CHAPTER 1
INTRODUCTION
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The new millennium has witnessed many changg;fected on the

1.0 Introduction

requirements of business environment. The competition Y al market makes

both of the organizations and researchers emphasis ovption methods to

the _greatest
: 'It_é')t\he most

o8 emy}anment In
0. oa hg;ce it has new

face the new challenges. Total quality management iS\gonsjder

innovative methods interested in making cow%
successtul way to face the rapidly changl '

fact, total quality management become

methods to assure the successful f

Total quality management approacl

quality management (Dale et aN@ *

Deming 1n his approd 5 6

@*’a system that includes activities acting to

product and @ Seebe
al. (1993) idered quality

yhted customer, empowered employees, higher revenues and lower

achwv@
cost: by (1979) emphasized on methods that lead to prevention rather

th

claimed that zero defect reduces the cost of quality. Ishikawa (1985) claimed

r the event inspection, which doing things right the first time, and he

that the firms’ success is based on treating quality improvement as a never-
ending quest. That can ensure that the people will never stop learning and

improve their skills.



On the other hand, total quality awards (such as the Deming Prize that was
established in Japan in 1951, the Malcolm Baldrige National Quality Award
that was established in USA in 1987, and the European Quality Award that was

established in Europe in 1991) contributed to total quality management theory

through their criteria which acts to enhance the implementations of total @
The spotlight on quality management in business environm ged the
researchers to focus seriously on the improvement of qual panagement

ssful of total

management.

methods, which enhance the organization activities via the

quality management implementations. Recently, man l:re ade to

1dentify the critical success factors of total quality gemen @-e
and also to discover the importance of these factorv& implgmay at’on‘g% the
. &T2009

total quality management from the other side (ev

Fotopoulos et al., 2009; Sarma and Kodali, @Antg“ly

2000; Yusof and Aspinwall, 1998; HesaN 1998; Rck @oﬂer 1996;

Tamimi and Gorshon, 1995; Badr et 3(6995 F\%?t @994; Porter and
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Parker, 1993). L
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Alongside, some study Yﬁ%

N .
,ter § dividing the quality
management practices however the 46,,

oﬂ factors or technical and

@gd Sharma, 2009; Fotopoulos and
bd et al., 2008; Tar1, 2007; Demirbag
z%fh Louise, 1996; Flynn et al., 1995;
According to ﬁmson (1992), there are two aspects of

ent; hard aspect, which focuses on tool and work process, and

)al. $ Zhang,

management nto two
human factors respeci
Psomas, 2009; Kur
et al., 2006; R
Wilkinson, 19
quality mana
soft aﬁ 1ch interests on human side of quality management. Also, he
suggestc™hat the hard aspect has more preoccupation rather than the human
aspect when the organizations implement total quality management program.
Moreover, Edward and Sohal (2003) suggested that the lack of attention to the

human side of total quality management may lead to limited success of total

quality management implementation.

critical factors of quality: -



Scientifically, literature of quality management suggested that human

factors of quality management such as leadership, employee involvement,
training and education, customer focus, communication, rewards and

recognition, supplier relations, and teamwork have a highly significant impact

on organization performance (Gadenne and Sharma, 20009; Foto;::oul@

Psomas, 2009; and Kumar et al., 2009; Abdullah et al., 2008; Ra%s% ind
Bullock, 2005; Flynn et al., 1995). _

Consequently, due to the importance of human J to the

implementations of total quality management and orga 'zaW'perfonnance,

to sl of gquality
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this study attempts to examine the impact of hu

management on both of quality improvement prgctice

' ‘?otal

performance, which contributes to a better understa®

quality management through context of Yemeni 1

Jou 2 itlég‘lostly desert climate,

Yemen 1s a country situated in th&&/d
there are 2 rainy seasons; l\%h o May ang jul¥\Yo September. Yemen 1s
bordered by Saudi Arabia, Omaw tl & anf@ the Gulf of Aden and the
l

Red Sea. About 92% of @nt@

gd, s@al‘id or desert. The population

1s 22,858,238 and the%\lat' n!?’!f i@%ﬁﬁ people per square kilometre.
Sana'a 1s the capit Qﬂ 1€ | ge} tyé*\&‘has a population of 1.801 mln. The

’

largest sea port4qa¥@the cor

efcigvl?tapital 1s Aden, whose population 1s
800,000. Th al population g\%’wth rate 1s 2.9% (National Information
Centre NI&). The time zone 1s 3 hours ahead of Greenwich Mean Time
(GMTQ. Ardic is the official language. North Yemen became independent from
the Ottoman Empire in November 1918; While, South Yemen was a former

British colony that became independent on November 30, 1967. However, the

two countries merged into a unified state (Republic of Yemen) on May 22",

1990.



