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Resumen

Foundation: Work climate is a strategic factor in the
functioning of public health institutions, as it influences
employee motivation, commitment, and performance.
However, there is limited evidence regarding its
predictive capacity among financial officers.Objective:
To analyze the predictive capacity of work climate on
the financial officers” job performance in public health
institutions.Methods: A quantitative applied research
with a non-experimental, cross-sectional,
correlational-predictive design was conducted involving
200 financial officers from public health institutions.
Two standardized instruments were applied to assess
work climate and job performance.Results: A strong,
significant positive correlation was found between work
climate and job performance (p = 0.642; p < 0.001). All
dimensions of work climate were significantly
associated with performance (p < 0.001), with
leadership support (p = 0.647) and organizational
integration (p = 0.631) standing out. The regression
model showed that work climate explained 46.8% of the
variability in job performance (R? = 0.468), serving as a
significant predictor (B = 0.684; p < 0.001). Leadership
support (B = 0.286), institutional communication (B =
0.241), and organizational integration (B = 0.213) were
the primary predictors of performance. Factor analysis
confirmed adequate structural validity (KMO = 0.912;
Bartlett p < 0.001), explaining 72.6% of the total
variance.Conclusions: Work climate is a significant
predictor of the financial officers” job performance in
public health institutions.

Palabras clave: work climate, organizational culture,
work performance, health administration

Abstract

Fundamento: el clima organizacional constituye un
factor estratégico para el funcionamiento de las
instituciones publicas de salud, al influir en la
motivacién, el compromiso y el desempefio de los
trabajadores. Sin embargo, existe escasa evidencia
sobre su capacidad predictiva en funcionarios
financieros.Objetivo: analizar la capacidad predictiva
del clima organizacional sobre el desempefio laboral de
los funcionarios financieros de instituciones publicas de
salud.Métodos: investigacién cuantitativa/aplicada,
con disefio no experimental, transversal y alcance
correlacional-predictivo, al estudiar 200 funcionarios
financieros de instituciones publicas de salud. Se
aplicaron dos test estandarizados para evaluar el clima
organizacional y el desemperio laboral.Resultados: se
evidencié una correlacién positiva alta y significativa
entre el clima organizacional y el desempefio laboral (p
= 0,642; p <0,001). Todas las dimensiones del clima
organizacional se asociaron significativamente con el
desempefio (p <0,001), destacando el apoyo del
liderazgo (p = 0,647) y la integracion organizacional (p
= 0,631). El modelo de regresién mostré que el clima
organizacional explicé el 46,8 % de la variabilidad del
desempefio laboral (R? = 0,468), siendo un predictor
significativo (B = 0,684; p <0,001). El apoyo del
liderazgo (B = 0,286), la comunicacion institucional (B =
0,241) y la integracién organizacional (B = 0,213)
fueron los principales predictores del desempefio. El
analisis factorial confirmé una adecuada validez
estructural (KMO = 0,912; Bartlett p <0,001),
explicando el 72,6 % de la varianza total.Conclusiones:
el clima organizacional constituye un predictor
significativo del desempefio laboral de los funcionarios
financieros de instituciones publicas de salud.
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INTRODUCTION

Job performance is one of the main factors
determining organizational effectiveness, is a key
element in ensuring the public health systems
sustainability. @

While research has focused on the healthcare
professionals’ performance, the healthcare
entities’ performance is also determined by the
effectiveness of administrative and financial
sectors, which are responsible for planning,
allocating, and overseeing the resources that
enable the continuous provision of health
services.?® The following factors directly
influence the quality of care provided to the
population: effective financial management,
equipment procurement, personnel recruitment,
and proper implementation of the institutional
budget, 34

Today, public health systems face major
challenges stemming from rising demand for
care, an aging population, the need for health
education, budgetary constraints, and the
imperative to strengthen transparency in the use
of public funds. 5 These circumstances increase
the complexity of the tasks performed by finance
teams, whose members must simultaneously
contend with increasingly stringent
administrative, regulatory, and technical
requirements 78 Therefore, maintaining high
levels of work performance is essential to
guarantee the sustainability of health services
and ensure institutional efficiency.

