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Abstract: Plausible factors interrelated in human resource management
(HRM), organisational performance (OP), and outstanding outcomes (OO) in
open distance learning (ODL) context laden tightly with educational
technology were explored. It was aimed at exposing the moderating role of OP
between HRM and OO (services, products, and systems). Qualitatively, HRM
included selection and recruitment, work definition, training program,
performance measurement, compensation scheme, career planning, quality
assurance, and employee participation. OP was influenced by HRM and
leading to OO. Quantitatively, HRM, OP, and OO were independent,
moderating, and dependent variables respectively. Responses from 158 faculty
were completed. Eight of 11 hypotheses assessed were validated by the
analysis utilising structural equation modelling (SEM). Career planning was
the most significant influence while selection and recruitment, work definition,
and quality assurance were not validated. Besides, OP led to OO. Importance-
performance analysis (IPA) and customer-satisfaction index (CSI) discovered
18 attributes as the pillars of HRM and OP.
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1 Introduction

Human resources management (HRM) was considered as the origin of organisational
performance (OP) in the era of modern management (Becker and Gerhart, 1996). To a
certain extent, it was initially identified that selection and recruitment, work definition,
training program, performance measurement, compensation scheme, career planning, and
employee participation were counted as some of the factors in HRM discourse. These
configurations were highlighted by Harsasi (2018) in the Universitas Terbuka context.
Universitas Terbuka is a State University, the only institution operating a single mode of
open distance learning (ODL) in Indonesia and tightly laden with the use of educational
technology (Sembiring, 2018c).

In addition, the OP was leading to outstanding outcomes (OO) as had been
summarised by Patro (2013). OO, in this inquiry, related to service excellence, quality
products, and reliable systems. Moreover, they were further enumerated in educational
sectors by Akhtar et al. (2011). Several factors leading to an OP with respect to OO
perceived from HRM outlooks had also been underlined by Schuler and Jackson (2014).
Those endeavours were significant for ODL stakeholders. Some universities still strived
to secure service excellence, quality products, and reliable systems. These were
totally organised and supported by information communication technology (ICT). This
situation is also relevant to the Universitas Terbuka context, especially in the adoption of
educational technology attributes (Sembiring, 2018a; Sembiring, 2018c). Many
universities were still unsuccessfully sustaining them as HRM with respect to the
existence of OP was still under the required standard (Sembiring, 2015; Sembiring and
Rahayu, 2019). Why is it so? Since in an ODL setting the specificity of the pedagogical
work in the learning process is highly related to the importance of technological
resources (Haddad, et al., 2014).

Besides, there was still a minor question left on how OP within ODL institutions in
assuring OO (service excellence, quality products, and reliable systems). Several basic
uncertainties, for instance, on: (1) The quality of services delivered by the University so



214 M.G. Sembiring, G. Rahayu and R.H. Sembiring

that students may achieve their academic target. (2) The quality of products provided by
the University and utilised by students so that they are comparable to what was offered
by face-to-face universities. (3) The reliability of the system established related to
assuring zero defect on registration, logistical, and examination support systems. It is also
relevant to have wary whether the ultimate of OP based on HRM with respect to OO in
the ODL setting will guarantee the high-quality products of the University. All these
interests were relevant to the Universitas Terbuka context (Sembiring, 2018a; Sembiring,
2018b).

After comprehensively considering those critical issues, this study was aimed at
investigating significant factors (variables, dimensions, and/or attributes) as the origin of
HRM towards service excellence, quality products, and reliable systems (OO) moderated
by OP. In detail, this study explores: (1) What are factors underpinning OP. (2) How will
OP influence OO. (3) How are interrelations amongst all factors (HRM, OP, and OO)
engaged and in what routines they interrelated one another. (4) How are the details
between HRM and OP with respect to OO in the Universitas Terbuka tradition identified
by the faculty. This rationale was the uniqueness of this inquiry compared to the other
setting presumed it is conducted in conventional universities.

2 Literature review and the context

To start with, HRM practices in this inquiry, to a certain extent, were defined as the
activities intended to enhance the performance of an organisation, especially staff ability
to achieve high-quality outcomes. Moreover, it was initially recognised there were seven
fundamentals of HRM related to OP. They were previously amalgamated as selection and
recruitment, work definition, training program, performance measurement, compensation
scheme, career planning, and employee participation (Harsasi, 2018). HRM and OP
attracted many scholars in a wide variety of disciplines (Torabia and El-Denb, 2017).
Earlier findings by Kanyemba et al. (2015), provided constructive support to use this
groundwork as it also fits in the higher education context (Shefali and Srivastava, 2017);
including in Universitas Terbuka. The origin of the study was on HRM and OP integrated
with other prominent constructs with respect to delivering service excellence, generating
quality products, and establishing reliable systems and they were referred to as the so-
called OO (Sembiring, 2017). An equivalent configuration was acknowledged as they
have identified that OP led to increased service excellence. Besides, OP has direct effects
on quality products and reliable systems. It is believed that more organisations expected
to gain more reliable systems (Imran et al., 2012).

Referring to the previous elaboration, OP in this study behold from HRM outlooks
with a slightly different set of dimensions as introduced by Harsasi (2018) and also with
quite different consequences as well. In this study, knowledge on quality assurance, as an
essential element of HRM, was included as emphasised by Sayfried and Pohlenz (2018).
Having completed a comprehensive qualitative method through a series of activities
(literature review and focus group discussion), the study comes to propositioning the
following configuration as the conceptual framework of the study (Figure 1).

