literature Review
Chapter 3: Research Methodology
Chapter 4: Statistical Analysis

Chapter 5: Discussion and Conclusion

15
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2.Chapter 2: Literature Review

2.1. Introduction
This research aims to explore the impact of successful leadership on service engineer

management within the context of Philips Medical Care in Riyadh. E ective leadership plays
a crucial role in driving organizational performance, enhancing employee satisfaction, and
achieving customer service excellence. By examining the relationship between successful
leadership and service engineer management, this study seeks to contribute to the existing

literature on leadership and its implications for service-oriented organizations.
Importance of Conducting Literature Review:
Conducting a comprehensive literature review is essential for several reasons:

Identifying Knowledge Gaps: By reviewing existing literature, researchers can identify the
current state of knowledge in the field of leadership and service engineer management. This
allows them to identify gaps in the existing research, which can guide the focus and direction

of their own study.

Building a Theoretical Framework: Literature review provides a solid foundation for
developing a theoretical framework. By reviewing relevant theories and conceptual models,
researchers can integrate existing knowledge and formulate hypotheses or research questions

for their investigation.

Validating Research Methods: Literature review helps researchers validate their chosen
research methods. By reviewing previous studies, researchers can identify the most
appropriate research instruments, data collection techniques, and analytical approaches for

their specific research objectives.

Establishing Context and Significance: Literature review provides a context for the research
by highlighting the significance of the study within the larger body of knowledge. It
showcases the relevance and practical implications of the research, making a case for its

importance.
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Overview of Research Variables:

The research variables in this study will focus on two main constructs: successful leadership

and service engineer management.

Successful Leadership: This variable encompasses various leadership styles, behaviors, and
attributes that contribute to e ective leadership. It includes factors such as transformational
leadership, servant leadership, communication skills, decision-making abilities, and the

ability to motivate and inspire employees.

Service Engineer Management: This variable refers to the management practices and
strategies employed in overseeing and optimizing the performance of service engineers
within Philips Medical Care in Riyadh. It includes aspects such as recruitment and selection,
training and development, performance evaluation, workload allocation, and support systems

for service engineers.

The research will investigate the relationship between successful leadership and service
engineer management, assessing how leadership practices impact the performance, job
satisfaction, and overall effectiveness of service engineers within the company. The study will
employ a combination of qualitative and quantitative research methods, including surveys,

interviews, and data analysis techniques, to gather and analyze relevant data.

By examining the impact of successful leadership on service engineer management, this
research aims to provide valuable insights and recommendations for improving leadership
practices within Philips Medical Care in Riyadh, ultimately enhancing service engineer

performance and customer satisfaction.
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2.2, The independent variable

Definition:

Successful leadership refers to the ability of a leader to effectively influence and guide
individuals or teams towards achieving organizational goals. It encompasses a range of
leadership styles, behaviors, and attributes that have been associated with positive outcomes

such as employee satisfaction, engagement, and organizational performance.
Development:

The concept of successful leadership has evolved over time, with researchers exploring
different dimensions and theories to understand its complexities. Early leadership theories
focused primarily on traits, suggesting that certain inherent qualities predisposed individuals
to become successful leaders. However, contemporary approaches have shifted towards
examining leadership as a combination of traits, behaviors, and situational factors that

contribute to effective leadership.
Dimensions:

Successful leadership encompasses several dimensions, which may vary based on the

theoretical framework or model being used. Some commonly discussed dimensions include:

Transformational Leadership: This dimension emphasizes the leader's ability to inspire and
motivate followers to exceed their own self-interests and achieve collective goals.
Transformational leaders are known for their charisma, vision, and the influence they have on

their followers' attitudes, values, and performance.

Servant Leadership: This dimension emphasizes leaders who prioritize the needs and
development of their followers above their own self-interests. Servant leaders foster a
supportive and empowering work environment, focusing on the growth and well-being of

their team members.

Communication Skills: Effective leaders possess strong communication skills, enabling them
to articulate goals, provide feedback, and foster open and transparent communication
channels within the organization. Clear and effective communication helps build trust,

alignment, and collaboration among team members.
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Decision-Making Abilities: Successful leaders demonstrate sound decision-making skills,
balancing analytical thinking with strategic judgment. They consider various perspectives,
gather relevant information, and make informed decisions that align with organizational

objectives.
Theories:

Numerous theories have contributed to the understanding of successful leadership. Some
notable theories include: Transformational Leadership Theory: This theory, proposed by
James V. Downton and later expanded upon by Bernard M. Bass, highlights the positive

impact of transformational leaders on followers' motivation, performance, and satisfaction.