Work climate has received particular attention
among several factors affecting work
performance, given its potential to impact job
satisfaction, organizational commitment,
motivation, and productivity ©? Work climate is
the sum of shared employee perceptions
regarding institutional policies, leadership,
communication, interpersonal relationships,
opportunities for growth, and the circumstances
under which work tasks are performed. "% In
contrast to organizational culture, which
represents deeply rooted values, climate reflects
day-to-day experiences that can be altered
through human talent management strategies.

From an organizational psychology perspective, a
positive work environment promotes
collaboration among organizational members,
strengthens trust in leaders, optimizes
communication processes, and fosters a deeper
identification with organizational goals. %!

Instead, environments characterized by poor
coordination, limited recognition, interpersonal
conflicts, or ineffective leadership tend to be
associated with decreased motivation, increased
work-related exhaustion, and reduced individual
and group performance. *?

Several studies conducted in healthcare
institutions have demonstrated that a positive
organizational environment encourage higher
levels of job satisfaction, organizational
commitment, psychological well-being, and staff
retention. **! Furthermore, organizations that
promote participative leadership, effective
communication, and organizational support
experience lower turnover rates and higher
productivity levels *® These findings indicate that
organizational conditions affect not only
employee well-being but also the overall quality
of healthcare services and the effectiveness of
administrative procedures. 7

Job performance encompasses the extent to
which an employee effectively performs assigned
tasks and contributes to achieving institutional
goals through behaviors associated with
productivity, responsibility, work quality,
compliance with regulations, initiative, and
cooperation with other members of the
organization. 81 For healthcare sector financial
officers, these competencies are strategic
because their decisions determine budget
execution, expenditure control, procurement
management, and compliance with
administrative procedures established by current
regulations, 2021

Financial officers in public healthcare institutions
operate in contexts characterized by high levels
of administrative responsibility, frequent audits,
regulatory changes, and budgetary constraints. >%
When the organizational environment does not
provide appropriate mechanisms for coordination,
leadership, and support, these conditions may
affect their performance. Instead, a positive
organizational environment promotes
communication between departments,
strengthens institutional trust, and facilitates
more effective administration, thereby enabling
the operational needs of healthcare facilities to
be met on time, 162

The positive correlations between work climate
and employee performance across various
economic sectors is supported by the existing
scientific evidence. %% Recent studies indicate
that factors such as leadership, teamwork,
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communication within the organization,
involvement in decision-making, and professional
recognition contribute significantly to variability
in job performance. *” Nevertheless, most of
these studies have been conducted among
clinical professionals, particularly physicians and
nurses, due to their direct impact on quality of
care. In contrast, despite performing functions
that are essential to the sustainability of
healthcare institutions, financial and
administrative employees in the healthcare
sector remain an understudied population.

In Latin American public health systems, where
institutions often operate under financial
constraints, high demand for services, and
complex administrative processes, the need to
further investigate this issue is particularly
important. ?® Improving work climate represents
a management option in these contexts that may
enhance staff performance without requiring
substantial structural investments. Nevertheless,
there is still limited empirical evidence examining
this particular relationship among financial
officers in public healthcare institutions in
Ecuador, representing a significant knowledge
gap in the organizational management of the
national context.

From a practical approach, identifying work
climate as an indicator of job performance will
facilitate the generation of valuable evidence to
guide human talent management policies

focused on improving institutional
communication, promoting teamwork,
strengthening leadership, and increasing

organizational commitment. ?® These actions
have the potential to promote healthier work
environments, improve administrative efficiency,
and foster more effective use of public resources
allocated to the healthcare sector.

This research’s findings will contribute to a better
understanding of the organizational factors that
determine administrative performance, provide
evidence from an understudied professional
group, and offer a scientific basis for developing
strategies aimed at optimizing financial
management and the continuous improvement of
healthcare institutions. Therefore, this research
objective is to analyze the work climate
predictive capacity on the financial officers’ job
performance in public healthcare institutions.

METHODS

A quantitative, applied approach, with a

non-experimental, cross-sectional design was
adopted. Its scope was correlational-predictive,
as it analyzed the relationship between
organizational climate and job performance, as
well as the predictive capacity of the former
regarding the latter through inferential statistical
analyses.

