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Abstract 

This study analyzed the relationship between organizational culture and the quality of 

educational services in a secondary school in Trujillo, Peru, which is uniquely affiliated with 

a national university—an uncommon feature within the Peruvian school system. The objective 

was to determine how the dimensions of leadership, communication, identity, and motivation 

influence the educational product, student satisfaction, staff satisfaction, and the overall impact 

of education. A quantitative, correlational design was employed, using a census sample of 36 

secondary-level teachers who completed validated Likert-scale questionnaires. The findings 

revealed that both organizational culture and service quality were predominantly perceived at 

a medium level (66.7%), with 16.7% at a high level and 16.7% at a low level. Spearman’s 

correlation (Rho = 0.45; p = 0.01) indicated a moderate and statistically significant positive 

relationship between the two variables, with particularly strong associations between 

leadership and institutional identity and the perception of educational quality, while 

communication and motivation did not reach statistical significance. It is concluded that 

strengthening organizational culture through participatory leadership, institutional identity, and 

comprehensive management strategies is a decisive factor in enhancing educational service 

quality and ensuring a positive and sustainable impact on teaching–learning processes. 

Keywords: organizational culture, educational quality, leadership, student satisfaction 

 

INTRODUCTION 

 

At present, the relationship between organizational culture and service quality in educational institutions has 

acquired particular relevance in light of the accelerated societal transformations and growing academic demands. 

The OECD (2023a) demonstrated that the pandemic exposed critical weaknesses in the internal management of 

many institutions; moreover, in an environment characterized by digitalization and global competition, a robust 

organizational culture emerges as a decisive factor in ensuring sustainable educational services (UNESCO, 2021). 

At the global level, UNESCO (2020) reported that millions of educational institutions operate under organizational 

structures that directly influence quality, although a substantial proportion continues to struggle with fostering 

cohesion and collaborative work (OECD, 2023b, 2024). In Latin America, the World Bank (2020) highlighted that 

numerous institutions display low quality indices, with 39% evidencing weaknesses in cultural cohesion that 

undermine both student motivation and learning engagement (UNESCO–OREALC, 2022). Likewise, ECLAC and 
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UNESCO (2020) underscored high levels of dissatisfaction arising from administrative and pedagogical 

shortcomings; to this, the persistence of rigid hierarchical models and scarce collaborative practices must be added, 

factors that ultimately constrain both innovation and continuous improvement (IDB, 2024a; IDB, 2024b). 

In Peru, UMC–MINEDU (2023) and MINEDU (2021) documented that thousands of educational institutions face 

profound deficiencies in service quality, largely attributable to the absence of participatory leadership and strategic 

planning, which substantially restrict both pedagogical and administrative management (SUNEDU, 2024; 

SINEACE, 2025). In addition, the Office of the Comptroller General of the Republic (2021) disclosed that merely 

three out of ten students attained satisfactory learning outcomes during the “Aprendo en Casa” strategy, thereby 

evidencing structural weaknesses in policy implementation. Within this scenario, the case of the educational 

institution under study—affiliated with the Faculty of Education of the National University of Trujillo—illustrates 

these challenges with particular clarity: the lack of budgetary autonomy and the recurrent appointment of 

administrators without the requisite professional profile have severely constrained the provision of essential 

resources, infrastructure, and training. Furthermore, the prevalence of teaching staff employed under CAS contracts, 

devoid of stability and benefits, has generated persistent uncertainty, ultimately reflecting the fragility of its 

organizational culture. 

Moreover, persistent quality issues remain, including traditional practices focused predominantly on cognitive 

aspects, limited mastery of technological tools, and underutilization of available infrastructure; in addition, the 

institutional climate is often shaped by political tendencies or internal groups (Ayala & Mendoza, 2022), which 

diminishes its contribution to educational quality. Accordingly, the problem statement is oriented toward 

determining the relationship between organizational culture and service quality in an educational institution in 

Trujillo, with particular emphasis on understanding how cultural components affect teaching, management, and 

student satisfaction. The study is justified on practical grounds, given its contribution to strategies for institutional 

strengthening; on scientific grounds, due to the scarcity of research integrating dimensions of organizational culture 

(leadership, communication, identity, and motivation) with educational quality; and on social grounds, owing to its 

potential benefits in making visible institutional weaknesses and proposing improvements toward a more equitable 

and sustainable system. The general objective is to determine the relationship between organizational culture and 

service quality in the institution under analysis, describing its main features, examining the association between 

cultural dimensions and perceived quality, identifying the most influential dimensions, and proposing guidelines 

that foster continuous improvement. 

 

THEORETICAL FRAMEWORK 

 

Organizational Culture Theory (Ansoff) 

