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Abstract

Support staff play an essential role in ensuring the efficient operation of higher education institutions, yet their
contribution to office productivity remains underexplored. This study examined the relationship between support
staff performance and the productivity of key offices at the City College of Calamba (CCC). Specifically, it assessed
support staff performance in terms of work content, work behavior, job specification, work discipline, and job
knowledge and competency, and evaluated office productivity through client satisfaction indicators such as
responsiveness, reliability, access and facilities, assurance, and outcome. The study employed a quantitative
descriptive-correlational research design. Data were gathered using structured questionnaires administered to
heads of offices and clients from 14 key offices, covering 40 support staff personnel. Descriptive statistics were
employed to present the levels of staff performance and office productivity, while Pearson’s correlation coefficient
was used to determine the relationship between support staff performance and the productivity of key offices.
Findings revealed that support staff performance and office productivity were both rated very high. Moreover, a
strong positive relationship was found between support staff performance and office productivity (r = 0.6333),
indicating that higher support staff performance is associated with increased client satisfaction and improved office
productivity. The findings highlight the important contribution of support staff to institutional effectiveness and
service delivery in higher education institutions. The study provides practical implications for higher education
administrators and policy-makers in strengthening staff development programs and improving organizational
productivity.

Keywords: Client Satisfaction, Office Productivity, Support Staff Performance, Higher Educational Administration,
Descriptive-Correlational Study

INTRODUCTION

The success of organizations in achieving their strategic objectives and maintaining a
sustainable competitive advantage depends heavily on employee performance. However, not all
organizations prioritize employee recognition, and many do not clearly define how recognition
should be implemented within their service frameworks (Amoatemaa & Kyeremeh, 2016). As a
result, in most academic institutions, while administrators’ achievements, faculty performance, and
student outcomes often receive considerable attention, the contributions of support staff to
administrative functions and operational efficiency are often overlooked.

In higher education settings, support staff are essential to facilitating administrative
processes, managing records, assisting clients, and ensuring the smooth delivery of services in key
offices. Recent studies indicate that support staff performance is associated with the quality of
administrative service delivery and stakeholder satisfaction in higher education institutions (Le et
al,, 2023; Luthuli et al., 2024). These findings underscore the importance of examining support staff
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roles in relation to institutional service outcomes, particularly in administrative contexts.

Despite growing attention to service quality and organizational performance, empirical
evidence specifically examining the relationship between support staff performance and office
productivity in higher education institutions remains limited. Most existing studies focus on faculty
performance, instructional quality, and student achievement, with less emphasis on administrative
personnel and their role in service delivery. In addition, studies conducted in Philippine higher
education institutions remain limited, particularly those that operationalize office productivity
using client satisfaction indicators such as responsiveness, reliability, access and facilities,
assurance, and outcome. This indicates a research gap in understanding how support staff
performance is statistically associated with perceived office productivity in local institutional
contexts.

In response to this gap, this study examines the relationship between support staff
performance and the productivity of key offices at the City College of Calamba. Support staff
performance is measured using work content, work behavior, job specifications, work discipline,
and job knowledge and competency, while office productivity is assessed through client satisfaction
indicators. The study employs a descriptive-correlational research design and uses statistical
analysis to determine the degree of association between variables. The findings are intended to
provide empirical input for administrative decision-making, human resource development, and
institutional service improvement initiatives in higher education settings.
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Figure 1. Research Paradigm

The study is anchored in the presented conceptual framework, which illustrates the
relationship between support staff performance and the productivity of key offices at the City
College of Calamba. Support staff performance, the independent variable, is assessed across five
dimensions: work content, work behavior, job specification, work discipline, and job knowledge
and competency. These factors collectively describe how support staff carry out their
responsibilities, adhere to job requirements, and contribute to the office environment. The
dependent variable, the productivity of key offices, is operationally reflected through client
satisfaction indicators and service experience within the institution. Thus, the framework
indicates a relationship between support staff performance and office productivity, with
variations in performance levels associated with differences in the productivity of key offices. The
conceptual model represents the connection between the two variables through a directional link
to illustrate their relationship within the context of the study.

This study is guided by the following objectives, developed in response to the identified gap
in understanding how support staff contribute to office productivity in higher education
institutions:

1. To determine the demographic profile of support staff in key offices at the City College of

Calamba.
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2. To assess the level of support staff performance in terms of work content, work behavior,
job specification, work discipline, and job knowledge and competency.

3. To determine the level of office productivity at CCC based on client satisfaction in terms of
responsiveness, reliability, access and facilities, assurance, and outcome.

4. To examine the relationship between support staff performance and the productivity level
of key offices at the City College of Calamba.

LITERATURE REVIEW
This section presents the related literature and studies relevant to the present research. It

reviews concepts, theories, and prior findings that support the study and help establish its
framework, significance, and research direction.

Employee Performance and Organizational Productivity

Research on employee performance consistently highlights a strong link between individual
contributions and organizational productivity. Musgrove et al. (2014) and Osborne and Hammoud
(2017) argue that organizational productivity is closely tied to employees’ efforts, engagement, and
commitment to their work. Similarly, Danish and Usman (2010) and Imran et al. (2014) found that
motivated employees contribute positively to organizational goal attainment and institutional
effectiveness, whereas a lack of motivation can lead to reduced initiative and weaker organizational
involvement (Amoatemaa & Kyeremeh, 2016). These studies collectively suggest that employee
performance remains a critical component of organizational productivity across sectors.