A sample of 200 participants was studied (N=415;
Confidence: 95%; Error: 5%). The estimation of
the sample size was based on the criteria
proposed by Cohen, considering a statistical
significance level of a = 0.05, a statistical power
of 80% (1-f = 0.80), and an expected medium
effect size (f2 = 0.15). In characterizing the study
population, the following inclusion criteria were
considered:

1. To be an active officer in the financial or
administrative-accounting area of a
public healthcare institution, including
professionals involved in budget,
accounting, treasury, financial planning,
public procurement, or institutional
economic management. 2) To have a
minimum length of employment of six
months in the institution, in order to
ensure that participants had sufficient
experience to assess the characteristics
of the w climate and internal working
conditions. 3) To maintain a current
employment relationship during the data
collection period, regardless of the
contractual arrangement established by
the institution. 4) To be aged 18 years or
older, complying with the ethical criteria
established for voluntary participation in
research involving human beings. 5) To
voluntarily agree to participate in the
study by signing the informed consent
form, thereby ensuring the autonomy,
confidentiality, and protection of the data
collected.

The research was conducted using a quantitative,
non-experimental, cross-sectional design with a
correlational-predictive scope, aimed at
analyzing the capacity of work climate to predict
the job performance of financial officers working
in public healthcare institutions.

In the first phase, authorization was obtained
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from the participating institutions to conduct the
study, and the information collection process was
coordinated with those responsible for the
administrative and financial areas. Afterwards,
potential participants were informed about the
objectives of the research, the strictly academic
nature of the study, the voluntary nature of their
participation, and the guarantees of
confidentiality and anonymity of the information
collected. Only those officers who agreed to
participate by signing the informed consent form
were included in the study, in accordance with
the ethical principles applicable to research
involving human beings.

Once data collection had been completed, the
data were coded, refined, and verified before
being entered into the database for statistical
analysis. Initially, a descriptive analysis of the
variables was performed using measures of
central tendency and dispersion. Subsequently,
considering the nature of the data, Spearman's
correlation coefficient was used to determine the
relationship between work climate and job
performance, as well as between their respective
dimensions. To assess the predictive capacity of
work climate on job performance, linear
regression models were applied, estimating
standardized coefficients, 95% confidence
intervals, the coefficient of determination (R?),
and the corresponding levels of statistical
significance.

Additionally, a multivariate analysis was
conducted to identify the dimensions of work
climate that made the greatest contribution to
job performance, thereby establishing the
relative predictive weight of each dimension.
Finally, the psychometric properties of the Work
Climate Measure were evaluated through
exploratory factor analysis, verifying sampling
adequacy using the Kaiser-Meyer-Olkin (KMO)
index, Bartlett's test of sphericity, factor loadings,
total explained variance, and the internal
consistency of each dimension using Cronbach's
alpha coefficient. A statistical significance level of
p < 0.05 was established for all inferential
analyses.

To fulfil the objective of the research, the
following assessment instruments were applied:

1. Work climate Measure (WCM): assesses
employees' shared perceptions of the
practices, procedures, and internal
conditions of the organization. (30)

Methodology: Self-administered
organizational perception questionnaire
(Administration: 15-20 minutes),
comprising 58 items and 17
organizational dimensions or scales.
Dimensions: Organizational integration;
Participation; Supervisor support;
Organizational clarity; Communication;
Innovation and flexibility; Work pressure;
Reward and recognition. Norms: 5-point
Likert-type scale (1 = Strongly disagree
to 5 = Strongly agree), with specific
norms for the Organizational Climate
Level (= 33rd percentile/Low; 34th-66th
percentile/Moderate; = 67th
percentile/High).

2. Individual Work Performance
Questionnaire (IWPQ): assesses
individual performance in different work
contexts. (31) Methodology:
Self-administered questionnaire
assessing perceived performance,
comprising 18 items (Administration:
5-10 minutes). Dimensions: Task
performance; Contextual performance;
Counterproductive work behaviors.
Norms: 5-point Likert-type scale (1 =
Never to 5 = Always), with the
recommended percentile conversion
norms (< P33/Low; P34-P66/Moderate; =
P67/High).

The data were processed using descriptive and
inferential statistics after determining that the
data did not follow a normal distribution
according to the Kolmogorov-Smirnov test.
Measures of central tendency and dispersion
were calculated to characterize the study
variables. The relationship between
organizational climate and job performance, as
well as between their dimensions, was assessed
using Spearman's correlation coefficient.
Afterwards, linear regression models were
applied to determine the predictive capacity of
organizational work on job performance and to
identify the dimensions with the greatest
contribution to the model. Finally, an exploratory
factor analysis was conducted to evaluate the
structure of the instrument, verifying sampling
adequacy using the Kaiser-Meyer-Olkin (KMO)
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index, Bartlett's test of sphericity, and internal
consistency using Cronbach's alpha coefficient. A
statistical significance level of p < 0.05 was
considered in all analyses, and they were
performed using SPSS v27.