These eclaborated key elements (Figure 1) are related to the vision of Universitas
Terbuka to be a world quality university (Universitas Terbuka, 2017). World quality is
referred to as the corollary of OP as a total system applied by the University. It is
achieved by referring to HRM with respect to assuring effective OP. Besides, it had
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direct effects on OO (service excellence, quality products, and reliable systems) through
the Universitas Terbuka tradition. Therefore, OP is conceptually defined as the ultimate
goal of the HRM system leading to OO empirically witnessed and experienced by the
academic staff of the University.

Figure 1 The conceptual framework of the study

Universitas Terbuka }——" World Quality Institution ‘

Qualitative Approach l l Quantitative Approach
Focus Group | Review of Related R Organisational Performance
Discussions Literature Perceived by Academic Staff
Human Resource Important Performance Analysis
Management & Customer Satisfaction Index

v

. Selection and Recruitment | Work Definition |
Operational Training Program | Performance Measurement |
Framework Compensastion Scheme | Career Planning |

Quality Assurance | Employee Participation |

Structural Equation
’ Outstanding Outcomes Modelling

Descriptive | Respondent Excellent Service |
Analysis | Characteristics Quality Product | Reliable System |

~— | Conclusions |+———

After completing the conceptual framework and definition, we proceed to the operational
stage, as suggested by mixed-methods, i.e., exploratory design (Creswell and Clark,
2011). It was designed that the next operational framework was the elaboration of the
conceptual framework (Figure 1). In the operational stage, there will be an elaboration of
factors engaged to first develop the operational definitions. These sets of factors, through
literature review and focus group discussion activities, the study is systematically
originating the following set of variables and then followed by their related
dimensions/attributes, as exhibited in Table 1.

Referring to Table 1, we are now in a position to establish the operational definitions
of related variables specifically adjusted for this study. Operationally, selection and
recruitment (X;) were defined as the first dimension of HRM in assuring the system is
transparent, fair, and based on knowledge, skill, and attitude in employing and
empowering the staff. Work definition (X,) was defined as the second dimension of
HRM in confirming that it was clearly defined, explicable, and applicable to everyone.
Training program (X3) was defined as the third dimension of HRM in securing that it is
based on real needs, official, and scheduled regularly. Performance measurement (X,)
was defined as the fourth dimension of HRM in guaranteeing that it is under direct
supervision, structured, and target-oriented.
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Table 1 Variables and dimensions of the study
No. Variables Dimensions No. Variables Dimensions
Xj1: Transparent
X, X,,: Fair X, X,1: Clearly defined
1 Select.ion and X,5: Based on 2 Work X5y Explicable
Recruitment Knowledge skill, and Definition Xy3: Practicable
attitude
X3 X31: Based on needs X4 X41: Direct
3 Training Programs  X3;: Official 4 Performance supervision
Xs3: Scheduled Measurement X4: Structured
X43: Target oriented
Xs Xs1: Performance- X6 Xe1: Observable
Compensation based Career ladder
5 Scheme Xs,: Attractive 6 plannin ¢ Xg2: Good for
Xs3: Tangible- everyone
Intangible Xe3: Guaranteeing
X, X71: Applicable Xs Xg1: Developing a
Quality Assurance  X5,: Dependable Employee vision
7 X55: Valuable 8 Participation ngf Maklng a
decision
Xg3: Appointing
official
Y, Y;: Academically Y, Y,;: Academic
Organisational certifiable Excellent Service STV1¢€
9 Performance Y ,: Nationally 10 Y,,: Operational
reputable service
Y 3: Globally Y,3: Administrative
respectable service
Y; Y3,: Graduates Y, Y4;: ICT set-up
Quality Y3,: Publication Reliable Y 4: The feedback
M Product 12 Syst I
roduc Yas: Social ystem 00p
responsibility Y 43: Referral scheme

Equally, the compensation scheme (Xs) was defined as the fifth dimension of HRM in
reassuring that it is performance-based, attractive enough, and considering the tangible
and intangible reward options. Career planning (X¢) was defined as the sixth dimension
of HRM in inspiring staff to have an observable ladder, fair for everybody, and also
secured. Quality assurance knowledge (X;) was defined as the seventh dimension of
HRM in reinforcing that it is applicable, dependable, and valuable for staff and the
University. Employee participation (Xg) was defined as the eighth dimension of HRM in
strengthening the role of staff in developing the institutional vision, making a decision,
and appointing personnel for the righteousness of the University management in the
future.

OP (Y,) was operationally defined as a condition where the ultimate goals of the
HRM system generate the University’s quality and brand image in academic
communities so it will be academically certifiable, nationally reputable, and globally
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respectable. Moreover, the OO were defined as the congregation of service excellence,
quality products, and reliable systems effusively. Service excellent (Y;) as an element of
OO was defined as the ultimate goal of the inclusive practice of service in academic,
operational, and administrative properties. Quality product (Y;) was defined as the
function of OP to: produce quality graduates, disseminate trustworthy publications, and
present highly social responsibility programs. Reliable system (Y,) was defined as the
function of OP to: build established IT set-up, provide a strong feedback loop, and
deliver a comprehensive referral scheme. Having defined those related factors, again,
they are much easier to follow as formerly exhibited in Table 1.