Egunjobi and Aremu (2024) emphasized that the origins of organizational culture theory are closely linked to the 

corporate transformations of the mid-twentieth century, when institutions began to recognize the strategic relevance 

of shared values. Igor Ansoff, a Russian-American economist and mathematician, advanced a strategic vision that 

positioned culture as a central driver of competitive adaptation and organizational growth, particularly in contexts 

marked by uncertainty and globalization (Narváez & Solarte, 2023). Furthermore, Egunjobi and Aremu (2024) noted 

that Ansoff conceptualized organizational culture not merely as a set of norms and customs, but rather as the core 

of strategic processes. According to this view, culture shapes the capacity to innovate, improve, and sustain 

advantages in dynamic environments. His theoretical framework integrates the interaction between corporate 

objectives and collective values, asserting that strategic decisions are only viable when articulated with the cultural 

identity of the organization (Narváez & Solarte, 2023). To operationalize this perspective, Ansoff (1968) developed 

a typology that categorized organizational culture as an integral component of corporate strategic planning. His 

proposal identified several cultural levels based on variables such as institutional values, responsiveness to change, 

risk management, and goal orientation. This classification distinguished four organizational culture types—stable, 

reactive, anticipatory, and initiative—each with distinctive characteristics that determine the adaptive capacity of 

the institution (Ansoff, 1986). Similarly, Egunjobi and Aremu (2024) explained that, from a historical standpoint, 

this theory consolidated throughout the 1960s and 1970s, coinciding with the transition toward innovation- and 

diversification-driven economies. Ansoff’s approach ultimately provided analytical tools that bridged strategic 

management and organizational behavior, paving the way for a comprehensive perspective that influenced not only 

private enterprises but also educational and service institutions (Narváez & Solarte, 2023). 

Educational Quality Theory 

Swift et al. (2024) explained that the theory of educational quality emerged in the context of twentieth-century school 

reforms, designed to address the rapid expansion of educational systems. Its principal proponent was Lawrence 

Stenhouse, a British pedagogue who argued that quality depends not only on material resources but also on 

pedagogical processes grounded in equity, curricular relevance, and the holistic development of students within 

inclusive communities (Humes, 2024). Moreover, Pountney et al. (2024) pointed out that Stenhouse argued that 

quality education entails an open and dynamic curriculum in which teaching is adapted to students’ needs and fosters 

critical thinking. The theory underscores continuous and participatory assessment as a key instrument for enhancing 

learning, while conceptualizing the school as a social space for transformation, where quality is defined not only by 

academic achievement but also by the human and social impact attained. This theory gained momentum during the 

1970s and 1980s, when international organizations began to link educational quality with sustainable human 
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development. Stenhouse’s proposal became a benchmark for public policies aimed at ensuring equal opportunities 

and curricular relevance, transcending the quantitative vision of outcomes to embrace a comprehensive, humanistic, 

and transformative approach (Humes, 2024). 

Organizational Culture 

Assoratgoon and Kantabutra (2023) explained that organizational culture constitutes a shared system of values, 

beliefs, and practices that guides collective behavior within an institution. It is conceived as a strategic process that 

shapes how objectives are defined, priorities are ranked, and responses to change are formulated; consequently, it is 

intrinsically linked to elements such as leadership, communication, identity, and motivation (Azeem et al., 2021). 

Moreover, as Schein (2010) emphasized, these cultural patterns are learned progressively in the course of problem-

solving. Furthermore, Iskamto (2023) noted that the dimensionality of organizational culture integrates multiple 

approaches. According to Ansoff (1968), it should be understood as part of a strategic process that encompasses 

objectives, values, and priorities, and is categorized into stable, reactive, anticipatory, and innovative levels. 

Complementarily, Ansoff (1986) emphasized that an organization’s responsiveness to change determines its degree 

of proactivity, whereas Hofstede (1984) proposed a multicultural model in which national cultural dimensions 

directly shape institutional culture (Bogale & Debela, 2024). 

Similarly, Azeem et al. (2021) argued that leadership, as a dimension of organizational culture, is intrinsically linked 

to the manner in which direction and influence are exercised within the institution. It encompasses decision-making, 

goal orientation, and the creation of a climate of trust among members. Leadership is distinguished by its capacity 

to establish clear guidelines, to guide the team toward a shared purpose, and to respond with flexibility in the face 

of challenges. For their part, Bogale and Debela (2024) indicated that communication constitutes another 

fundamental axis of organizational culture, as it structures the flow of information between administrators, teachers, 

and students in the educational sphere, or between managers and employees in the corporate context. Its 

effectiveness is reflected in transparency, goal clarity, and the reduction of internal conflicts. Moreover, effective 

communication fosters an atmosphere of trust, promotes active participation, and ensures that decisions are clearly 

understood by all stakeholders. 

Iskamto (2023) explained that identity, as an organizational dimension, refers to the sense of belonging developed 

by members toward the institution, consolidating shared values and symbols that strengthen cohesion. This element 

is expressed in the way individuals recognize themselves as part of a distinct collective, sustaining pride and 

commitment to the institutional mission. Likewise, Assoratgoon and Kantabutra (2023) emphasized that motivation 

reflects the driving force that directs individuals’ behavior toward the achievement of institutional goals. This 

dimension combines extrinsic incentives, such as material rewards, with intrinsic motivations, such as professional 

development and personal fulfillment. An organization with high levels of motivation is able to sustain productivity 

and foster a positive environment in which individuals find meaning in their work. 

Educational Quality 

Huda and Rokhman (2021) explained that educational quality is understood as the set of processes, resources, and 

outcomes that ensure comprehensive and relevant training for students. It entails the institution’s capacity to deliver 

services that meet standards of academic excellence, equity in access, and the social relevance of learning (Yampol, 

2024). This concept encompasses both efficiency in management and effectiveness in results, integrating 

pedagogical, institutional, and human dimensions that safeguard the continuous improvement of educational 

services. Moreover, Urinov (2022) indicated that the educational product constitutes the first dimension of 

educational quality, referring to the academic achievements attained by students and the relevance of the curriculum 

offered. It includes the knowledge, competencies, and skills developed throughout the formative process, which 

must adequately respond to the demands of the social and labor environment. 