RESULTS

A positive and statistically significant correlation
was observed between work climate and job

performance (p = 0.642; p < 0.001), indicating
that officers who perceive better organizational
conditions exhibit higher levels of job
performance. The magnitude of the coefficient
indicates a strong association, whereby an
improvement in the institutional climate is
associated with a favorable increase in individual
performance. (Table 1).

Table 1. Relationship between organizational climate and job performance using Spearman's

correlation
Variables Md (IQR) Spearman'sp p-value Interpretation
Owerall organizacional climate (OCM) 3,82 (0.34) 0642 <0001  Strong pesitive comrelztion
Overall job performance (IWP(Q) 3.61(0.48) — — —
All dimensions of work climate showed organizational clarity to p = —0.421 for

statistically significant associations with the
dimensions of job performance (p < 0.001).
Leadership support showed the strongest
association with contextual performance (p =
0.647), followed by organizational integration (p
= 0.631).

Likewise, statistically significant negative
associations were observed between all the
evaluated dimensions of organizational climate
and counterproductive work behaviors. The
coefficients ranged from p = -0.301 for

leadership support. In particular, leadership
support showed the strongest negative
association with counterproductive work
behaviors (p = —0.421), followed by professional
recognition (p = —0.401) and institutional
communication (p = —0.392). These results
indicate that a more favorable perception of
organizational climate conditions was associated
with a lower frequency of counterproductive work
behaviors among the officers evaluated. (Table
2).
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Table 2. Relationship between dimensions of organizational climate and dimensions of job

performance
Dimensions of Contextual 2
G : Task performance Counterproductive work
organizational climate (IWPO) performance behaviors (IWPOQ) P
3 ehaviors (TW
(0cAD el AWPQ) p ip
Institutional ~
TR 0,381 0,604 0,352 =,001
communication
Leadership support 0,623 0.647 0,421 <(,001
Participation in decision- ~ ~
: 0,326 0,382 0,337 =,001
malking
Organizational )
; : 0,348 0,631 0,368 =,001
integration
Professional recognition 0572 0.615 0,401 <(,001
Organizational clarity 0497 0,333 0,301 <,001
The predictive model showed that organizational confirms that organizational climate constitutes a

climate explains approximately 46.8 % of the significant predictor of the performance of
variability in job performance (R? = 0.468). The financial officers (Table 3 and Table 4).
standardized coefficient (B = 0.684; p < 0.001)

Table 3. Predictive model of orgamizational climate on job performance (Multiple linear regression)

Model R B}  Adjusted B* Standard error P
Organizational climate — job performance (0,684 0468 0465 0312 <(,001

Table 4. Coefficients Model

Predictor Standardized f  Standard error t P
Overall organizational climate 0634 0.041 1082 =0.001
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The multivariate analysis identified six
dimensions of organizational climate that
significantly predict job performance. Leadership
support showed the greatest predictive weight (B
= 0.286; p < 0.001), followed by institutional
communication (B = 0.241; p < 0.001) and

organizational integration (f = 0.213; p < 0.001).
These results indicate that strategies focused on
leadership and communication could generate
greater effects on job performance (Table 5).

Table 5. Organizational climate dimensions as predictors of job performance

Dimension of organizational climate B 0504 CI t P Relative contribution
Leadership support 0,285 01920379 604 =0001 Strongest predictor
Institutional communication 0,241 01450337 312 =0.001 Second predictor
Organizational integration 0213 01180306 330 =0.001 Third predictor
Professional recognition 0,187 0,092-0274 398 <0001 Sigmificant predictor
Participation in decision-making 0,154 00640245 3.2 0002 Significant predictor
Organizational clarity 0,092 00180166 205 0,042 Minor predictor

The factor analysis showed an adequate
structure of the instrument, with an excellent
KMO index (0.912) and a significant Bartlett's
test (p < 0.001), confirming the feasibility of
factor analysis. The identified dimensions

explained 72.6% of the total variance, with factor
loadings above 0.70 and adequate reliability
coefficients (a = 0.80-0.88) (Table 6 and Table