This structure (Table 1) will be employed to establish the operational framework and
quantitatively scrutinised afterward. The operational framework is consolidated by
reflecting the grand design of the study (Figure 1) and it is a manifestation of factors
involved as illustrated in Table 1. The operational framework will come with the
hypotheses of the study and they will be examined under a quantitative approach with the
help of the SEM technique.

3 Research design and the operational framework

This research used mixed methods, namely exploratory design. It means that the
qualitative approach implemented first and then followed by quantitative series (Creswell
and Clark, 2011). The elaboration of the conceptual and operational definitions
previously defined are necessities as a continuance of the conceptual framework toward
establishing the operational framework. In the qualitative stage, five selected experts
were asked a set of questions related to the main determinants of OP. The first three
experts were from the top management of the University. The second two experts were
senior lectures with adequate experience in several task forces within the University
level; they are from the Department of Management. The first set of the question was
regarding plausible factors with respect to OP as a moderating variable. The second set of
the question was regarding the dimensions and other related attributes of OP, including
the related dimension of HRM as the independent variables. The third set of the question
was related to the impact of OP in terms of acquiring OO. After accumulating results
from this stage, the study comes to the proposition on the main factors of OP leading to
proceed excellent service, quality products, and reliable systems.

Having amalgamated the results from the qualitative series, we then come to
proposition the operational framework of the study as displayed in Figure 2.

This operational framework (Figure 2) will be utilised as a basis to statistically infer
the quantitative results afterward. Besides, it is applied as a basis to determine research
design before confirming the analysis, primarily establishing the set of hypotheses. This
should be completed first prior to deducing the conclusion under the quantitative
procedure. It is in this stage to see how importance-performance analysis (IPA),
customer-satisfaction index (CSI), and structural-equation modelling (SEM) operated
concurrently as used by Sembiring (2018b) and Sembiring and Rahayu (2019).

To get those stated results completed, the next stage is to develop an instrument in the
form of a questionnaire, as part of a quantitative method. Instruments for the quantitative
approach consisted of 64 statements in total and they are Likert Scale, ranging from 1-5
(strongly dissatisfaction/unimportant up to strongly agree/important). They are developed
with respect to satisfaction level and their importance degree. Besides, 10 items are
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proposed as additional statements to validate the independent variables (HRM) related
to the dependent variables (OO) and moderated by moderating variable (OP). The
questionnaire is explored considering factors engaged as suggested by Shahzavar and
Tan (2011).

Figure 2 The operational framework of the study

Transparent: X,

i X
Fair: X, Selection and 1

Based on KSA: X3 Recruitment H,
Clearly defined: X;; Work X,
Explicable: X,, "
Practicable: X3 Definition H, Y, Excellent
xcellen
. H Service
Based Og?ﬁe:iii' i-“ Training X5 ’
A3 Y,,: Academic service
. Programs 2!
Scheduled: X33 gral H; Y,,: Operational Service

Y,3: Administrative service

Direct supervision: Xy, Performance X,

Structured: Xy, M Y,
Target oriented: X3 casurement Hy .. Y .
Organisational 3 Quality
Performance-based: Xs; Performance Hyy Product

. mpensation | X
Attractive: X5, Compensatio 5
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Secured: Xg3 Planning Hg v Reliabl
4 clhiable
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Valuable: X Assurance H 4 P
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Making decision: Xg, Participation H
s

Appointing official: Xg;

In Table 1 and Figure 2, the factors symbolised by X;—Xs, Y, and Y,—Y, are
independent, moderating, and dependent variables respectively. Each variable has three
dimensions and each dimension is accordingly measured by a single statement.
Statements in X,—Xs, and Y; will be answered two times concurrently by respondents.
The first answer to the statements is measuring the satisfaction level. The second answer
to the same statements is measuring the importance degree. Y| was influenced by X,—Xg
and Y,—Y, are influenced by Y. Statements included in Y,—Y, are answered once with a
single statement in accordance with related dimensions. So, total statements are
[(27x2)+(1x9)+17]=64. Total attributes: [(X;-Xs and Y,) with three attributes for each
dimension]=27. The last one statement [+] is on the overall perception of respondents of
existing OP in the University based on their true and real experiences [Note: The
complete questionnaire is incorporated in Appendix A].

Purposive sampling was chosen to select resource persons (five experts) for
qualitative purposes. Simple random sampling was used to determine respondents for
quantitative purposes (Cochran, 1977). A survey was started to accumulate data from
respondents (Fowler, 2014). The population of the study is all 631 academic staff of
Universitas Terbuka. The IPA-CSI was applied to simultaneously measure the level of
staff satisfaction along with their importance degree related to OP and HRM (following
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Wong et al., 2011). SEM is then applied to detect relations power amongst all variables
and dimensions engaged (Marks, et al., 2005; Hair et al., 2009).

This inquiry finally established and scrutinised eleven hypotheses (H;-H;;, Figure 2).
They are: OP (Y)) is influenced by: selection and recruitment (H,), work definition (H,),
training program (H;), performance measurement (H,), compensation scheme (Hs),
career planning (Hg), quality assurance knowledge (H), and employee participation (Hg).
Besides, service excellent (Hy), quality product (Hy,), and reliable system (H,;;) are
influenced by OP (Y)).