In the same vein, Fomba et al. (2023) argued that student satisfaction represents another essential dimension, linked 

to learners’ perceptions of teaching, the availability of resources, and the support received throughout their training. 

It is closely associated with the extent to which the institution meets their expectations, fosters participation, and 

ensures a favorable environment for learning. Staff satisfaction, in turn, relates to the well-being and motivation of 

teachers and administrative personnel within the educational institution (Huda & Rokhman, 2021). This aspect 

directly influences service quality, as satisfied professionals demonstrate a stronger commitment to collaborative 

work, pedagogical innovation, and the achievement of institutional goals. Furthermore, Yampol (2024) noted that 

the impact of education constitutes a distinct dimension that assesses the broader repercussions of educational 

services on the social, cultural, and economic development of the community. Such impact is reflected in the 

formation of competent, critical, and responsible citizens who actively contribute to the transformation of their 

environment. 

The analysis of the relationship between organizational culture and service quality has been addressed by various 

authors in business, educational, and specialized service contexts. Leuwol et al. (2024) conducted a study at Alfamart 

aimed at evaluating the influence of organizational culture and work environment on service quality, incorporating 

job satisfaction as a moderating variable. Employing a quantitative explanatory methodology and administering 

surveys to 300 employees analyzed through PLS-SEM, they demonstrated that both culture and the work 

environment exert a positive and significant impact on service quality, while job satisfaction amplifies these effects, 

generating higher levels of commitment, discipline, and productivity. In a similar vein, Manggala and Nurhayati 

(2022) examined the role of transformational leadership and training on the quality of internal service at Burger 

King FSDT in Jakarta, with organizational culture acting as a mediating factor. Based on surveys administered to 
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126 employees and analyzed through SEM-PLS, their findings revealed that transformational leadership and training 

exert a direct influence on organizational culture but not on internal service. They concluded that organizational 

culture functions as a crucial bridge that translates formative processes into tangible improvements in service quality. 

For their part, Iswahyuningsih et al. (2022) investigated the interaction between service quality and customer 

satisfaction in ISO/IEC 17025:2017–accredited laboratories in Sumatra, incorporating organizational culture and 

price as moderating variables. Using questionnaires administered to 93 users and analyzed through PLS-SEM, they 

confirmed that service quality, culture, and price exert a direct influence on satisfaction, although their moderating 

effects were not significant. The authors underscored the importance of embedding quality standards within 

organizational culture as a means of ensuring trust and fostering loyalty in highly specialized services. In the banking 

sector, Jibrail et al. (2024) analyzed the relationship between organizational culture and service quality in Bank 

Malaysia, considering compensation as a moderating variable. Drawing on a sample of 300 employees and 

employing SmartPLS 4.0 for analysis, they demonstrated that organizational culture exerts a positive effect on 

service quality (p = 0.029), an effect that is significantly intensified by compensation (p = 0.000). From this, they 

concluded that well-designed compensation policies strengthen internal culture and enhance both the efficiency and 

sustainability of service provision. 

In the educational field, Hermawan et al. (2025) proposed strategies to enhance the organizational image of PGRI 

schools in Bogor by considering personality, servant leadership, organizational culture, and service quality. Based 

on surveys administered to 168 teachers and analyzed through path analysis combined with SITOREM, they found 

that organizational culture and service quality significantly influence institutional image, although more than 40% 

of teachers reported dissatisfaction in terms of perception and preference. They recommended strengthening 

organizational culture and standardizing educational quality as core strategies to consolidate institutional trust. 

Similarly, Iqbal et al. (2023) examined the quality culture in public and private universities in Pakistan and its 

relationship with service quality. Analyzing 105 questionnaires through SPSS and PLS-SEM, they found that 

although public universities scored higher in both culture and service, the relationship between the two was stronger 

in private institutions. They concluded that fostering a quality culture reinforces academic management and 

enhances both student and organizational satisfaction. In the industrial sector, Liu et al. (2022) examined the role of 

organizational culture in service management within Industry 4.0 in Taiwan. Employing the TRIZ Su-field analysis 

method and PLS-SEM in manufacturing firms equipped with cyber-physical systems, they found that cultural 

transformation, when accompanied by leadership and digital technologies (IoT, big data, and CPS), significantly 

reduced production times and doubled productive value. They concluded that organizational culture, together with 

appropriate incentives, is essential for fostering commitment and achieving excellence in digital service 

management. 

In the Peruvian context, Tuesta et al. (2023) analyzed the influence of organizational culture on the quality of 

administrative services at the National University of San Martín. Based on a sample of 375 users and employing 

Pearson’s correlation analysis, they evidenced a strong positive correlation (r = 0.93; p < 0.05) between culture and 

service quality. The results further revealed that a significant proportion of employees did not feel integrated into 

the institutional culture, which negatively affected service satisfaction. Likewise, Alcalá et al. (2023) examined the 

relationship between organizational culture and educational quality management at IE Fe y Alegría No. 12 in Lima 

through a cross-sectional descriptive correlational design with 47 teachers. Analyses using Spearman’s test 

demonstrated a strong positive correlation (r = 0.596; p = 0.00), confirming that a solid organizational culture fosters 

quality management and satisfaction within the school environment. 

Finally, Checa (2023) investigated organizational culture and service quality in the medical sector at the University 

Hospital of Guayaquil, surveying 119 employees and patients. The findings indicated that organizational culture 

was perceived as highly positive in the work environment and exerted a beneficial influence on medical care, 

although areas for improvement were identified in methodologies and processes. The author concluded that 

strengthening organizational culture and workplace climate constitutes a key factor for fostering user satisfaction 

and trust in the hospital setting. 