Recent studies further support the link between employee-related factors and organizational
performance. Khan and Haji-Othman (2025) found that employee empowerment, training, and job
satisfaction are associated with perceived organizational performance among academic and
administrative personnel in higher education institutions. Similarly, Pongton and Suntrayuth
(2019) reported that employee engagement and job satisfaction are linked to improved job
performance in higher education settings. While these studies affirm the importance of employee
performance in achieving organizational objectives, they primarily focus on broad employee groups
and do not specifically examine support staff in administrative offices.

Research has highlighted the importance of organizational and employee-related factors in
shaping workplace performance and productivity. Employee job satisfaction, organizational
support, and positive workplace conditions have been linked to improved work outcomes and
stronger employee engagement (Inrawan et al., 2021; Lie et al., 2021). Similarly, work-life balance
has been identified as an important factor that contributes to employee satisfaction and career
contentment, which may influence overall organizational effectiveness (Concepcion et al., 2024). In
higher education institutions, workplace culture has also been found to be significantly associated
with employee performance, emphasizing the importance of fostering supportive and collaborative
work environments to achieve institutional goals (Almendras et al, 2025). Furthermore,
organizational support and employee competency development have been shown to contribute to
performance outcomes, particularly when employees experience greater job satisfaction and
engagement in their work (Umamy, 2021).

Employee performance has been linked to organizational, job-related, and individual factors.
According to Oleribe and Trovato (2022), leadership support, communication, organizational
climate, motivation, discipline, and adaptability are among the factors associated with employee
performance. These findings indicate that productivity is influenced by multiple dimensions of
employee functioning. However, despite substantial evidence linking employee performance to
organizational outcomes, fewer studies have examined how specific dimensions of support staff
performance relate to productivity indicators within higher education administrative offices.
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Support Staff Performance in Higher Education Institutions

Within higher education institutions, support staff perform essential administrative,
technical, and operational functions that contribute to institutional effectiveness. Despite their
significant role, research attention often remains focused on faculty performance, instructional
quality, and student outcomes. Existing literature indicates that support staff facilitate
administrative processes, maintain institutional operations, and support service delivery, yet their
contributions are frequently underrepresented in institutional productivity assessments
(Musgrove et al., 2014; Osborne & Hammoud, 2017).

Recent studies increasingly recognize the importance of support personnel in higher
education environments. Le et al. (2023) emphasized that supporting staff contribute substantially
to academic and institutional functioning by serving as administrative facilitators, operational
coordinators, and service providers. Similarly, Ryttberg and Geschwind (2021) highlighted that
professional support staff have become an increasingly significant workforce within higher
education institutions due to expanding institutional demands and service requirements. These
studies suggest that support staff play a critical role in sustaining institutional operations, although
their performance remains underexplored compared to that of academic personnel.

The literature also presents differing perspectives on how to evaluate support staff
performance. Some researchers advocate integrating support staff into broader institutional
performance assessments, while others argue that their unique responsibilities require distinct
evaluation frameworks. Nyakaro (2016) emphasized the importance of employee recognition and
inclusion in performance systems, while Salifu et al. (2021) found that job design and
administrative responsibilities are associated with administrative staff performance in higher
education institutions. Although these studies highlight the relevance of support staff, empirical
investigations focusing on performance dimensions such as Work Content, Work Behavior, Job
Specification, Discipline, Job Knowledge, and Competency remain limited, particularly within
Philippine higher education institutions.

Performance Evaluation, Client Satisfaction, and Productivity in Educational Organizations

Performance evaluation is an important mechanism for monitoring employee effectiveness
and supporting professional development. According to Siddiqui (2014), employee evaluations
commonly involve discussions of strengths, weaknesses, job expectations, and developmental
needs. These processes promote accountability and align employee responsibilities with
organizational objectives. However, traditional evaluation systems often focus on individual
performance indicators and may not fully capture productivity outcomes from the perspective of
service recipients.

Recent literature increasingly links office productivity to service quality and client
satisfaction, particularly in educational institutions. Mustafa et al. (2022) reported that the
performance of academic administrative employees is associated with student satisfaction and
perceived service quality. Likewise, Alvarez-Sandez et al. (2023) emphasized that administrative
efficiency in higher education institutions is often reflected in service effectiveness, responsiveness,
accessibility, and stakeholder experiences. These findings suggest that productivity within
administrative offices may be assessed not only by operational outputs but also by client-centered
indicators.

Synthesizing the literature, employee performance, support staff functions, and service
quality are closely connected to organizational productivity. However, most existing studies
examine these variables separately or in non-Philippine contexts. Empirical evidence remains
limited on the relationship between support staff performance and office productivity measured by
client satisfaction indicators in higher education administrative settings. This gap is particularly
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evident in Philippine higher education institutions, where localized studies focusing on support
staff remain scarce. Therefore, the present study examines the relationship between support staff
performance, measured by Work Content, Work Behavior, Job Specification, Discipline, and Job
Knowledge and Competency, and office productivity, reflected in Responsiveness, Reliability,
Access and Facilities, Assurance, and Outcome, at the City College of Calamba.

Synthesis

The reviewed literature consistently shows that employee performance is linked to
organizational productivity, service quality, and stakeholder satisfaction. Studies indicate that
factors such as employee motivation, engagement, recognition, competence, and organizational
support contribute to positive workplace outcomes (Danish & Usman, 2010; Amoatemaa &
Kyeremeh, 2016; Oleribe & Trovato, 2022). Although these studies provide substantial evidence of
the importance of employee performance, most focus on general organizational settings and broad
employee populations rather than on support staff in higher education institutions.