These hypotheses will be scrutinised with the help of the SEM technique to validate
the power of the relations amongst variables and dimensions engaged. The validation is
aimed at analysing the significance level of the relations. Having validated the
significance level, it is then applied to scrutinise their relations power.

4 Results and discussions

Prior to conferring the results, it is good to note the summary of respondents’
characteristics (Table 2). This will induce our perception on how to more properly
interpret the outcomes.

Table 2 Respondents characteristics

Education = 36 Social = 22 Economics = 19 Sciences = 23 _

Faculty of Echelon

One =0 Two=2 Three=2 Four=3 Non-Ech =93
Work Experience year 1-5=2 6-10=20 11-15=28 16-20=39 =>21=11
Age year <30=2 3140 =13 41-50 =28 51-60=45 >61=12
Academic Position Professor =0 Senior = 18 Lecturer = 78 Assistant = 1 Candidate =3

_s3 =10 $2=90 _Central =49 Regional = 51

The population of the study was the faculty of Universitas Terbuka. We provided and
distributed 631 questionnaires in total and 158 of them were finally returned and
processed. One-third of the respondents are from the Faculty of Education. Respondents
can be categorised as experienced staff within the University with five years or more of
work experience. Half of them are working in the central office and the rests are
domiciled in other 40 regional offices scattered throughout Indonesia. Most of them have
been involved in various levels of management (including in the task forces) in
Universitas Terbuka. This implies that insights accumulated were considered to be
adequate and representative.

Hypothesis analysis. The statistical analysis reveals that three out of the 11
hypotheses established and assessed are invalidated by the analysis (Figure 3).
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Figure 3 Hypotheses analysis and the loading factors

[21Y, Excellent
. H Service
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. Programs 21
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2 Direct supervision: Xy, Performance [51X,
3 Structured: X4, Y,
1 Target oriented: X453 Measurement H, O isati 1 [31Y Quali
Tganisationai 3 aj lty
1 Performance-based: X5, Performance Hio Product

i 2] X
2 Attractive: Xoo Compensation | [2]Xs

3 Tangible/Intangible: Xs; Scheme Hs Y ;: Academically certifiable 1
Y ,: Nationally reputable 2
Y 3: Globally respectable 3

Y;,: Graduate 1
Y;,: Publication 2
Y33 Social responsibility 3

1 Observable ladder: X¢; Career 1] X,
2 Good for everyone: X4, .
3 Secured: X¢3 Planning He [y Reliabl
4 cliable
H,, System
Y41: ICT set-up 1
Y4,: Feedback loop 3
Y,3: Referral scheme 2
2 Developing vision: Xg; Employee [4] X,
1 Making decision: Xg, Participation
3 Appointing official: Xg; p Hg

The three hypotheses are: selection and recruitment (H;), working definition (H;), and
quality assurance knowledge (H,) with respect to OP, since the p_yae < 1.96, for a = 5%.
On the contrary, the other eight hypotheses are authenticated by the analysis, since
the pyawe > 1.96, for a = 5%. The eight validated hypotheses are: training program (Hs),
performance measurement (H,), compensation scheme (Hs), career planning (Hg), and
employee participation (Hg) with respect to OP; and so is OP to service excellence (Hy),
quality products (Hj), and reliable systems (H;;).

Prior to elucidating the loading factors analysis and its result, let us reveal the
satisfaction level of HRM and OP and the degree of their importance engendered by the
IPA-CSI Chart. The analysis stimulates attributes related to the relevant quadrants to
distinguish their behaviour. Graphically, the IPA-CSI Chart has four quadrants (Q). Q;
indicates that the satisfaction level of OP and HRM attributes are at a low level while the
degree of their importance is high. Q, indicates that both the satisfaction level of OP and
HRM attributes and the degree of their importance are being placed at a high level. Qs
indicates that the satisfaction level of OP and HRM attributes and the degree of their
importance are both at a low level. Q, indicates that OP and HRM attributes are in the
low level of importance but high in satisfaction; following Deng and Pierskalla (2018).
The IPA-CSI Chart of this study is shown in Figure 4.
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Figure 4 The IPA-CSI chart of OP and HRM

/ Q, Maintain Performance! \
Q Satisfactionis HIGH — Importance is High
Concentrate Here! 18 out 0of 27 attributes were here
Satisfactionis Low — Importance is High fair (X,); clearly defined (X)), explicable (Xy,),
4 outof 27 attributes were here: P&Cticable (XZ.%» }’)Z?e)d on r{%ids&x;;),‘ SChed,‘i)lled
. 32), structure »), tangible (Xs;), intangible
target-oriented (X,;3), performance-based (Xs,), (Xs3), observable ladder (Xg,), guaranteeing (Xg;3),
appointing official (Xy;), academically certifiable applicable (X;,), dependable (X;,), valuable (X;3),
(Y1) developing a vision (Xg;), making decision (Xs,),
8 nationally reputable (Y;), globally respectable (Y3)
=
~—
£ IPA - CSI
= L )
=
[S=i
Qq
Q; Possible Overkill!
Low Priority! Satisfactionis High — Importance is Low
Satisfactionis Low — Importance is Low 3 outof 27 attributes were here:
2 outof 27 attributes were here: based on knowledge, skill, and attitude (X;3), official
transparent (X;;) and good for everyone (Xj,) (X32), direct supervision (X))
Satisfaction

Q; [Concentrate Here: satisfaction is low, importance is high!]. Four out of 27 attributes
fall into this quadrant (Figure 4). They are: target-oriented (X,3), performance-based
(Xs1), appointing official (Xg;), and academically certifiable (Y;). This implies that the
University must notice these four attributes seriously. They are important but low in
satisfaction. It means that most faculty have already been aware of the ultimate OP
progress related to having service excellence, quality products, and reliable systems. OO
can only be achieved if and only if these four attributes are in the Q, instead of in Q;.