 

METHODOLOGY 

 

The educational institution under analysis is administratively dependent on the Faculty of Education of the National 

University of Trujillo, which constrains both its budgetary and managerial autonomy. Its administrators are 

appointed by university authorities and do not always meet the required technical profiles, thereby creating 

difficulties in promptly addressing needs related to infrastructure, materials, and training. Moreover, the majority of 

teachers are hired under CAS or temporary contracts, generating job instability and undermining motivation. These 

conditions provide a critical framework for understanding the results obtained regarding organizational culture and 

the quality of educational services. 

The research was conducted with a theoretical and quantitative correlational approach. The population consisted of 

36 secondary-level teachers, who constituted the total study sample through a census sampling technique; therefore, 

no selection procedure was applied. The unit of analysis comprised the institution’s teachers, while data collection 

was carried out through the survey technique, using a Likert-scale questionnaire for both variables. Organizational 

culture was measured with 15 items distributed across the dimensions of leadership, communication, identity, and 

motivation, whereas educational service quality was assessed with 18 items within the dimensions of educational 
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product, student satisfaction, staff satisfaction, and the impact effect of education. The validity of the instruments 

was established through expert judgment, and their application allowed for the collection of precise information 

consistent with the research objectives. The data gathered were initially processed in Microsoft Excel 2019 to 

construct the score matrix and subsequently analyzed in IBM SPSS Statistics 26, verifying distribution through the 

Shapiro–Wilk test with a significance level of 0.05. Since normality was not found in the variables, Spearman’s 

correlation test was applied to contrast the hypothesis, with the degree of association determined by the Rho 

coefficient, whose ranges extend from very low to excellent, whether positive or negative (Spearman, 1904). This 

procedure made it possible to establish the relationship between organizational culture and the quality of educational 

service according to the statistical criteria adopted. 

Content validity was established through expert judgment, with Aiken’s V indices exceeding .80 across all items. 

The reliability of the instruments was satisfactory: organizational culture (α = .88) and educational service quality 

(α = .90), thereby confirming robust internal consistency. The study was conducted in accordance with the principles 

set forth in the Declaration of Helsinki. The research protocol was reviewed and approved by the Ethics Committee 

of the National University of Trujillo (Minutes No. 015-2024-CEI-UNT, dated March 12, 2024). Moreover, 

informed consent was obtained from all participants, with confidentiality and anonymity of the collected information 

fully guaranteed. 

 

RESULTS 

 

The 36 teachers of the Educational Institution completed the virtual questionnaires on Organizational Culture and 

Educational Service Quality, yielding the following results: 

 

Table 1 Levels of the Organizational Culture Variable and Its Dimensions 

  
Organizational Culture Leadership Communication Identity Motivation 

        Fr          %  Fr %    Fr % Fr %  Fr % 

Low          6       16,7%  6 16,7% 6 16,7% 6 16,7% 6 16,7% 

Medium         24       66,7%  24 66,7% 24 66,7% 24 66,7% 24 66,7% 

High          6       16,7%  6 16,7% 6 16,7%   6  16,7% 6 16,7% 

Total        36       100%  36 100% 36 100% 36 100%  36 100% 

The results in Table 1 reveal that the organizational culture of the educational institution, along with its dimensions 

of leadership, communication, identity, and motivation, is predominantly concentrated at the medium level, with 

66.7% of teachers surveyed. This reflects a generalized perception of acceptable performance, though with clear 

room for strengthening practices and consolidating a more robust culture. In contrast, only 16.7% are positioned at 

the high level in each dimension, indicating that a small group perceives high standards of leadership, effective 

communication, institutional identity, and work motivation. Similarly, 16.7% fall within the low level, signaling the 

existence of weaknesses that should be addressed through organizational management strategies aimed at enhancing 

participation, cohesion, and teacher commitment. These findings underscore the need for targeted interventions to 

strengthen institutional culture in order to enhance educational quality. 

Table 2 

Levels of the Educational Service Quality Variable and Its Dimensions 

 

It should be noted that the low, medium, and high levels were established by tertiles on the standardized scale, which 

explains the identical distribution in both variables. Table 2 shows that the quality of educational service and its 

dimensions—educational product, student satisfaction, staff satisfaction, and the effect of educational impact—

display a distribution very similar to that of organizational culture, with a predominance at the medium level 

(66.7%). This result indicates that educational processes and the perceptions of different stakeholders are positioned 

within an intermediate range, reflecting performance that is adequate but not yet excellent. Notably, 16.7% of 

teachers perceived a high level of quality in each dimension, suggesting the existence of strengths in specific aspects, 

although these are not yet generalized across the institution. Conversely, another 16.7% considered quality to be at 

a low level, pointing to limitations in student satisfaction, staff motivation, and the effectiveness of formative impact. 

  

Educational 

Service Quality 

Educational 

Product 

Student 

Satisfaction 

Staff 

Satisfaction 

Effect of 

Educational 

Impact 

Fr %   Fr %   Fr %   Fr %   Fr % 

Low 6 16,7% 6 16,7% 6 16,7%     6 16,7% 6 16,7% 

Medium 24 66,7% 24 66,7% 24 66,7%   24 66,7% 24 66,7% 

High 6 16,7% 6 16,7% 6 16,7% 6 16,7% 6 16,7% 

Total 36 100% 36 100% 36 100% 36 100% 36 100% 
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These findings highlight the urgency of implementing comprehensive improvements to consolidate educational 

quality. 