The literature likewise highlights the growing role of support staff in maintaining
institutional operations and administrative effectiveness (Le et al., 2023; Ryttberg & Geschwind,
2021). However, existing studies primarily discuss their functions and contributions without
extensively examining specific dimensions of support staff performance. Furthermore,
performance assessment research often focuses on faculty members, academic outcomes, and
leadership practices, leaving support staff relatively underrepresented in institutional productivity
studies.

Studies on administrative service quality and client satisfaction suggest that productivity in
educational institutions can be reflected in stakeholders' experiences with institutional services
(Mustafa et al., 2022; Alvarez-Sandez et al.,, 2023). Nevertheless, limited empirical evidence has
examined the relationship between support staff performance and office productivity measured by
client satisfaction indicators, particularly within Philippine higher education institutions. This gap
provides the basis for the present study, which examines the relationship between support staff
performance, measured by Work Content, Work Behavior, Job Specification, Discipline, Job
Knowledge, and Competency, and office productivity, reflected in Responsiveness, Reliability,
Access and Facilities, Assurance, and Outcome, at the City College of Calamba. By doing so, the study
contributes localized evidence to the growing body of literature on higher education administration
and institutional effectiveness.

RESEARCH METHOD

This study employed a quantitative, descriptive-correlational research design to examine the
relationship between support staff performance and office productivity at the City College of
Calamba (CCC). This design was appropriate because it allows the study to describe the levels of
the variables and examine their relationship without implying causation. CCC was selected as the
research locale because its multiple administrative and academic offices directly engage in service
delivery, making it a suitable setting for analyzing support staff performance in relation to office
productivity.

The respondents consisted of heads of key offices who evaluated the performance of their
respective support staff, and clients of the offices who assessed office productivity through client
satisfaction. Including both internal (office heads) and external (clients) respondents was intended
to provide a more balanced and comprehensive assessment of the variables. Of approximately 20
offices in CCC, 14 completed and returned the questionnaires within the data collection period.
These 14 offices, representing 40 support staff, were included in the final analysis. Although total
population sampling was initially intended, the final sample was determined by actual participation
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and availability during the data collection period, ensuring that only fully completed responses
were included in the dataset.

The study utilized two structured survey instruments. The first was an adapted and modified
questionnaire based on the study of Petchsawang and Duchon (2012), which was revised to suit
the context of higher education administrative offices. It measured support staff performance
across five dimensions: Work Content, Work Behavior, Job Specification, Discipline, and Job
Knowledge and Competency. The second instrument was the Client Satisfaction Measurement
(CSM) Survey Questionnaire developed by the Anti-Red Tape Authority (ARTA), which originally
consists of eight service quality dimensions. However, based on the recommendations of the
content validators, only five dimensions were deemed appropriate and relevant to the context of
higher education administrative offices and were therefore adopted in this study: responsiveness,
reliability, access and facilities, assurance, and outcome. Both instruments underwent content
validation by internal experts, pilot testing in a selected higher education institution in Calamba
City, Laguna, and reliability testing prior to full deployment to ensure internal consistency of the
measures. This process was conducted to establish the quality of the instruments used in measuring
support staff performance and office productivity in higher education administrative offices.

The instruments were validated by three experts from City College of Calamba, including the
Vice President for Administration, a Doctor of Educational Management, and the Research Director.
These validators were selected for their expertise in educational management, institutional
administration, and research methodology, ensuring that the instruments were assessed from
administrative, academic, and technical perspectives. In the initial validation phase, the experts
evaluated the clarity, relevance, and appropriateness of each item in relation to the constructs being
measured.

Table 1. Research Instruments Content Validation Results

Instrument Validatior 1 Validator 2 Validator 3 (;;.::I? Interpretation
Support Staff 3.22 3.70 3.49 3.47 Valid
Performance

Client . .
Satisfaction 3.63 3.90 3.61 3.71 Highly Valid

Legend: 3.50-4.00 (Highly Valid); 2.50-3.49 (Valid); 1.50-2.49 (Needs Revision); 1.00-1.49 (Not
Valid)

As shown in Table 1, the Support Staff Performance instrument had a grand mean of 3.47,
interpreted as Valid, while the Client Satisfaction Measurement (CSM) instrument had a grand mean
of 3.71, interpreted as Highly Valid. These results indicate that both instruments are appropriate,
clear, and suitable for measuring the intended constructs within the context of higher education
administrative offices.

Meanwhile, a pilot testing phase was conducted in three selected offices of a higher education
institution in Calamba City, Laguna. The pilot study involved three offices, where the immediate
heads evaluated their respective support staff, and approximately thirty clients assessed office
productivity. The respondents included in the pilot testing were not part of the final data collection,
as they were drawn from a different higher education institution to avoid data contamination. The
pilot testing was conducted to assess the clarity, comprehensibility, and reliability of the
instruments prior to full deployment.

Consequently, after the pilot testing data were collected, Cronbach’s alpha was computed to
determine the reliability of the instruments. This statistical measure was used to assess the internal
consistency of the items and ensure that they consistently measure the intended constructs. The




Appl. Quant. Anal.

table below presents the reliability results of both instruments according to each dimension.

Table 2. Support Staff Performance Instrument Reliability Testing Results

SSP Dimension Cronbach’s Alpha Interpretation
Work Content 0.71 Acceptable
Work Behavior 0.75 Acceptable
Job Specification 0.75 Acceptable
Discipline 0.80 Good
Job Knowledge & Competency 0.79 Acceptable

Legend: a= 0.90 (Excellent); 0.80-0.89 (Good); 0.70-0.79 (Acceptable); a< 0.70 (Needs
Improvement)

The Support Staff Performance instrument yielded Cronbach’s alpha values ranging from
0.71 to 0.80, which are interpreted as acceptable to good internal consistency across all dimensions,
indicating that the items within each construct are sufficiently consistent in measuring support staff
performance.