The real economic and management development in most Yemeni

organizations started after the unification of South and North parts of Yemen 1n

1990 to form the Republic of Yemen. Hence, the unification act created the

most suitable environment for construction and development (Almotwakil

achieved annual levels of growth of 5.1 per cent. That achlevement

1999) in which between the years 1991 and 2004, the Yemen ecEn

was considered an excellent achievement in the light of p0pulat101 rowth,
which was 3.6 per cent in the same period (Economic and So Council,
2006). \/

Recently, Yemeni economic sectors are affect rle apldly

C&Omlc
by

1as1S ,Q, emeni

changing in the business environment. In the last d 1
made a revolution to tface the new challenges thr%mhf'n S

sectors. Actually, the industrial sector received m

Government effort due to its importance

report 2007).
1 @ove
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few years, which in turn, gwill
challenges. To make awareness)f tl gﬂé.;Yemen Government made

many activities in order @r \Qctor@le government efforts started

Jmen *

on sta aﬂlzaQ-en metrology and quality control of

my T§overnment

S

A

ns to join World

Worthy to be mentioned that Ye
Trade Organization (WTO) and G

ent
ouﬁﬁﬂ (GCC) 1n the next

rge mic to face new big

with the establishm }4 zation Metrology and Quality

Control Orgamzat (http://ysmo.org/index.php), this

organization in e

N
Yemen prody 1d services and@so give a local quality certifications to

Yemeni C 1es 1n different sectors. Many companies in Yemen consider it
as the@ for all the organizations that operating to improve the quality of
products;services and business procedures.

Furthermore, Yemeni Government acted to change some economic
regulations to create a more competitive environment in the Yemeni market,
which stimulated Yemeni companies to improve their competitive advantages.

In fact, for long time, many organizations in Yemen as well as in Middle East



have not operated as commercial companies because of their governments’
interventions since the local companies have been protected by international

competition via government-imposed tariffs and trade barriers. But these

barriers are now being removed and trade has become more open for long time

(Madu, 1997). Y'
N

Moreover, Yemeni Government has organized some 1R 13011211

conferences and adopted (Made in Yemen) programs not only improve

Yemeni industrial production but also to encourage YemeMgcghpanies to
improve their process and enhance their competitiv aWage through

adopting and enhancing the implementations of tojgdmiua¥ity rl'lan ement

T

1S
* b&?’emeni

(http://www.moit.gov.ye/moit/ar).

Furthermore, total quality management pro

industrial companies to advance their proces duction;

ce&v challenges
sysiesy. yd)). In fact, many
qua it’ ce@ates from Yemen

their

they aimed to enhance management oper\
and also to enhance competitive advar% (V

Yemeni companies have already taken™w

“
Standardization Metrology and . Oﬁ‘&ﬁization, and some
D
companies have received injgrna fe@ates such as European
Business Excellence Model (EBBA :

awards.

Although the ¢

. .. . N =
{0 1mprove mdu% ang enh@e the competitive advantage of the
b

companies thrqu¥h tOtal quality m&@gement program, but the implementation

of total quals
Abdull

nagement 1s still below the expected (Nashwan Saeed, 2008;

In terms of research and through investigation the literature of quality
management 1t was found that there i1s an absolute lack of studies interest on
total quality management in Yemen as most of the literature found in Yemeni
libraries represents a translation of Western books that describe quality
management and quality assurance theories. In fact, total quality management

within Middle Eastern and Islamic countries is generally lower than in Western



economies, which according to Al Zamany et al. (2002) Middle Eastern

countries have been preoccupied with conventional management issues and are

not aware of advanced quality system.

Al Zamany et al. (2002) studied the cultural acceptability of the Eur
Business Excellence Model (EBEM); they found that there were cﬁ‘

' 1y
falues

and Yemeni values. Besides, they provide evidence that values\gmiguropean

Business Excellence Model were very important to Yemeni co'$?s.E

Based on the criteria of ISO 9001, Khaleed (2004) 1

contradiction between European Business Excellence Model (EBEN

; ateil the impact
Y mW(ius%ial
pragtic ﬂo&fr}rely
900 ¥ are 1gni\)%'ant to

e, {\T
&

By masaement on the
A
c@srent study found
.