Hypothesis Testing 

For the bivariate analysis, Spearman’s rank correlation test was applied, with a significance level set at 0.05. The 

correlation between organizational culture and the quality of educational service yielded a p-value of 0.01; therefore, 

the alternative hypothesis (H1) was accepted. The correlation coefficient (Rho = 0.45) indicated a directly 

proportional relationship, which was further corroborated graphically (Table 3). 

Table 3 Hypothesis Testing 

 

                                                               CULTURA ORGANIZACIONAL 

 

Spearman’s Rho p-value * 

SERVICE QUALITY 0.45 0.01 

* p-value ≥ 0.05: No correlation exists between variables 

 

 p-value< 0.05: A correlation exists between variables 

Table 3 illustrates the relationship between the variables organizational culture and educational service quality. The 

Spearman coefficient (Rho = 0.45) indicates a moderate positive correlation, suggesting that as organizational 

culture improves, so too does teachers’ perception of educational service quality within the institution. Moreover, 

the statistical significance value (p = 0.01) is lower than the 0.05 threshold, confirming that the observed relationship 

is significant and not attributable to chance. These results demonstrate an important interdependence between 

organizational management processes and educational quality, insofar as the strengthening of values, practices, 

leadership, and motivation within the internal culture translates into improved performance of the educational 

services offered. Consequently, the findings highlight the necessity of institutional strategies that jointly reinforce 

both aspects. 

 

Table 4 Correlation between the Variable Organizational Culture and the Dimensions of Educational Service 

Quality among Teachers 

 ORGANIZATIONAL CULTURE 

 

 Spearman’s Rho p-value * 

SERVICE QUALITY   

D1. Educational Product 0.50 0.00 

D2. Student Satisfaction 0.57 0.00 

D3. Staff Satisfaction 0.29 0.09 

D4. Effect of Educational Impact 0.32 0.06 

* p-value ≥ 0.05: No correlation exists between the variable and the dimension  

p-value < 0.05: A correlation exists between the variable and dimension 

Table 4 presents the correlation between organizational culture and the dimensions of educational service quality. 

The results show positive and significant correlations with the educational product (Rho = 0.50; p = 0.00) and student 

satisfaction (Rho = 0.57; p = 0.00), indicating that a strong organizational culture directly enhances both academic 

performance and students’ evaluation of the institution. In contrast, staff satisfaction (Rho = 0.29; p = 0.09) and the 

effect of educational impact (Rho = 0.32; p = 0.06) did not reach statistical significance, although they still displayed 

weak positive relationships. These findings suggest that organizational culture exerts a clearer influence on 

perceived student quality and formative outcomes, whereas factors related to teaching staff and social impact require 

additional strategies to be strengthened and to achieve statistical significance. 

 

Table 5 Correlation between the Variable Educational Service Quality and the Dimensions of Organizational 

Culture among Teachers 

SERVICE QUALITY 

 

 Spearman’s Rho p-value * 

ORGANIZATIONAL CULTURE   

D1. Leadership 0.52 0.00 

D2. Communication 0.20 0.25 
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D3. Identity 0.45 0.01 

D4. Motivation 0.27 0.12 

* p-value ≥ 0.05: No correlation exists between the variable and the dimension 

 p-value < 0.05: A correlation exists between the variable and the dimension 

 Table 5 presents the correlations between educational service quality and the dimensions of organizational culture. 

Significant relationships were identified with leadership (Rho = 0.52; p = 0.00) and institutional identity (Rho = 

0.45; p = 0.01), indicating that strong leadership and a robust sense of belonging directly shape perceptions of 

educational service quality. In contrast, the dimensions of communication (Rho = 0.20; p = 0.25) and motivation 

(Rho = 0.27; p = 0.12) exhibited weak and non-significant correlations, suggesting that although related, they do not 

decisively explain variations in perceived quality. The absence of statistical significance in motivation and 

communication may be attributed to structural factors specific to the institutional context. First, the precarious 

employment conditions of a large proportion of teachers, hired under CAS or temporary contracts, generate 

uncertainty regarding stability and social benefits, thereby reducing the impact of motivational programs on 

perceived service quality. Second, institutional communication remains fragmented and, in many cases, 

subordinated to bureaucratic dynamics, limiting its potential to serve as an effective channel for fostering 

organizational cohesion. These conditions suggest that although communication and motivation form part of 

organizational culture, their weak institutionalization prevents them from translating into substantial improvements 

in educational quality. Such findings are consistent with regional studies (MINEDU, 2021; UMC–MINEDU, 2023), 

which highlight deficiencies in incentive policy design and internal communication management as persistent 

barriers to strengthening organizational culture in Peruvian educational institutions. This panorama underscores the 

need for the institution to reinforce communicative and motivational processes to increase their impact on 

educational quality, while simultaneously consolidating the strengths already observed in leadership and identity—

factors that represent the principal pillars of continuous improvement in the school environment. 