Table 3. Client Satisfaction Measurement Instrument Reliability Testing Results

CSM Dimension Cronbach’s Alpha Interpretation
Responsiveness 0.82 Good
Reliability 0.79 Acceptable
Access and Facilities 0.81 Good
Assurance 0.80 Good
Outcome 0.85 Good

Legend: a= 0.90 (Excellent); 0.80-0.89 (Good); 0.70-0.79 (Acceptable); a< 0.70 (Needs
Improvement

The Client Satisfaction Measurement (CSM) instrument yielded Cronbach’s alpha values
ranging from 0.79 to 0.85, interpreted as acceptable to good reliability, indicating satisfactory
internal consistency in measuring office productivity based on client satisfaction dimensions.

To ensure data quality and reduce response bias, all completed questionnaires were included
in the analysis without exclusion. Respondents were properly oriented regarding the purpose of
the study, and confidentiality and anonymity were clearly emphasized both verbally and in writing
at the beginning of the survey instruments. Data collection was conducted over a one-month period,
after which all responses were securely encoded and stored for analysis.

The data were analyzed using descriptive and inferential statistics, with each technique
directly aligned with the research questions. Frequency counts and percentages were used to
describe the demographic profile of respondents. Mean scores were used to determine the level of
support staff performance and office productivity based on client satisfaction indicators. The
Pearson product-moment correlation coefficient was employed to examine the relationship
between support staff performance and office productivity.

Before conducting correlation analysis, assumptions of linearity and normality were
evaluated to ensure the test’s appropriateness. Normality was assessed using the Shapiro-Wilk test.
Results showed that support staff performance (W = 0.922, p = 0.181) and office productivity (W =
0.875, p = 0.135) did not significantly deviate from a normal distribution, as both p-values were
greater than 0.05. This indicates that the normality assumption was satisfied. Linearity was
assessed by visually inspecting a scatterplot of support staff performance and office productivity.
The scatterplot revealed a generally linear, positive pattern, indicating that the relationship
between the variables follows a linear trend. Since both assumptions were met, Pearson product-
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moment correlation was deemed appropriate for the analysis. All statistical procedures were
conducted in accordance with the study’s objectives to ensure consistency, validity, and accurate
interpretation.

FINDINGS AND DISCUSSION
This section presents and interprets the findings of the analysis to address the study’s
specific objectives.

1. The demographic profile of the office support staff at the City College of Calamba

Table 4. Gender of the CCC Support Staff Evaluated

Gender Frequency Percentage

Female 22 55.00
Male 18 45.00
Total 40 100.00

Of the 40 respondents, 22 are female (55%), and 18 are male (45%). This indicates that the
evaluated support staff group is nearly evenly distributed by gender. Research shows that gender
diversity positively influences employee engagement, commitment, and overall organizational
performance, suggesting that balanced gender representation can enhance collaboration and
workplace effectiveness (Adam & Alfawaz, 2025; Almendras et al., 2025).

Table 5. Designation of the CCC Support Staff Evaluated

Designation Frequency Percentage
Administrative Aide 13 32.50
Administrative Assistant 20 50.00
Computer Programmer and Laboratory
. 3 7.50
Technician
Health Staff 4 10.00
Total 40 100.00

Of the 40 respondents, most are Administrative Assistants (50%), followed by
Administrative Aides (32.50%), while Health Staff comprise 10% and Computer Programmers and
Laboratory Technicians account for 7.50%. This distribution indicates that the findings are largely
influenced by personnel in administrative roles, who play a central role in supporting office
functions and overall productivity. This is consistent with studies by Lie et al. (2021), Le et al.
(2023), and Agustin et al. (2024), which emphasize that administrative staff play a crucial role in
service delivery and organizational efficiency, particularly in higher education settings where
support services directly influence institutional effectiveness.

Table 6. Length of Tenure of the CCC Support Staff Evaluated

Length Of Tenure Frequency Percentage
Less than 1 year 3 7.50
1-3 years 10 25.00
3-5 years 6 15.00
More than 5 years 21 52.50
Total 40 100.00

More than half of respondents (52.50%) have served for more than five years, indicating a
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highly experienced workforce. 25% have served 1-3 years, and 15% have served 3-5 years. Only a
small portion (7.50%) have served less than one year, suggesting that the study’s results are largely
informed by staff with substantial institutional knowledge and experience relevant to assessing
productivity and performance. This aligns with Steffens et al. (2014) and Concepcion et al. (2024),
who found that longer organizational tenure enhances role familiarity, organization-specific skills,
and self-efficacy, thereby strengthening employees’ capacity to evaluate productivity and
performance effectively.