Situational Leadership Theory: Developed by Paul Hersey and Kenneth Blanchard, this
theory emphasizes the importance of adapting leadership style to the situational demands and

the maturity level of followers.

2.3. The dependent variable

Definition:

Service engineer management refers to the practices, strategies, and processes involved in
effectively managing service engineers within an organization. It encompasses various
aspects such as recruitment, training, performance evaluation, workload allocation, and

support systems aimed at optimizing the performance and productivity of service engineers.
Development:

The concept of service engineer management has evolved as organizations recognize the
critical role that service engineers play in delivering high-quality technical support and
services to customers. With advancements in technology and the increasing complexity of
products, effective management of service engineers has become essential for ensuring

customer satisfaction and maintaining a competitive edge.

Dimensions:
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Service engineer management comprises several dimensions that organizations focus on to
enhance the performance and effectiveness of their service engineers. Some key dimensions

include:

Recruitment and Selection: This dimension involves the process of attracting, assessing, and
selecting individuals with the necessary technical skills, knowledge, and competencies to
work as service engineers. Effective recruitment and selection practices contribute to building

a competent and qualified service engineer workforce.

Training and Development: This dimension focuses on providing ongoing training and
development opportunities to service engineers to enhance their technical expertise, product
knowledge, problem-solving abilities, and customer service skills. Continuous training
ensures that service engineers stay updated with the latest technologies and industry best

practices.

Performance Evaluation: This dimension involves establishing performance metrics and
evaluation systems to assess the performance and effectiveness of service engineers.
Performance evaluations may include factors such as customer satisfaction ratings, response

and resolution times, technical competence, and teamwork.

Workload Allocation: Effective workload allocation ensures that service engineers are
assigned tasks and responsibilities in a balanced and efficient manner. Proper workload
management considers factors such as skill levels, geographic coverage, service demand, and

individual capacity to optimize service delivery.
Theories:

Several theories and frameworks have been proposed to guide service engineer management

practices:

Service Profit Chain: This theory, developed by James L. Heskett, Leonard A. Schlesinger,
and W. Earl Sasser, emphasizes the linkages between employee satisfaction, customer
satisfaction, and organizational performance. It suggests that by effectively managing and
satisfying service engineers, organizations can enhance customer satisfaction and ultimately

improve financial performance.
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Resource-Based View: This theory focuses on the strategic management of resources within
an organization. In the context of service engineer management, it suggests that organizations
should invest in developing and leveraging the expertise and capabilities of service engineers

as valuable resources for delivering superior service quality.

24. The relationship between the independent and the

dependent variables
The relationship between the research variables, successful leadership, and service engineer

management can be explored in the context of Philips Medical Care in Riyadh.

Successful leadership, as discussed earlier, encompasses dimensions such as transformational
leadership, servant leadership, communication skills, and decision-making abilities. These
leadership qualities have the potential to significantly impact the management of service

engineers within the organization.

Positive Impact on Recruitment and Selection: Successful leadership practices can influence
the recruitment and selection process of service engineers. Leaders who prioritize talent
acquisition and understand the technical requirements of the role can contribute to attracting

and selecting highly skilled and competent service engineers.

Enhancing Training and Development: Effective leaders recognize the importance of
continuous training and development for service engineers. By providing resources, support,
and guidance, leaders can create a culture of learning and professional growth, ensuring that
service engineers are equipped with the necessary technical expertise, product knowledge,

and customer service skills.

Performance Evaluation and Feedback: Successful leaders play a critical role in establishing
performance metrics, conducting performance evaluations, and providing feedback to service
engineers. Through constructive feedback, leaders can help service engineers identify areas
for improvement, set performance goals, and align their efforts with organizational
objectives.
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Workload Allocation and Support: Leaders with strong managerial skills can optimize
workload allocation for service engineers. They consider factors such as skill levels,
workload balance, and individual capacity when assigning tasks, ensuring that service
engineers are not overwhelmed and can provide quality service to customers. Additionally,
supportive leaders create a work environment where service engineers feel valued, motivated,

and have access to necessary resources and support systems.

The relationship between successful leadership and service engineer management is often
characterized by a positive feedback loop. Effective leadership practices contribute to the
development and implementation of sound management strategies for service engineers. In
turn, the successful management of service engineers reinforces and enhances the
effectiveness of leadership, as high-performing service engineers positively impact
organizational outcomes such as customer satisfaction, service quality, and overall

performance.

Overall, the research can investigate how successful leadership practices within Philips
Medical Care in Riyadh impact the management of service engineers, ultimately influencing
their performance, job satisfaction, and the organization's ability to provide exceptional

technical support and services to customers.