7).
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Table 6. Exploratory factor analysis of the Orgamzational Climate Measure (OCM)

Dimension assessed

Factor loading Explained variance (%) Cronbach’s alpha

Leadership support 082
Institutional communication 0,79
Organizational integration 0.76
Participation 0.74
Professional recognition 0.7
Organizational clarity 0.1

14.6 0,58
132 0,86
12,4 0,84
11,8 0.82
10,9 0,85
9,7 0,80

Table 7. Overall indicators of the factor analysis

Parameter

Result

EMO

Bartlett's test

df
P

Total explained variance

0912
325841
153
0,001
72.6%

DISCUSSION

The obtained results confirm the achievement of
the research objective, which was aimed at
analyzing the predictive capacity of
organizational climate on the financial officers’
job performance in public healthcare institutions.
Likewise, the empirical evidence supports the
acceptance of the proposed hypothesis,
demonstrating that a positive organizational
climate constitutes a significant predictor of job
performance. The high positive correlation
observed between both variables (p = 0.642; p <
0.001), together with the explanatory capacity of
the regression model (R? = 0.468), demonstrates
that almost half of the variability in job
performance can be attributed to the
organizational conditions perceived by
employees. These findings support the
theoretical premise that organizational factors
not only influence employees’ psychological
well-being but also represent relevant
determinants of productivity and institutional

effectiveness, particularly in public organizations
characterized by high levels of administrative
demands.

The identified association is particularly relevant
considering the specific context in which the
research was conducted. Financial officers in
public healthcare institutions perform activities
subject to strict regulatory controls, continuous
audits, budgetary constraints, and high levels of
administrative responsibility. In this context,
having an organizational environment
characterized by effective leadership, fluid
communication, clarity of processes, and
adequate institutional integration facilitates
coordination among administrative units, reduces
job-related uncertainty, and strengthens the
capacity to respond to the requirements inherent
to the healthcare system. Consequently, the
findings support the assertion that organizational
climate constitutes a strategic resource capable
of increasing administrative efficiency without
necessarily requiring high-cost structural
modifications.

Particularly relevant is the finding that leadership
support constitutes the dimension with the
greatest predictive capacity for job performance
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(B = 0.286), followed by institutional
communication (B = 0.241) and organizational
integration (B = 0.213). These findings suggest
that leadership processes exert a transversal
effect on the functioning of public healthcare
organizations by promoting activity coordination,
conflict resolution, institutional trust, and
employee motivation. From an organizational
psychology perspective, effective leadership acts
as a facilitator of job resources, enabling
employees to interpret institutional priorities
more clearly and direct their efforts towards the
achievement of organizational objectives.

The findings match with the conceptual model
proposed by Schneider et al. *¥, who argue that
organizational climate represents the shared
perception of institutional practices, policies, and
procedures, thereby directly conditioning
employees’ work behaviors. Similarly, the results
are consistent with the systematic review
conducted by Murillo Nufez ©*, who concluded
that organizational climate constitutes one of the
most consistent determinants of job performance
across different productive sectors. However, the
present study extends this body of knowledge by
demonstrating that this relationship is also
maintained among financial officers working in
the public healthcare sector, a population that
has received considerably less attention in the
international literature.

The obtained results are also related to the
research conducted by Kluger et al- ?”, who
identified that the communication quality and the
perception of being heard by leaders significantly
increase multiple indicators of job performance.
In the present study, institutional communication
emerged as the second most important predictor
of performance, suggesting that communication
mechanisms facilitate information exchange,
reduce administrative errors, and strengthen
coordination among financial departments. In
public healthcare institutions, where budgetary
management depends on continuous interaction
among multiple administrative units, effective
communication may directly translate into more
efficient financial processes and more rational
use of public resources.

Likewise, the leadership main role is consistent
with the evidence synthesized by Specchia et al- ¢,
who demonstrated that participatory leadership
styles improve job satisfaction, organizational
commitment, and the performance of healthcare
workers. Although that study focused primarily
on nursing personnel, the findings of the present

research make it possible to extend these
conclusions to the financial-administrative
context, indicating that the positive influence of
leadership transcends clinical functions and
constitutes a common organizational factor
across different professional profiles within
healthcare institutions.