2. The performance level of the support staff in terms of their Work Content, Work
Behavior, Job Specification, Work Discipline, and Job Knowledge and Competency

Table 7. Performance level of the support staff

Dimension Mean Verbal Interpretation
A. Work Content
Quality of work 3.59 Very High Performance
Quantity of work apq timeliness of service 3.65 Very High Performance
(efficiency)
Grand Mean (A) 3.62 Very High Performance
B. Work Behavior
Enthusiasm and service mind 3.19 High Performance
Compliance with service protocol 3.73 Very High Performance
Cooperation and teamwork 3.11 High Performance
Awareness of clean work environment 3.57 Very High Performance
Hygiene of equipment, tools, and work areas 3.49 Very High Performance
Grand Mean (B) 3.42 Very High Performance
C. Job Specification
Hygiene and healthiness 3.81 Very High Performance
Human relation skill 3.59 Very High Performance
Problem solving skill in service 3.59 Very High Performance
Grand Mean (C) 3.67 Very High Performance
D. Discipline
Compliance with commands and policy 3.81 Very High Performance
Attendance and discipline record 2.32 Low Performance
Reporting problems to supervisors 2.43 Low Performance
Grand Mean (D) 2.86 High Performance
E. Job Knowledge and Competency
Knowledge on administrative work 3.68 Very High Performance
Learning and Development Skill 3.63 Very High Performance
Initiation and creativity 3.68 Very High Performance
Grand Mean (E) 3.67 Very High Performance
Overall Mean (SSP) 3.47 Very High Performance

Legend: 1.00-1.74 (Very Low Performance); 1.75-2.49 (Low Performance); 2.50-3.24 (High
Performance); 3.25-4.00 (Very High Performance)

Based on evaluations by the immediate heads of the various offices at City College of Calamba,
the support staff’'s work content shows a very high level of performance, with a grand mean of 3.62.
This indicates that the support staff consistently produce high-quality work and complete assigned
tasks efficiently and within the expected time frame. According to Inrawan et al. (2021) and Lie et
al. (2021), employee engagement and satisfaction are strongly associated with improved
productivity and work quality in organizational settings. This may be attributed to clear job
expectations and structured administrative workflows within higher education institutions, where
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support staff are regularly guided by established procedures, allowing them to perform tasks
efficiently and consistently.

Work behavior showed a very high level of performance, with a grand mean of 3.42. The staff
particularly excel at consistently adhering to established service protocols, proactively maintaining
a clean and organized work environment, and ensuring the hygiene and cleanliness of equipment,
tools, and work areas, as reflected in the very high ratings of these indicators. However, the findings
also suggest areas for further improvement, specifically in demonstrating stronger enthusiasm and
a more service-oriented attitude, as well as in more effectively cooperating with colleagues and
contributing to teamwork. Similar studies indicate that workplace culture and employee
engagement significantly influence behavioral performance and collaboration among staff
(Almendras et al., 2025; Osborne & Hammoud, 2017). This pattern may be explained by the highly
procedural nature of administrative work in higher education institutions, where compliance-
based behaviors are strongly reinforced, while motivational and interpersonal aspects such as
enthusiasm and teamwork are more dependent on organizational climate and leadership support,
which may vary across offices.

Regarding the Job Specification, the support staff achieved a very high level of performance,
with a grand mean of 3.67. They particularly excel at maintaining personal hygiene and health
related to their job, effectively building and maintaining positive professional and personal
relationships with co-employees, and proficiently addressing service-related concerns. Overall,
these results indicate that the support staff consistently demonstrate strong job-related
competencies, which contribute positively to the efficiency and quality of service delivery within
the institution.

The evaluation of discipline shows a high level of performance, with a grand mean of 2.86.
The staff consistently comply with supervisors’ instructions and the college’s policies, reflecting
strong adherence to established guidelines. However, the findings suggest areas for improvement
in maintaining excellent attendance and discipline records and in effectively reporting problems or
issues to supervisors. Overall, while the support staff demonstrate commendable compliance with
policies, enhancing attendance monitoring and communication of workplace issues could further
strengthen their disciplinary performance. Prior studies highlight that employee satisfaction and
workplace conditions significantly influence discipline, attendance, and engagement levels in
institutional settings (Concepcion et al., 2024; Inrawan et al., 2021). The comparatively lower
ratings in this dimension may be influenced by workload demands, role multitasking, or
administrative fatigue, which are common in public higher education institutions where support
staff often handle multiple responsibilities simultaneously.

Lastly, in the dimension of Job Knowledge and Competency, the support staff achieved a very
high level of performance, with a grand mean of 3.67. The staff demonstrate strong knowledge of
the administrative work required in their roles, are proactive in learning new skills and developing
their competencies, and consistently show initiative and creativity in their work. This aligns with
findings that employee development, organizational support, and satisfaction contribute to higher
competency and performance levels (Umamy, 2021; Lie et al., 2021). This may be explained by
continuous exposure to institutional processes and informal on-the-job learning, which enhance
staff capabilities over time, even in the absence of highly formalized training programs.

The findings indicate that support staff generally demonstrate very high performance across
most dimensions. This result aligns with Oleribe and Trovato (2022), who reported that employee
effectiveness is associated with job knowledge, competency, organizational support, and workplace
engagement. Similarly, Le et al. (2023) emphasized that support personnel play an important role
in maintaining the efficiency of higher education institutions through their administrative and
operational functions. The high ratings in work content, job specification, and job knowledge and
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competency suggest that support staff at CCC possess the skills and capabilities to perform their
assigned responsibilities effectively. The consistency of these high ratings across dimensions may
be attributed to CCC's structured administrative environment, where standardized procedures and
supervisory oversight help ensure task completion and performance stability.

An important finding is that the discipline dimension received the lowest rating across all
performance dimensions, particularly in attendance and in discipline records and reporting
problems to supervisors. This suggests that while support staff are generally competent and
productive in their duties, challenges may exist in workplace accountability and communication.
These findings highlight potential areas for administrative intervention, such as strengthening
attendance monitoring systems, reinforcing communication channels, and promoting proactive
reporting mechanisms within offices. This result may also reflect gaps in reinforcement
mechanisms or feedback systems, where expectations for punctuality and reporting are present but
not consistently monitored or reinforced across offices.