OTA yan factors of quality
oﬁlzational performance;
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Companies; and found that total quality manage
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Y emeni industrial companies.

Thus, due to the importance of human

success of total quality management g
place. Scientifically, this study ex

management on quality improve

it evaluates the direc_:t_impa%

quality improvement pra@nd o
and the indirect impagt ®f hesia 'fac@ié’ of quality management on

organizational perfo vii‘t €l nﬂp(c}o)on quality improvement practices,
N | .

- ¥ 01‘@ Yemen1 Government and companies

Y sectors and g&«:e the competitive advantages of the

ment of the problem

The human side of quality management plays a central role to the
implementation of quality improvement practices and organization
performance, which the literature of quality management suggested that the

implementation of total quality management program will not be successful



unless a great attention is paid to the human side (Lewis et al., 2006; Motwani

et al., 1994; Wilkinson, 1994).

Literature of quality management divided total quality management

practices into two groups; first group called technical side and second g
named human side. Technical side group focuses on tools and work pgv
in<

such as product design, process and statistical, benchmarking, ] Ime,

continues improvement and control/feedback. While human side

ngcludes
the human or behaviour side of quality management SUCW eadership,

ik

LAY
Literature suggested that there is a great lack foy sudi 3,1&% on

employee involvement, training and education, custor teamwork,

communication, supplier relations, and rewards and rec

the human side of total quality management as m

an@' out to

contribute the technical side only; that was dayge tQ\ al (@ation of

total quality management leaders who eng %e tec y! fa6¢5 rather than
human factors (Lau and Idns, 2001; \r%hn,ﬁ * fgding to Edward
and Sohal (2003), the lack of attenti he hu hlan 3& of total quality

totgd quality management

management may lead to limit \ 1CCE
N

implementation. %T ;u l 0
% &7

t suggested that when the

\anageéd

Moreover, literature, ™% quali‘y
companies implement @ali § ge@ft into their processes, there is
more emphasis on taqggnic € oé@zality management rather than the

N
human factors (Y% 006e Ley et¢ 2006; Wilkinson et al., 1994). Hill
(1991) noted although the SOI\QE; to the technical 1ssues of designing

appropriate g&n and procedures are fully specified, there are lacunae in the

cial factors. Therefore, as a result of the significance impact of

(reatme
humaiNgetprs of quality management on organization performance and their

contribution to the implementation of total quality management, the human
factors will need more attention when the organization reengineering its

processes to implement total quality management.



Insutficient empirical studies have examined the impact of human factors
of quality management on quality improvement practices and organization

performance, however, they provided evidence showing the existence of both

direct significant impact of human factors on quality improvement practices and

organization performance and indirect significant impact of human fagtd§s on

organization pertormance through their impact on quality is g@emem
practices (Flynn et al., 1995; Rahman and Bullock, 2005; Abdullah etal., 2008;

and Gadenne and Sharma, 2009). V

ozmrilental interest
Mg e Wchanges,

In addition to 1its role in supporting Yemeni Ecoffaguic (Suya c ?01lc'§Eort,

ftakgn to@quality

m{ dv&l‘\g‘é in order

e c.info/). But,

la

In Yemen, as mentioned earlier, there 1s a growin

on industrial sector because of its important role in

2008). Furthermore, Yemeni industrial companies

management program as a way to enhance their zm

to face new challenges in business envir@ (

the implementation of total quality man%nt stil#
00
O

OKQ expected level

S

4
| &
Literature consider human_factegs ¥l var to lead the success of
ZHta iI\

total quality management 1 tign thfonghNheir direct contribution to

the practices of quality 4 pr5 4 .

{ e' ni._d c‘@anies‘ performance, besides |
indirect contribution 12a{i08# per éﬁance via creating a suitable
environment to the i@ f!luﬂ%' improvement practices (Rahman

and Bullock, 20Q5%N2v® uljl‘a Rja A @g; and Gadenne and Sharma, 2009).
Thus, the curr dy inve igﬁeswﬁ'e human side of quality management 1n
Y ement ind\;% companies thr\;u—’gh examine the direct impact of human
factors :%a]ity management on quality improvement practices and

orgaggzatie performance, and also examine the direct impact of quality

(Nashwan Saeed, 2008; Abdullatef A

improvement practice on organization performance. Furthermore, this study
evaluates the indirect impact of human factors of quality management on
organization performance through their direct impact on quality improvement
practices. Thus, this study can contribute to Yemeni Government and
companies' effort and enhance the indusirial sector through improving the

implementations of total quality management.