The results also show agreement with the
Noorfallah et al propositions, ?*, who identified
organizational climate, institutional commitment,
and leadership as variables that interact to
explain job performance. In the present study,
although only the direct effect of organizational
climate was analyzed, the high predictive
capacity identified (R? = 0.468) suggests that the
institutional environment represents a central
component within the set of factors determining
the performance of financial officers.
Nevertheless, the proportion of unexplained
variance indicates that other individual and
organizational variables, such as job satisfaction,
organizational commitment, emotional
intelligence, workload, or occupational stress,
could complement the predictive model and be
incorporated into future research.

This interpretation is consistent with the
systematic reviews conducted by Boskma et al. **
and Rafi'i et al. ** who concluded that
interventions aimed at improving the
organizational environment produce positive
effects on healthcare personnel’s well-being, job
satisfaction, and retention within institutions.
Although these studies primarily analyzed
variables related to occupational well-being, the
findings of the present study extend this
evidence by demonstrating that a favorable
organizational climate also directly affects the
job performance of financial personnel, who are
responsible for budget planning, financial
resource management, and compliance with
financial regulations.

Another relevant aspect concerns the negative
relationship identified between the dimensions of
organizational climate and counterproductive
behaviors. This result has important implications
for public administration, as it demonstrates that
better organizational conditions not only promote
higher levels of productivity but also reduce
behaviors that affect institutional efficiency, such
as interpersonal conflicts, non-compliance with
procedures, decreased organizational
commitment, or demotivated attitudes.
Consequently, improving the organizational
climate can be interpreted as a preventive
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strategy aimed at reducing organizational risk
factors that affect the day-to-day functioning of
public healthcare institutions.

An additional contribution of the study lies in the
hierarchical identification of the organizational
dimensions with the greatest predictive capacity.
While numerous studies are limited to establish
global associations between organizational
climate and job performance, the present study
identifies which specific components make the
greatest contribution to performance. The
evidence demonstrates that leadership,
institutional communication, and organizational
integration account for the greatest influence on
performance, providing useful information for
prioritizing organizational interventions. This
approach makes it possible to guide human
talent management policies more efficiently,
optimizing the allocation of resources aimed at
institutional strengthening.

Nevertheless, the obtained results in the present
study should be interpreted considering several
limitations. The cross-sectional design prevents
definitive causal relationships from being
established between organizational climate and
job performance; therefore, it is only possible to
assert the existence of associations and
predictive capacity within the specific period in
which the variables were assessed. Likewise, the
use of self-report questionnaires may introduce
biases associated with social desirability or
participants’ subjective perceptions. Similarly,
the research was conducted exclusively among
financial officers belonging to public healthcare
institutions, which limits the generalizability of
the findings to private organizations, other
sectors of public administration, or different
cultural contexts. Finally, although the predictive
model explains a considerable proportion of the
variability in job performance, an important
percentage remains associated with individual,
organizational, and contextual factors that were
not included in the present study.

Taking into account these limitations, future
research should develop longitudinal designs to
examine the temporal stability of the
relationships identified and establish more
precisely the causal direction between the
variables. Likewise, it would be appropriate to
incorporate structural equation models to
simultaneously analyze direct and indirect
relationships among organizational climate,
leadership, job satisfaction, organizational
commitment, psychological well-being, and job

performance. Similarly, multicenter studies
conducted across different regions or countries
would make it possible to assess the
cross-cultural stability of the model identified and
expand the generalizability of the findings.
Finally, it is recommended that intervention
studies aimed at strengthening organizational
leadership, institutional communication, and
employee participation be implemented, with the
purpose of experimentally evaluating the impact
of these strategies on job performance and
administrative efficiency in public healthcare
institutions.

The findings obtained consolidate the evidence
that organizational climate constitutes a strategic
determinant of job performance among financial
officers in the healthcare sector. Beyond
confirming associations previously described in
other organizational settings, the study
demonstrates that institutional conditions
represent a fundamental mechanism for
optimizing administrative management and
strengthening the sustainability of public
healthcare systems. Consequently, the
promotion of organizational environments
characterized by effective leadership, open
communication, institutional integration,
professional recognition, and active employee
participation should be considered a priority for
human talent management policies, as it
constitutes a strategy capable of simultaneously
improving job performance, administrative
efficiency, and the quality of services received by
citizens.
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