Q, [Maintain Performance: satisfaction is high, importance is high!]. 18 out of 27
attributes fall into this quadrant (Figure 4). They are: fair (Xi,); clearly defined (Xj)),
explicable (Xj,), and practicable (Xj;); based on needs (X3;) and scheduled (X3»);
structured (X4,); tangible (Xs;) and intangible (Xs;); observable ladder (X4) and
guaranteeing (Xs3); applicable (X71), dependable (X7,), and valuable (X73); developing a
vision (Xg;) and making a decision (Xs,); nationally reputable (Y;;) and globally
respectable (Y3). The University must take care of these 18 attributes purposefully as
they are the best elements of HRM and OP of the real existing condition. Attributes fall
in this quadrant are the strengths and pillars of promoting excellent service, quality
products, and reliable systems in Universitas Terbuka ambiance in terms of assuring OO.
Besides, these 18 attributes should become the pride of the University as a basis of
developing and maintaining better outcomes in the future. Providentially, most faculty
members have been aware of these attributes as an assurance to provide better outcomes
as expected by all staff.

Qs [Low Priority: satisfaction is low, importance is low!]. Two attributes fall into this
quadrant (Figure 4). They are: transparent (X;;) and good for everyone (Xg). The
university should classify these two attributes as the next focus after concentrating to
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maintain critical points in Q,. Any attribute falling into this quadrant is not critical and
poses no threat. The University may redirect resources to these attributes and shift them
into Q.

Qq [Possible Over Kill: satisfaction is high, importance is low!]. Three attributes fall
into this quadrant (Figure 4). They are: based on knowledge, skill, and attitude (X3),
official (X3,), and direct supervision (X4;). Attention to attributes in this quadrant can be
even less focused. The university can save cost and energy by redirecting them to take up
the vital spots by simultaneously anticipating no attributes will fall all over again into Q,
and keep maintaining the existing fundamental spots in Q.

Having positioned attributes in accordance with the IPA-CSI chart, we then relate the
loading factors to observe the power of relations of each variable under the SEM
technique to work out the results (Marks et al., 20015; Hair et al., 2009). From Figure 3,
at least there are five fundamental consequences need to be elaborated further.

The first effect was related to the variables/dimensions that directly influenced OP
(Figure 3). They are: career planning (Xs) and then orderly followed by compensation
scheme (X;s), training program (X;), employee participation (Xg), and performance
measurement (X4). On the contrary, OP is statistically not influenced by selection and
recruitment (X,), work definition (X;), and quality assurance knowledge (X5).

It needs further explanation on how these three factors, as independent variables, are
excluded by the quantitative analysis. This result evidently goes back to the classic use of
two different methods to produce expected convergent findings. That is to get essentially
the same results through sources that have different strengths and weaknesses. How? By
asking basic questions concerning the main motives. Are they related to: a theoretical
concern, a methodical question, and/or a technical problem while doing triangulation
processes in a qualitative stage? Most of the work on the discrepancy, however, falls
under the heading of divergence in triangulation. In the triangulation stage, it needs to
conduct two independent studies on the same research questions. All the same, the classic
goal is to have them agree (convergence) and it becomes different if they disagree
(divergence).

The second effect is concerning the order of attributes in career planning (Xg); refer
back to Figure 3. They are: observable ladder (X¢,), good for everyone (X¢,), and secured
(X¢3); the same in order as compared to the initial framework. The order of attributes in
compensation scheme (Xs) is: performance-based (Xs;), attractive (Xs,), and tangible-
tangible (Xs3); the same in order as compared to the initial framework. The order of
attributes in the training program (X3) is: based on needs (Xj), official (Xs;), and
scheduled (X3,); slightly different in order as compared to the initial framework. The
order of attributes in employee participation (Xs) is: making a decision (Xg;), developing
a vision (Xg), and appointing official (Xs;); also slightly different in order as compared
to the initial framework. The order of attributes in performance measurement (Xy) is:
target-oriented (Xy3), direct supervision (Xy4), and structured (Xy,); slightly different in
order as compared to the initial framework.

The same issue as the first effect also happens in this regard. Three out of the six
validated hypotheses have a different order in their dimensions. It clearly needs
supplementary details about why the order in these three dimensions is different from the
initial tested operational framework. What would be the plausible drives. Are they related
to: the development of the questionnaire, data processing, and/or size of samples? Both
quantitative and qualitative results need to be further discussed in light of the underlying
philosophy of science that it is promoting in this study.
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The third is related to the power of relations of the moderating variable and
dependent variables. OP has significant effects on the reliable systems (Yy4) and then
orderly followed by service excellence (Y,) and quality products (Y3). Unequally, in the
initial framework, the order is service excellence (Y,), quality product (Y3), and reliable
system (Y,). Similar to the previous doubt, it also occurs in this spot. The order of both
variables and their dimensions are quite different as compared to the initial operational
framework (Figure 3).