 

Table 6 Correlation between the Dimensions of Organizational Culture and the Quality of Educational Service 

among Teachers 

 ORGANIZATIONAL CULTURE 

 D1. Leadership D2. Communication D3. Identity D4. Motivation 
 Rho p-value Rho p-value Rho p-value Rho p-value 

EDUCATIONAL 

SERVICE 

QUALITY  

                

D1. Educational 

Product 
0.53 0 0.47 0 0.29 0.09 0.44 0.01 

D2. Students 

Satisfaction 
0.57 0 0.39 0.02 0.41 0.01 0.4 0.02 

D3. Staff 

Satisfaction 
0.35 0.03 0.07 0.68 0.38 0.02 0.15 0.39 

D4. Effect of 

educational Impact 
0.37 0.03 0.03 0.86 0.3 0.08 0.33 0.05 

* p-valor ≥ 0.05: No correlation exists between dimensions 

 p-valor < 0.05: A correlation exists between dimensions 

 

Table 6 analyzes the relationship between the dimensions of organizational culture and those of educational service 

quality. The results reveal significant correlations between leadership and educational product (Rho = 0.53; p = 0.00) 

as well as student satisfaction (Rho = 0.57; p = 0.00), suggesting that the exercise of effective leadership enhances 

both academic performance and students’ overall evaluation of the institution. Likewise, a significant relationship 

is observed between identity and student satisfaction (Rho = 0.41; p = 0.01), indicating that a strong sense of 

institutional belonging fosters a more positive educational experience. However, other combinations—such as 

communication with staff satisfaction (Rho = 0.07; p = 0.68) or motivation with staff satisfaction (Rho = 0.15; p = 

0.39)—did not reach statistical significance, highlighting areas for improvement. Overall, the findings suggest that 

educational quality depends more strongly on leadership and institutional identity, while communication and 

motivation require reinforcement to achieve greater impact. 

 

DISCUSSION 

 

One distinctive aspect of the present study is that the educational institution under analysis is administratively 

affiliated with a national university. This particular characteristic differentiates it from the majority of Peruvian and 

Latin American schools, which are typically managed directly by ministries or regional education authorities. The 
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linkage with a university creates a distinct organizational context: the appointment of administrators by university 

authorities, budgetary dependence, and coexistence with a higher education academic environment. These factors 

introduce unique cultural dynamics that influence both internal management and the perception of educational 

quality, yet remain scarcely documented in the regional literature. Consequently, the case of Trujillo provides a 

novel empirical contribution by illustrating how organizational culture in a university-affiliated school may face 

tensions and opportunities different from those of other educational institutions, thereby offering a valuable 

reference point for comparative research in the Latin American educational context. 

The evidence obtained in the educational institution under analysis shows that both organizational culture and the 

quality of educational service are predominantly concentrated at intermediate levels, with 66.7% of teachers 

perceiving these dimensions within the medium range. This finding reflects a scenario in which school management 

is acceptable, yet falls short of excellence standards. The situation is consistent with the observations of Leuwol et 

al. (2024), who demonstrated that in corporate contexts a strong organizational culture is decisive for achieving 

high-quality service, whereas the absence of cohesion limits competitiveness. In the institution studied, the relatively 

small proportion of teachers reporting high levels (16.7%) suggests the presence of isolated positive practices that 

have not yet been consolidated collectively, thereby presenting a challenge for strengthening shared values and 

pedagogical leadership. 

The symmetrical distribution observed in organizational culture and educational quality—with the same proportion 

of teachers at each level—is a relevant finding, as it indicates that institutional perception remains consistent across 

both dimensions. This result aligns with the observations of Tuesta et al. (2023), who reported a strong correlation 

between culture and the quality of administrative services in the university context, emphasizing that a lack of 

cultural integration translates into perceptions of dissatisfaction. In the case of Trujillo, the alignment of both 

variables confirms that teachers directly associate the organizational environment with educational performance, 

consistent with Cameron and Quinn (2011), who highlighted the powerful effect of organizational culture on long-

term performance and work effectiveness, thereby validating the hypothesis proposed in this study. 

The Spearman correlational analysis (Rho = 0.45; p = 0.01) revealed a moderate positive relationship between 

organizational culture and service quality. This result is statistically significant and supports the claim that 

improvements in internal cultural practices lead to enhanced educational quality. Jibrail et al. (2024) identified a 

similar trend in the Malaysian banking sector, where organizational culture exerted a positive impact on service 

quality, reinforced by compensation policies. By contrast, in the institution under study, labor compensation was not 

considered a mediating variable; however, the findings suggest that contractual stability and benefits could reinforce 

the observed correlation, thereby amplifying the positive impact of organizational culture on quality. 

When disaggregating the results, it becomes evident that organizational culture maintains significant correlations 

with the educational product (Rho = 0.50; p = 0.00) and student satisfaction (Rho = 0.57; p = 0.00). This confirms 

that effective institutional leadership and a consolidated sense of identity directly enhance both academic 

achievements and students’ perceptions. This finding is consistent with Iqbal et al. (2023), who identified that a 

quality-oriented culture in Pakistani universities strengthens academic management and student satisfaction, 

underscoring the importance of institutional practices aligned with shared values. The parallelism between both 

contexts demonstrates that, even across diverse settings, the relationship between organizational culture and student 

satisfaction remains robust. 

Nevertheless, the absence of statistical significance in the relationship between organizational culture and staff 

satisfaction (Rho = 0.29; p = 0.09), as well as with the effect of educational impact (Rho = 0.32; p = 0.06), reveals 

critical areas of concern. This suggests that institutional efforts have prioritized immediate outcomes in the academic 

and student domains but have not consolidated labor welfare policies or social impact strategies. Manggala and 

Nurhayati (2022) found that transformational leadership and training influence organizational culture more strongly 

than internal service, a finding that resonates with the weakness observed in Trujillo regarding teaching staff. In 

other words, organizational culture projects itself more toward external than internal satisfaction, a dynamic that 

may generate tensions and attrition in the medium term. 