2.5. Conclusion
In conclusion, the literature review on successful leadership and service engineer

management provides valuable insights into these two variables and their relationship within
the context of organizations. Here is a summary of the key findings from the literature

review:

Successful Leadership: Successful leadership encompasses dimensions such as
transformational leadership, servant leadership, communication skills, and decision-making
abilities. It has been associated with positive outcomes such as employee satisfaction,

engagement, and organizational performance.
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Service Engineer Management: Service engineer management involves practices and
strategies aimed at effectively managing service engineers within an organization. This
includes recruitment and selection, training and development, performance evaluation, and
workload allocation. Effective management of service engineers contributes to enhanced

performance, customer satisfaction, and service quality.

The relationship between successful leadership and service engineer management is
characterized by the impact of leadership practices on various aspects of service engineer
management. Effective leadership positively influences recruitment and selection, training

and development, performance evaluation, and workload allocation for service engineers.
Future research in this area can focus on several implications:

Examining the Mediating Factors: Future studies can explore the mediating factors that
explain the relationship between successful leadership and service engineer management. For
example, investigating the role of employee engagement, job satisfaction, or organizational

culture as mediators in this relationship.

Cross-Cultural Perspectives: Research can explore how successful leadership practices and
service engineer management strategies vary across different cultural contexts. Understanding
cultural influences can help organizations tailor their leadership and management approaches

to specific contexts.

Technology and Automation: With advancements in technology and the increasing use of
automation, future research can investigate the impact of technology on service engineer
management and the role of successful leadership in effectively managing and integrating

technological advancements.

Overall, this research contributes to the field of leadership and management by highlighting
the importance of successful leadership in optimizing the management of service engineers.
The findings emphasize the need for organizations to invest in developing effective

leadership practices that align with the dimensions of successful leadership and promote the

effective management of service engineers.
The research underscores the significance of recruitment and selection, training and
development, performance evaluation, and workload allocation as key dimensions of service
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engineer management. By focusing on these dimensions and incorporating successful
leadership practices, organizations can enhance the performance, job satisfaction, and

customer service quality of their service engineers.

In conclusion, this research provides insights and implications that can guide organizations in
improving their leadership and management strategies for service engineer management. By
recognizing the importance of successful leadership and implementing effective management
practices, organizations can create a productive and supportive environment for service

engineers, leading to enhanced customer satisfaction and organizational success.
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Appendices

A questionnaire is a valuable tool for collecting information and data from a specific sample
of individuals. The purpose of a questionnaire is to gather information in an organized and
systematic manner by distributing a series of questions to participants. Questionnaires are
used in various fields and research areas, including social sciences, marketing, healthcare,

education, or any field that requires data collection from individuals

Innovation is one of the fundamental factors that leads to the development of the process of
collecting data through questionnaires. When an innovative questionnaire is designed and
implemented, it can have a significant impact on the quality, analyzability, and interpretability

of the data collected.

Cost-effectiveness: The ability to achieve the desired goal of the questionnaire efficiently and
effectively, and extract the maximum amount of valuable information and analysis from the
collected data. Achieving profitability in the questionnaire means obtaining accurate,

comprehensive, and high-quality results, and using the necessary resources effectively

Thanks you for your time and efforts in completing this survey
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Personal questions

the age:

What is your current age?

Gender:

What's your gender? (male, female, other)

Function:

What is your current job?

Educational level:

Do you have a university degree? (Yes No)

Income:

What is your monthly income?
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variable Variable Number of source
dimensions statemenst
personal Emotional 1 Teddlie, C., &
information response Tashakkori, A.
(2010). Overview
of contemporary
the behavior 2 issues in mixed
methods research.
Knowledge and 3
awareness

Questions: Gender: Are you male or female?

Age: What is your current age?

Nationality: What is your

nationality?

Educational level: What is the highest level of education you have completed?

Marital status: What is your current marital status? (Married, single, divorced, widowed, etc.)

Work: What is your current profession or field of work?

Income: What is your annual income level?

Dr. Mona Moustafa Elashry
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variable Variable Number of source

dimensions statemenst

Leadership Definition 1 Amari, Samir.
(2017). The role of
electronic
administration in
developing the
performance of
higher education

institutions

Ability to solve 5
(Doctoral

problems
dissertation,
Mohamed Bou
Diaf University of

M’sila).

What is your definition of leadership?

A) The ability to achieve the impossible and inspire others to succeed.

b) Ability to organize the British team towards the investigation.

c¢) The ability to make the right decision and influence others.

d) Another (Hope of the Cross).

What are the basic ways you believe that makes someone an effective person?
A) Vision and desire for the future.

b) The ability to communicate and listen.

c¢) Confidence and self-confidence.
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