It visibly needs additional evidence on why this symptom appeared. Again, what
would be the probable reasons. Are they related to: a theoretical, methodical, and/or
technical uncertainties? Good to note that the mixed methods intend should complement
one another. But, quantitative and qualitative approaches do not really assess the same.
Therefore, their findings cannot be reported in the same manner. Generally, the findings
of the quantitative can be made sense through qualitative findings; not always. There
could be something that is not clear enough. So, again, it is worth investigating it further.

The fourth is in the order of attributes in OP (Figure 3). They are: academically
certifiable (Y;), nationally reputable (Y1,), and globally respectable (Y13); the same in
order as compared to the initial framework. This is a positive sign. A quantitative
approach is to achieve generalisable data and the qualitative approach is to explore and
probe into interesting aspects from statistical analysis stance. Ideally, there should be a
link between the two with the quantitative being used to inform the direction of the
qualitative investigation. Therefore, they do not necessarily have to match, instead one
should inform the other. It is fortunate for this regard that what was established under
qualitative procedures perfectly approved under a quantitative approach.

The fifth concern is on the rank of attributes within the reliable system (Y,); see
Figure 3 for the following explanation. They are: ICT set-up (Y4), referral scheme (Y3),
and feedback loop (Y4,); slightly different in order as compared to the initial framework.
The rank of attributes in service excellent (Y) is: academic service (Y5;), administrative
service (Yp3), and operational service (Y,,); slightly different in order as compared to the
initial framework. The rank of attributes in the quality product (Y3) is: graduates (Y3)),
publications (Y3;), and social responsibility (Ys;); the same in order as the initial
framework.

A comparable challenge as the first three effects also takes place in this dot. Two out
of the three attributes have slightly different order as compared to the initial operational
framework. The order of attributes of the first two dimensions in this variable is clearly
different from the initial configuration. There should be a more comprehensive inquiry
searching for adequate arguments for why this is so. Similar to the first query, what
would be the potential causes of why this issue comes to pass. Is it a question of a
theoretical constriction, methodical limitation, and/or technical constraint?

Having considered those five elaborative consequences, it can be conditionally
formulated on two main issues that arise and need further attempts. The first concern is
related to the need for reviewing the operational framework as a prolongation of the
conceptual framework. It needs to be clarified whether or not the tested operational
framework tightly supported by related and relevant previous studies. The second interest
is related to the need for reassessing approach used, that is the mixed methods:
exploratory design. For this kind of study, for example, it might be more appropriate
using explanatory design rather than exploratory design. Explanatory design means that
the quantitative approach is completed first and then followed by a qualitative approach
afterward (Creswell and Clark, 2011). This does not mean that the result of this study is
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useless or even wrong. This is how to improve the results so that it is more applicable
beyond the Universitas Terbuka milieu.

Before validating a comprehensive conclusion under the mixed methods, we need to
reflect on the SEM output whether or not it is methodically in the "good-fit" category
(Table 3). If so, it is reliable to utilise the analysis and engender loading factors to
confirm the power of interrelations on all variables and dimensions (attributes) engaged
(Hooper et al., 2008). The analysis constructively confirmed that they were satisfactory.

Table 3 The goodness of fit of the tested operational framework

Goodness of fit Cut-off values Results Notes
RMR oot Mean Square Residual <0.050r<0.10 0.09 Good Fit
RMSEA Root Mean Square Error of Approximation <0.08 0.07 Good Fit
GFI Goodness of Fit >0.90 0.93 Good Fit
AGFT ygjusted Goodness of Fit Index >0.90 0.91 Good Fit
CFI Comparative Fit Index >0.90 0.91 Good Fit
NFT Normed Fit index >0.90 0.91 Good Fit
NNFI Non-Normed Fit index >0.90 0.92 Good Fit
IFT ppcremental Fit Index >0.90 0.88 Marginal Fit
RFT petative Fit index >0.90 0.91 Good Fit

From Table 3, we can observe that eight cut-off values were included in the good-fit and
one in the marginal-fit category. It means the validated operational framework was
statistically dependable. Despite there were three main variables hypothetically
invalidated by the analysis and some orders of the variables and dimension slightly
different from the initial tested framework, methodologically it was still valid and
reliable. It means that to a certain extent the results can still be used as a point of
reference (Gozali and Fuad, 2008).

Correspondingly, three inferences ought to be further explored viewed from the
statistical stance. The first is on the variance obtained under an exploratory design. The
second is on the reasons adjacent to the respondents’ characteristics. The third is about
the implication of findings discovered, especially on the power of relationship amongst
variables engaged, for the next related inquiry with a comparable topic.

First. The OP was qualitatively interrelated with selection and recruitment, work
definition, training program, performance measurement, compensation scheme, career
planning, quality assurance knowledge, and employee participation. OP positively
interrelated with service excellence, quality products, and reliable systems (called OO).
However, three main factors of independent variables (HRM) were not statistically
interrelated with the moderating variable (OP, namely selection and recruitment, work
definition, and quality assurance knowledge). This implies that OP was still able to
moderate between independent variables (HRM) and dependent variables (OO) despite
minor variance exist. In other words, the qualitative and quantitative ends slightly varied
but coincidentally they did not substantially contradict one another.