The results also help address the identified research gap by providing empirical evidence on
multiple dimensions of support staff performance in a Philippine higher education institution, an
area that has received relatively limited attention in the existing literature.

3. The productivity level of the key offices at the City College of Calamba based on client
satisfaction as measured in terms of responsiveness, reliability, access and facilities,

assurance, and outcome.

Table 8. Productivity level of the offices based on client satisfaction measurement

Service Quality Dimensions Mean Verbal Interpretation
Responsiveness 4.57 Very Highly Productive
Reliability 4.28 Very Highly Productive
Access and Facilities 4.33 Very Highly Productive
Assurance 4.42 Very Highly Productive
Outcome 4.74 Very Highly Productive

Grand Mean (CSOP) 4.47 Very Highly Productive

Legend: 1.00-1.79 (Not Productive); 1.80-2.59 (Slightly Productive); 2.60-3.39 (Moderately
Productive); 3.40-4.19 (Highly Productive); 4.20-5.00 (Very Highly Productive)

Based on client evaluations, the key offices of the City College of Calamba were found to be
highly productive, with a grand mean of 4.47. The offices performed exceptionally well across all
service quality dimensions, particularly in Outcome, reflecting clients’ satisfaction with the results
of the services provided. High ratings in Responsiveness, Reliability, Access and Facilities, and
Assurance indicate that the offices are prompt, dependable, accessible, and capable of instilling
confidence among clients. Overall, these findings suggest that the key offices consistently deliver
efficient and effective services, meeting or exceeding clients’ expectations. These results may be
explained by the presence of structured service delivery systems and standardized administrative
procedures that ensure consistency in client-facing operations across offices.

The very high productivity ratings across all service quality dimensions indicate that clients
generally perceive the services provided by the key offices as efficient, accessible, reliable, and
satisfactory. This supports the idea that employee-related factors, such as engagement, satisfaction,
and workplace support, contribute to perceived service quality and organizational effectiveness
(Almendras et al.,, 2025; Inrawan et al., 2021). It also aligns with Alvarez-Sandez et al. (2023), who
noted that administrative effectiveness in higher education institutions is often reflected in
stakeholder perceptions of service quality and organizational responsiveness. Moreover, Mustafa
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et al. (2022) found that positive employee performance is associated with favorable client and
stakeholder experiences within educational institutions. The high satisfaction ratings may
therefore reflect not only employee performance but also effective institutional coordination,
service accessibility, and staff responsiveness to client needs.

Among the dimensions, Outcome received the highest rating, indicating that clients are
particularly satisfied with the results of the services they receive. This may suggest that, despite
minor concerns in some staff performance indicators, offices continue to deliver services that meet
client expectations. For institutional leaders, these findings reinforce the importance of maintaining
client-centered administrative practices and continuously monitoring stakeholder feedback as part
of quality assurance and performance improvement initiatives. This suggests that clients prioritize
end-result satisfaction over process-related concerns, meaning that as long as services are
successfully delivered, minor inefficiencies in the service process may be less visible to clients.

4. The relationship between the performance of the support staff and the productivity
level of the key offices at the City College of Calamba.

Table 9. Relationship of support staff performance level and client satisfaction office productivity

level.
Client
Support Staff Verbal Satlsfa.ctlon - Verbal
Office Performance Interpretation Office Interpretation
(SSP) Level P Productivity P
(CSOP) Level
Office A 3.55 Very High 451 Very Highly
Performance Productive
Office B 3.57 Very High 448 Very Highly
Performance Productive
Office C 3.97 Very High 4.69 Very Highly
Performance Productive
Office D 3.43 Very High 423 Very Highly
Performance Productive
Office E 3.26 Very High 436 Very Highly
Performance Productive
Office F 3.33 Very High 4.44 Very Highly
Performance Productive
Office G 3.65 Very High 4.78 Very Highly
Performance Productive
Office H 3.44 Very High 441 Very Highly
Performance Productive
Office I 3.34 Very High 4.34 Very Highly
Performance Productive
' Very High Very Highly
Office ] 3.39 Performance 472 Productive
Office K 3.36 Very High 4.57 Very Highly
Performance Productive
Office L 3.25 Very High 4.16 Highly Productive
Performance
Office M 3.33 Very High 428 Very Highly
Performance Productive
Office N 3.78 Very High 4.57 Very ng.hly
Performance Productive
Institutional 3.47 Very High 4.47 Very ng.hly
Performance Productive
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R-Value 0.633317621

Interpretation Strong Positive Relationship

Legend: a. Performance Mean Level: 1.00-1.74 (Very Low Performance), 1.75-2.49 (Low
Performance), 2.50-3.24 (High Performance), 3.25-4.00 (Very High Performance); b. Productivity
Mean Level: 1.00-1.79 (Not Productive), 1.80-2.59 (Slightly Productive), 2.60-3.39 (Moderately
Productive), 3.40-4.19 (Highly Productive), 4.20-5.00 (Very Highly Productive); c. R-Value (Positive
Relationship): 0.00 - 0.19 (Very weak / negligible), 0.20 - 0.39 (Weak), 0.40 - 0.59 (Moderate), 0.60
- 0.79 (Strong), 0.80 - 1.00 (Very Strong)

The results indicate that the overall performance level of support staff across the 14 key
offices of the City College of Calamba is very high, with an institutional mean of 3.47. All offices
obtained mean ratings ranging from 3.25 to 3.97, all of which fall under the verbal interpretation of
Very High Performance. This suggests that support staff consistently demonstrate strong work
content, positive work behavior, adherence to job specifications, good work discipline, and
adequate job knowledge and competency. The consistency of high ratings across offices reflects a
generally strong level of staff effectiveness within the institution.