The correlation between service quality and the dimensions of organizational culture reinforces this interpretation. 

Leadership (Rho = 0.52; p = 0.00) and identity (Rho = 0.45; p = 0.01) are significantly associated with perceived 

quality, whereas communication (Rho = 0.20; p = 0.25) and motivation (Rho = 0.27; p = 0.12) did not reach 

significance. This pattern demonstrates that teachers perceive leadership and identity as central drivers of 

educational quality, which is consistent with the findings of Hermawan et al. (2025), who showed that servant 

leadership and organizational culture significantly influence the image of schools in Indonesia. The case of Trujillo 

confirms that participatory leadership and a consolidated sense of belonging directly enhance quality, while 

institutional communication and motivation require more effective policies to attain statistical relevance. 

By delving into the specific correlations (Table 6), it becomes evident that leadership is significantly associated with 

educational product (Rho = 0.53; p = 0.00) and student satisfaction (Rho = 0.57; p = 0.00). This implies that the 

ability to guide and motivate teaching teams directly influences learning outcomes and student perceptions. These 

findings align with Liu et al. (2022), who demonstrated that cultural transformation accompanied by strategic 

leadership in Industry 4.0 drastically reduced production times and doubled productive value. In the field of 

education, this parallel suggests that strategic leadership can optimize pedagogical processes, improve learning 

achievements, and enhance students’ perception of quality. 
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Institutional identity also shows a significant correlation with student satisfaction (Rho = 0.41; p = 0.01), 

underscoring that a shared sense of belonging influences the academic experience. This result resonates with the 

findings of Checa (2023), who reported that a positive organizational culture in a university hospital strengthened 

user trust. In the educational context, institutional identity not only consolidates teacher commitment but also 

enhances student perception by fostering confidence in the school’s mission and vision. 

In contrast, the weak correlations of communication and motivation with staff satisfaction (Rho = 0.07; p = 0.68; 

Rho = 0.15; p = 0.39, respectively) reveal an organizational gap. Although the role of these factors is acknowledged 

in theory, their lack of statistical significance indicates that neither effective internal communication strategies nor 

consistent motivational incentive systems have been implemented. This situation aligns with the findings of 

Iswahyuningsih et al. (2022), who cautioned that although service quality influences satisfaction, the moderating 

effects of culture and price are not always significant. In the case of Trujillo, both communication and motivation 

require structural reinforcement in order for their influence on quality to become tangible. 

The comprehensive interpretation of the results suggests that the educational institution is positioned at an 

intermediate stage of cultural and quality development, where leadership and identity represent emerging strengths, 

while communication and motivation remain as weaknesses. This aligns with Alcalá et al. (2023), who concluded 

that a strong culture fosters quality management in Peruvian schools, yet the absence of cohesion constrains overall 

satisfaction. In this regard, the findings confirm that the challenge for the institution in Trujillo is not merely to 

improve isolated indicators, but rather to build an integrated organizational culture that consistently articulates all 

dimensions. 

The presence of 16.7% of teachers at the low level in both culture and quality is a finding that should not be 

underestimated. This group represents resistances or deficiencies that could expand if timely interventions are not 

implemented. As argued by Leuwol et al. (2024), the absence of shared values undermines commitment and 

discipline, ultimately affecting an organization’s competitiveness. In the educational context, the lack of cultural 

cohesion can erode the institutional climate, constrain pedagogical innovation, and generate student dissatisfaction, 

with direct repercussions for the school’s reputation and sustainability. 

The fact that the study was conducted with the entire teaching staff of the institution (census sample) lends robustness 

to the results, although it also limits their generalizability to other contexts. Nevertheless, the parallelism with 

research in other sectors—such as banking (Jibrail et al., 2024), retail (Leuwol et al., 2024), and health (Checa, 

2023)—reinforces the external validity of the link between organizational culture and service quality. This suggests 

that, regardless of the sector, institutional culture constitutes a transversal determinant of perceived quality. 

In practical terms, the results imply that the educational institution should design cultural strengthening strategies 

aimed at consolidating participatory leadership, fostering institutional identity, improving channels of internal 

communication, and establishing consistent motivational policies. This aligns with the proposal of Hermawan et al. 

(2025), who recommended prioritizing strategic indicators to reinforce the institutional image of schools. In the case 

of Trujillo, a comprehensive management plan that integrates these dimensions could enhance both students’ 

perception of quality and teachers’ job satisfaction, thereby generating a virtuous cycle of continuous improvement. 

The discussion of these findings also underscores the relevance of Ansoff’s theory of organizational culture, which 

posits that shared values constitute the core of strategic processes. The case of Trujillo demonstrates that, in the 

absence of a consolidated culture, strategic decisions lose effectiveness and educational achievements stagnate at 

intermediate levels. Similarly, Stenhouse’s (1975) theory of educational quality is reflected in the need for equitable 

and inclusive pedagogical processes that extend beyond material resources. The correlation identified between 

identity and student satisfaction confirms that educational quality depends not only on pedagogical management but 

also on the sense of institutional belonging. 

Critical reflection on non-significant findings. 