Plausible drives on why and how the three factors (selection and recruitment, work
definition, and quality assurance knowledge) excluded by the quantitative procedure, as
the independent variables in this inquiry, can be described in this way. In the Universitas
Terbuka tradition, the selection and recruitment process is said to be excellent if it was
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transparent, fair, and based on knowledge, skills, and attitudes viewed from stakeholders’
views. Looking at experiences in the process of selecting and recruiting staff in the past
20 years, it is always in accordance with the national standard as determined by the
Government (Universitas Terbuka is a state University). Therefore, most staff as
respondents in this research do not consider some problems problems that might hamper
organisational performance because of this quality anymore (Universitas Terbuka, 2018).

Likewise, the definition of work and quality assurance systems in the last 20 years
have even been standardised; recognised both internally/externally and nationally/
internationally. The work definitions and quality assurance systems at Universitas
Terbuka are both standard and very well understood from junior staff to senior ones.
Additionally, every year there is always training and auditing activities on strengthening
the quality assurance system to ensure the organisation’s performance meets the specified
standards in accordance with the stated work definition. To ensure that, the internal and
external audit process is continuously carried out regularly. As a result, most respondents
considered that these two factors are no longer an issue anymore (Universitas Terbuka,
2018; Universitas Terbuka, 2019).

The exploratory design was conducted by synthesising related theories and end up
with a set of hypothesis. A quantitative framework is then established prior to
interpretation (Creswell and Clark, 2011). This is to assess the qualitative aspects of
exploratory findings. Before building the operational framework, the conceptual
framework should be first established as it will be then statistically scrutinised. The
results showed that three of the 11 hypotheses were not validated by the analysis.
Besides, the order of dimensions/attributes involved in the initial framework was
disharmony as compared to the quantitative upshots. It implies that the quantitative
method imperfectly approved the qualitative discoveries. Again, even it was so, the
results can still be used should the comparable study be conducted not only in the ODL
environment but also in other institutions at large.

Second. Most respondents were reasonably experienced in the management area
observed from their background, position, working experience, age, and qualification
(Table 2). It is then plausible that they are able to foresee that the three invalidated
hypotheses as less significant related to OP. But, it is unfortunate that one of the attributes
in OP (academically certifiable) falls in QIl. It seems that most faculty found
complications in assuring accreditation (academically certifiable) of the study program
institutionally.

Based on the previous experiences, the difficulty of Universitas Terbuka to acquire
accreditation from the National Board of Accreditation in Study Program level due to the
instrument used to do the assessment processes. Universitas Terbuka is the only tertiary
institution that operates an ODL system in Indonesia while the instruments used are for
face-to-face university (Sembiring, 2019). It was a subjective and predictive reason on
why one critical attribute (academically certifiable) falls in Q1. To find out a more
rational motive for this issue, however, it needs further inquiry to find the real motives
for this discrepancy.

Third. Future research might involve academics or experts from other institutions.
There must be a balance between qualitative and quantitative outcomes. It is important to
bear in mind that we are in the position of establishing and promoting highly regarded
OP in ODL milieu. This is to assure OO can be accomplished under an effective HRM
system in ODL setting through the Universitas Terbuka tradition.
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It is conjectured that those divergences might be conceptually related to the
origination of the research problem and questions in the first place. No matter how the
research questions are generated, scholars using mixed methods research uniformly agree
that the questions of interest play a central role in the process of designing any mixed
methods study. The importance of the research problem and questions is a key principle
of mixed methods research design. This perspective stems from the pragmatic
foundations for conducting mixed methods research where the notion of ‘what works’
applies well to selecting the methods that ‘work best’ to address problems and questions
of an inquiry (Creswell, 2014, p.60). The divergent results of mixed methods, however,
should be kept in the same report to give a chance to explore more the phenomenon by
arranging further comparable study. Such findings should enrich the discussion and may
emphasise the need for future research in this area of interest.

The potential for divergence is easy to understand when studying a reasonably
complex human phenomenon, like in this inquiry. To a certain extent, the quantitative
methods could well emphasise one aspect of what we are studying while the qualitative
methods could emphasise another different aspect. It is not necessarily the case that one
is right and the other is wrong. Instead, they may each be capturing different aspects of
what we are trying to study further. Therefore, just put the two into the same writing and
emphasising the divergence explicitly. The goal is to make different results into an
interesting and challenging problem in this piece of work to consider implementing
comparable topics in the future.

5 Conclusions and consequences

This study is finally able to clarify five principal factors underpinning OP. The study is
also able to exhibit how and in what behaviour all factors engaged interdepended one
another. The results positively showed that OP is dependable to uphold OO, especially in
ensuing reliable systems, excellent service, and quality products. Besides, the University
has been in service since 1984 with more than 1.7 million graduates and at the same time
is serving 320,000 students per semester. Having considered those factual numbers, it is
strongly believed that Universitas Terbuka is on the right path to contribute to the nation
through dependable OP in concordance with guaranteeing reliable systems, delivering
excellent service, and providing quality products; referred to as the so-called quality
graduates and quality publications.

Furthermore, this result ensures that OP is significant to reinforce OO through
effective HRM. OP is relevant in assuring OO so that it would be academically
certifiable, nationally reputable, and globally respectable. Through the IPA-CSI procedure,
18 out of 27 pertinent attributes were acknowledged as the essential confirmation that OP
progress in Universitas Terbuka, with the tagline making higher education open to all, is
promising towards being world quality ODL Institution (Universitas Terbuka, 2017;
Sembiring, 2020). This will positively be achieved on condition that the 18 attributes in
Q2 are constantly retained and the four attributes fall in Q1 should simultaneously be
altered to Q2.