Regarding productivity, the overall mean of 4.47 indicates that the key offices are very highly
productive, as measured by client satisfaction. Nearly all offices achieved the verbal interpretation
of Very Highly Productive, with only one office (Office L) receiving a slightly lower but still favorable
rating of Highly Productive (4.16). This suggests that clients, particularly students, generally
perceive the offices as responsive, reliable, accessible, assuring, and capable of delivering positive
service outcomes, demonstrating the institution’s strong service performance.

The correlational analysis revealed a strong positive relationship between support staff
performance and office productivity (r = 0.6333). This finding suggests that offices with higher
support staff performance also tend to achieve higher productivity ratings based on client
satisfaction measures. The result is consistent with previous studies emphasizing the importance
of employee performance in supporting organizational effectiveness and service quality (Osborne
& Hammoud, 2017; Khan & Haji-Othman, 2025) and aligns with studies indicating that employee
engagement, workplace conditions, and organizational support are associated with improved
institutional performance and service outcomes (Lie et al., 2021; Concepcion et al., 2024; Umamy,
2021).

The observed relationship may be explained by the direct role of support staff in service
delivery, where higher competence, discipline, and job knowledge translate into faster, more
accurate, and more reliable administrative services. As support staff perform their roles effectively,
clients experience fewer delays, clearer communication, and more efficient service transactions,
which ultimately increase perceived productivity at the office level.

The finding is particularly significant because it offers localized evidence in the context of
Philippine higher education administration. While previous studies have primarily focused on
faculty performance, student outcomes, or general organizational employees, the present study
specifically examined support staff and their relationship to office productivity. In doing so, the
study helps address an identified gap in the literature on the contribution of support staff to
institutional effectiveness.

Although the observed relationship was strong, the results should be interpreted in light of
the study's limitations, particularly its focus on a single institution and the use of cross-sectional
survey data. Nevertheless, the findings suggest that initiatives to strengthen support staff
competencies, communication practices, workplace discipline, and professional development may
support efforts to maintain and enhance office productivity and client satisfaction.
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CONCLUSIONS
The study found a strong positive relationship between support staff performance and office

productivity at the City College of Calamba (r = 0.6333). This finding indicates that offices with
higher levels of support staff performance also tended to demonstrate higher levels of productivity,
as reflected in client satisfaction indicators. While most dimensions of support staff performance
and office productivity received favorable ratings, areas related to work discipline (e.g., attendance,
discipline records, and reporting problems to supervisors), Enthusiasm and service mind, and
cooperation and teamwork showed opportunities for further enhancement.

Beyond establishing the relationship between the variables, the study provides empirical
evidence on the role of support staff in higher education administration, an area that has received
relatively limited attention compared with studies of faculty performance and student outcomes.
The findings suggest that support staff performance should be considered an important component
of institutional effectiveness and service quality assessment.

For institutional administrators, the results provide evidence that may support the
development of targeted initiatives in attendance management, employee engagement, teamwork,
and continuous performance monitoring. The lower ratings on specific indicators of work discipline
suggest the need to review existing policies and practices related to attendance, punctuality, and
reporting mechanisms. Likewise, the findings on enthusiasm and service mindset, and on
cooperation and teamwork highlight opportunities to strengthen employee engagement and team-
building programs.

From a management perspective, the findings underscore the importance of fostering a
supportive work environment that promotes accountability, collaboration, and passion for service
excellence among support staff. The identified areas for improvement may serve as a basis for
designing interventions, reviewing personnel policies, and implementing team-building programs
aligned with institutional goals. Furthermore, using client satisfaction indicators as measures of
office productivity highlights the value of incorporating stakeholder feedback into administrative
performance evaluation and decision-making processes.

The findings of this study should also be interpreted in light of its limitations. Because the
study was conducted at a single institution and used cross-sectional survey data, the results may
not fully represent other higher education institutions or capture changes in performance and
productivity over time. Nevertheless, the study provides useful baseline information for
administrators and researchers and offers a foundation for future investigations into support staff
performance and office productivity in broader educational contexts.

LIMITATION & FURTHER RESEARCH
The study provides empirical evidence on the relationship between support staff

performance and office productivity in a local higher education institution, offering baseline
information that may help administrators identify areas for improvement and implement targeted
training and strategic interventions to enhance administrative efficiency and service delivery.
However, several limitations were observed in the study's conduct.

First, the study was limited to key offices within a single higher education institution, which
may restrict the generalizability of the findings to other institutional contexts. The relatively limited
scope of respondents (14 offices out of approximately 20) may also have affected the stability of
the observed relationships, as the results reflect only the experiences of participating offices.
Second, the use of self-reported data from both office heads and clients may have introduced
subjectivity, particularly in assessing performance and satisfaction levels, which could influence the
consistency of responses across offices. Third, the cross-sectional nature of the data collection
provides only a snapshot of performance and productivity at a single point in time, limiting the

14



Appl. Quant. Anal.

ability to capture possible variations or trends over time.