Although the literature consistently highlights internal communication and teacher motivation as central components 

of organizational culture (Schein, 2010; Azeem et al., 2021), these dimensions did not show statistically significant 

correlations with educational service quality in this study. This lack of significance suggests that communication 

channels may be fragmented or constrained by bureaucratic processes, while incentive and job-stability policies 

remain insufficient to influence perceived quality. A thorough review of formal and informal communication 

mechanisms and the implementation of sustained motivation programs linked to pedagogical performance are 

therefore recommended. 

Practical implications. 

To address these weaknesses, several concrete strategies are proposed: (1) establish a horizontal communication 

system with regular meetings and collaborative digital platforms that promote transparency and feedback; (2) design 

an incentive plan that includes public recognition, continuous professional development opportunities, and improved 

contractual stability; and (3) implement monitoring indicators to periodically evaluate organizational climate and 

teacher engagement. These actions would allow communication and motivation to shift from weak dimensions to 

effective levers for enhancing educational quality. 

Limitations and Future Directions: The small sample size (n = 36) and the cross-sectional design limit both 

statistical power and causal inference. Self-reported measurement may also introduce social desirability bias. Future 

studies should expand the sample, incorporate longitudinal designs, and explore multivariate models (e.g., ordinal 

regression/PLS) that allow for the estimation of indirect effects between cultural dimensions and quality indicators. 
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Finally, the comparison with international studies demonstrates that organizational culture is not an abstract notion 

but a concrete determinant of service quality. In Malaysia, Pakistan, Indonesia, and Peru, the conclusion converges: 

without shared values, strong leadership, and institutional identity, perceived quality remains at medium or low 

levels. Consequently, the results of the present study not only validate the research hypothesis but also underscore 

the urgency of educational policies that integrate organizational management and service quality as inseparable 

components. 

The findings obtained carry direct implications for Peruvian educational policy. First, they highlight the need to 

strengthen leadership training and support programs promoted by MINEDU, since participatory leadership emerges 

as a central driver of educational quality. Second, the relevance of institutional identity and sense of belonging 

suggests that the accreditation and self-evaluation processes led by SINEACE should be reinforced in order to 

consolidate strong and sustainable organizational cultures. Finally, the weaknesses identified in communication and 

teacher motivation underscore the urgency of designing policies on staff welfare and labor incentives, ensuring 

contractual stability and equitable conditions that enhance satisfaction and commitment among personnel. Taken 

together, these implications connect the study’s results with the national educational agenda, providing concrete 

guidelines for the continuous improvement of the school system. 

 

CONCLUSION 

 

The analysis conducted in an educational institution in Trujillo, Peru, affiliated with a national university, allows us 

to conclude that both organizational culture and the quality of educational service are predominantly situated at a 

medium level, reflecting acceptable functioning but with clear limitations in reaching standards of excellence. The 

predominance of 66.7% at this level demonstrates that, although relatively solid management practices and 

pedagogical processes exist, deficiencies remain that hinder the consolidation of a robust institutional culture 

oriented toward continuous improvement. The small proportion of 16.7% of teachers who perceive high levels 

indicates the presence of isolated positive experiences that have not yet extended to the entire educational 

community, while the same percentage at the low level reveals pockets of weakness that require urgent intervention. 

The moderate positive correlation between organizational culture and service quality (Rho = 0.45; p = 0.01) confirms 

that both dimensions are closely interlinked and that improvements in leadership, identity, communication, and 

motivation directly influence perceptions of educational quality. The specific findings highlight that institutional 

leadership and identity are the main drivers of impact, as they are significantly associated with the educational 

product and student satisfaction. This implies that participatory leadership and a strong sense of belonging enhance 

both academic achievements and students’ evaluation of the institution. Nevertheless, the weakness of internal 

communication and motivational policies reveals organizational gaps that, if left unaddressed, may constrain the 

sustainability of the improvements achieved. 

Comparisons with international and regional studies allow us to conclude that the situation in Trujillo reflects trends 

observed in other educational and organizational contexts, where internal culture constitutes a decisive factor in 

perceived quality. Research in universities, service companies, and hospitals has consistently shown that shared 

values, strong leadership, and coherent practices enhance both user and employee satisfaction. In this regard, the 

results not only validate the research hypothesis but also confirm the cross-sector applicability of the relationship 

between culture and quality. 

Consequently, strengthening organizational culture emerges as an indispensable strategy for enhancing the quality 

of educational services. This requires the implementation of comprehensive policies that integrate pedagogical 

leadership, institutional identity, effective communication, and teacher motivation, ensuring that efforts are not 

confined to immediate outcomes but instead shape a sustained process of transformation. Only through a cohesive 

organizational culture will it be possible to guarantee educational services that are relevant, equitable, and capable 

of responding to the demands of contemporary society.  

The results of this research carry direct implications for Peruvian educational policy. First, the evidence that 

participatory leadership and institutional identity significantly influence the quality of educational services 

underscores the need to strengthen leadership training and support programs promoted by MINEDU and SINEACE. 

School management grounded in transformational leadership and in the cultivation of a sense of belonging can 

become a strategic axis for enhancing student satisfaction and academic achievement. Second, the weakness 

identified in the dimensions of motivation and communication highlights the urgency of designing teacher welfare 

policies that guarantee job stability, equitable contractual conditions, and incentives aligned with pedagogical 

performance. In addition, more transparent and efficient internal communication systems are required to foster 

institutional cohesion. Finally, these practical implications must be translated into institutional improvement plans 

that integrate organizational culture and service quality transversally, ensuring that public policies move beyond 

external evaluation standards to reinforce sustainable internal processes adapted to local realities. 
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