This inquiry, however, has encountered considerable discrepancies between what was
obtained from a qualitative approach as compared to the quantitative one. Three out
of the 11 hypotheses evaluated were not statistically validated by the analysis.
Pragmatically, this indicated that the established qualitative framework is imperfectly
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verified by the quantitative analysis. To make it more parallel, further inquiry is
unquestionably required. How? That can be accomplished by broadening the scope of the
study and encompassing other academic communities from other universities or
institutions.

By engaging other related parties, it will give benefits not only for the management,
staff, and students of Universitas Terbuka but also for policymakers in public sectors,
especially for the government of Indonesia. Besides, it is also valuable for other
institutions together with their governments that have comparable situations and contexts
with Indonesia in assuring OP through a comprehensive HRM system. It aims at assuring
00 to develop human capital for the needs of 21 Century challenges through every
university and/or institution; including and mainly through Universitas Terbuka tradition
(Sembiring, 2020).

By involving and enlarging the scope of the study, it will practically make the
consequences of qualitative and quantitative results might be getting nearer utilising
exploratory design as part of mixed methods. This auxiliary inquest is imperative to
reduce or even eliminate plausible divergence with a broader scope of discourse.
Technically, this endeavour can be attained by combining a more relevant approach,
intensifying the theoretical exposures, and/or especially expanding the population and/or
sample size properly (Bujang and Adnan, 2016). These clarifications can be regarded as
one way of performing a more appropriate comparable study in OP based on HRM in
accordance with ensuing excellent service, quality products, and reliable systems in the
ODL environment. By considering these reviews, the result of this study is expected to be
utilised not only by the Universitas Terbuka internally but also by other universities or
institutions that have comparable interests.
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Appendix A: The Questionnaire of the Study

The Role of Organisational Performance in Moderating Human Resource Management
and Outstanding Outcomes in ODL Context [Universitas Terbuka | Survey | May—June
2019]

Please provide a piece of information and your responses to the statements enclosed in
the following two tables. To start with, please first complete your personal information.

Faculty [ ] Education [ ] Social [ ] Economics [ ] Sciences

Echelon [ ]1One []1Two [ ] Three [ ] Four Non-
Echelon

Work Experience [ ] 1-5 [16-10 [111-15 [116-20 [1=21

year

Age year [1=<30 [131-40 [141-50 [151-60 []=61

Academic [ ] Professor [ ] Senior L [] Lecturer [ ] Assistant [ ]

Position Candi

date

Ed. Background []S3 [1S2 Office [1Central []

Regional

Next, please respond to each statement in the following table accordingly.

Please read all of the following statements _

: Strongly 5: Strongly

n

carefully. Then, give a response related to

the level of satisfaction and the degree of 4: Sig:g:g 4: ;I:1p?)l;'ttzrll1tt
importance of each statement. Then put 3: Undecided 3: Un?leci ded
your choice in the column and row that 2: Dissatisfied 2: Unimportant
suits you according to what you 1: Strongly 1: S tronlg)ly

experience. . H .
P Dissatisfied unimportant

1 2 3 4 5 1 2 3 4 5

No

1 Transparency of staff selection-

recruitment processes

Fairness aspects in the selection-

recruitment process

The selection-recruitment based on

knowledge, skill, and attitude

Clear staff job descriptions

The description of the workload of each

staff

Realistic workload targets

The suitability of training programs with

real needs

Opportunity to participate in training on

an ongoing basis

9  Training program topics

10 Supervision of performance
measurements by superiors

11 Performance measurement system

[\S]

N N B~ W



12

13
14
15
16

17

18

19

20

21

22

23

24

25

26

27

28

29

30

31

32

33

34

35

36

37
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Output-based performance evaluation
measures

Compensation scheme (income)
Amount of compensation

Other compensation systems exist

The openness of the staff career path
The ultimate achievement of an
academic career

Achievement of career peaks in the
academic and structural fields

The existence of a quality assurance
system

Quality assurance of academic services
for staff careers

The result of an academic career quality
assurance system

Staff involvement in developing the
vision of the institution

Staff contributions in the decision-
making process

Staff participation in determining unit
leaders

Achievement of study program
accreditation

Achievement of University accreditation
process

Obtaining international certification /
accreditation

Study program accreditation determines
the quality of academic services
Institutional accreditation influences the
quality of operational services
International certification guarantees the
managerial quality of the institution
Organisational performance is directly
proportional to the quality of graduates
Academic organisational performance
determines the quality of publications
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Please choose one
1 2 3 4 5 response, where:

International recognition strengthens i St'rong plazie
. . . 1 2 3 4 5 2.Disagree
social service coverage capacity 3. Undecided
International certification is a sign of the :
S 1 2 3 4 5 4.Agree
reliability of the ICT system
5. Strongly agree

Institutional accreditation supports the
feedback service system to be reliable
Utilisation of non-own resources is a
result of passing the accreditation
Obtaining accreditation/certification
guarantees the quality of all services
with a high level of satisfaction felt by
all parties (staff, students, and partners)

._
()
w
~
W

»—
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w
o
(o)

Thank you (May—June 2019)