To address these limitations, future research may consider conducting comparative studies
across multiple higher education institutions, which would allow for broader validation of the
relationship between support staff performance and office productivity across different
organizational settings. In addition, longitudinal research designs may be employed to examine
how support staff performance and office productivity change over time, particularly in response
to institutional policies or interventions. Future studies may also adopt a mixed-methods approach,
combining quantitative surveys with qualitative interviews or focus group discussions to gain
deeper insights into the factors influencing support staff performance and client satisfaction.
Furthermore, researchers may explore the inclusion of additional variables such as organizational
support, leadership style, and workload, which may further explain variations in support staff
performance and administrative productivity.
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	Despite growing attention to service quality and organizational performance, empirical evidence specifically examining the relationship between support staff performance and office productivity in higher education institutions remains limited. Most ex...
	In response to this gap, this study examines the relationship between support staff performance and the productivity of key offices at the City College of Calamba. Support staff performance is measured using work content, work behavior, job specificat...
	Figure 1. Research Paradigm
	The study is anchored in the presented conceptual framework, which illustrates the relationship between support staff performance and the productivity of key offices at the City College of Calamba. Support staff performance, the independent variable, ...
	This study is guided by the following objectives, developed in response to the identified gap in understanding how support staff contribute to office productivity in higher education institutions:
	1. To determine the demographic profile of support staff in key offices at the City College of Calamba.
	2. To assess the level of support staff performance in terms of work content, work behavior, job specification, work discipline, and job knowledge and competency.
	3. To determine the level of office productivity at CCC based on client satisfaction in terms of responsiveness, reliability, access and facilities, assurance, and outcome.
	4. To examine the relationship between support staff performance and the productivity level of key offices at the City College of Calamba.
	LITERATURE REVIEW
	RESEARCH METHOD
	This study employed a quantitative, descriptive-correlational research design to examine the relationship between support staff performance and office productivity at the City College of Calamba (CCC). This design was appropriate because it allows the...
	The respondents consisted of heads of key offices who evaluated the performance of their respective support staff, and clients of the offices who assessed office productivity through client satisfaction. Including both internal (office heads) and exte...
	The study utilized two structured survey instruments. The first was an adapted and modified questionnaire based on the study of Petchsawang and Duchon (2012), which was revised to suit the context of higher education administrative offices. It measure...
	The instruments were validated by three experts from City College of Calamba, including the Vice President for Administration, a Doctor of Educational Management, and the Research Director. These validators were selected for their expertise in educati...
	Table 1. Research Instruments Content Validation Results
	Legend: 3.50–4.00 (Highly Valid); 2.50–3.49 (Valid); 1.50–2.49 (Needs Revision); 1.00-1.49 (Not Valid)
	As shown in Table 1, the Support Staff Performance instrument had a grand mean of 3.47, interpreted as Valid, while the Client Satisfaction Measurement (CSM) instrument had a grand mean of 3.71, interpreted as Highly Valid. These results indicate that...
	Meanwhile, a pilot testing phase was conducted in three selected offices of a higher education institution in Calamba City, Laguna. The pilot study involved three offices, where the immediate heads evaluated their respective support staff, and approxi...
	Consequently, after the pilot testing data were collected, Cronbach’s alpha was computed to determine the reliability of the instruments. This statistical measure was used to assess the internal consistency of the items and ensure that they consistent...
	Table 2. Support Staff Performance Instrument Reliability Testing Results
	The Support Staff Performance instrument yielded Cronbach’s alpha values ranging from 0.71 to 0.80, which are interpreted as acceptable to good internal consistency across all dimensions, indicating that the items within each construct are sufficientl...
	Table 3. Client Satisfaction Measurement Instrument Reliability Testing Results
	Legend: α≥ 0.90 (Excellent); 0.80–0.89 (Good); 0.70–0.79 (Acceptable); α< 0.70 (Needs Improvement
	The Client Satisfaction Measurement (CSM) instrument yielded Cronbach’s alpha values ranging from 0.79 to 0.85, interpreted as acceptable to good reliability, indicating satisfactory internal consistency in measuring office productivity based on clien...
	To ensure data quality and reduce response bias, all completed questionnaires were included in the analysis without exclusion. Respondents were properly oriented regarding the purpose of the study, and confidentiality and anonymity were clearly emphas...
	The data were analyzed using descriptive and inferential statistics, with each technique directly aligned with the research questions. Frequency counts and percentages were used to describe the demographic profile of respondents. Mean scores were used...
	Before conducting correlation analysis, assumptions of linearity and normality were evaluated to ensure the test’s appropriateness. Normality was assessed using the Shapiro–Wilk test. Results showed that support staff performance (W = 0.922, p = 0.181...
	FINDINGS AND DISCUSSION
	This section presents and interprets the findings of the analysis to address the study’s specific objectives.
	1. The demographic profile of the office support staff at the City College of Calamba
	Table 4. Gender of the CCC Support Staff Evaluated
	Of the 40 respondents, 22 are female (55%), and 18 are male (45%). This indicates that the evaluated support staff group is nearly evenly distributed by gender. Research shows that gender diversity positively influences employee engagement, commitment...
	Table 5. Designation of the CCC Support Staff Evaluated
	Of the 40 respondents, most are Administrative Assistants (50%), followed by Administrative Aides (32.50%), while Health Staff comprise 10% and Computer Programmers and Laboratory Technicians account for 7.50%. This distribution indicates that the fin...
	Table 6. Length of Tenure of the CCC Support Staff Evaluated
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	Table 7.  Performance level of the support staff
	Legend: 1.00-1.74 (Very Low Performance); 1.75-2.49 (Low Performance); 2.50-3.24 (High Performance); 3.25-4.00 (Very High Performance)
	Based on evaluations by the immediate heads of the various offices at City College of Calamba, the support staff’s work content shows a very high level of performance, with a grand mean of 3.62. This indicates that the support staff consistently produ...
	Work behavior showed a very high level of performance, with a grand mean of 3.42. The staff particularly excel at consistently adhering to established service protocols, proactively maintaining a clean and organized work environment, and ensuring the ...
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