Finally, the framework of this study consists of six factors represent the
human side of quality management; they are leadership, customer focus,
supplier relation, employee involvement, training and education, and reward
and recognition. Also, quality improvement practices involve both human and
technical sides of quality management, and organization performanc Y;as

vs%eful to

represented by five dimensions. It is hoped that this model to be a

investigate the objectives of this study.

1.3  Objectives of the study

Literature of quality management suggested t

management have direct impact on quality °

organization performance from one side, and 1 aCt O ‘Q(gamzatlon

performance through their impact on qua pragtrces from the

an Qtors of quality
-4 q

/\een gineering their

processes to implement total quah\ agement. uAé.};-

1ms tJ exqf In@ impact of human side of

iy ¢

drovefrpnt practices and organization

other side. According to Wilkinson et a

management need more attention

Theretore, the present

of u? T,

performance in Yemen Stri am@?ln order to achieve these aims,

the following obj CCUQTG ubgogs gf tcf'm investigated:

lﬁ yacté\ human factors of quality management
nization perfo ICE.

0 1dent1fy the impact of human factors of quality management on

quality management on bq

uality improvement practices.

3. To evaluate the impact of quality improvement practices on

organization performance.
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4. 'To examine the role of quality improvement practices as a mediator

factor for the relationship between human factors of quality

management and organization performance.

1.4 Research questions

Based on the previously mentioned objectives of the cur;ent sﬁld the

following research questions were posited:

1. Is there direct impact for human factors of lg mi.nagement on

organization performance?

' ', 9

N
nt on

aé

3. Is there direct impact

organization performanc

;>\; ’

-,

N
4. Is there indirect 1mp quality management

Y
mﬁf»‘w‘ﬁ’
on organization pt a;. ¢ igrou @zelr impact on quality

improvement p%

1.5

management - since 1t has@mdered as the most important program 1n

the busines ironment that can put the companies in the nght way to

encom id changes in the business market and enhance the competitive

advanta™esis well.

Based on past theories and research related to the implementation of total
quality management, the framework of this study was developed to investigate,
define, and clarify the contribution of the human factors to both quality
improvement practices and organization performance. Human tactors

represented by the most important factors of human side that cited in literature
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they are; leadership, customer focus, supplier relation, employee involvement,
tramming and education, and rewards and recognition. Additionally, the
framework also includes quality improvement practices, which were
represented by both human and technical sides, and also the organization

performance, which was represented by five dimensions, all of them a& ted

to quality performance. :

[t 1s important to note here that the relationship betwee&ﬂa] quality

management practices and organization performance has beMcentrated by

m% silde of quality

liter&ure

researchers, but there was less attention paid to the

management, which most of the studies that fou

management emphasis on technical side rather thanfge hum
inter}st In

\gt\L

this study is considered as one of a fewer studies”

of quality management. Furthermore, this study the

and 1n Middle East countries as well. Th 1 -st

since 1t took action to the call for more &ch

the international context, especially 4

2001).

e in terms of the scarcity

Therefore, the current

S

~ of research and provide Q | ved g Jl&arding the domain of total
quality management. MoNegQver, Wys sfidy @ also contribute to the existing

knowledge regarding@)\f tts‘& human factors, which was needed
to create a suitab &ﬁo &

“ nt?o e&:plementation of quality improvement
practices and in§ organiz ti(fl @ormance.
&

Wvernment has planned to enhance the industry sector via total

gement implementations (Yemen News Agency, 2009). In recent

years, Inaifstry sector has been spotlighted as an important source in Yemeni

Economy (Yemeni Government Report, 2007). Therefore, the current research
attempts to support the efforts to improve industrial sector within empirical
investigation, specifically, it evaluates the direct and indirect impact of human

factors of quality management on quality improvement practices and
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organization performance toward improving industry sector as planned by the

Yemeni Government.

In fact, Yemeni industrial sector is in the need to an empirical investigation

into the extent of total quality management practices especially in the vn
side of quality management in order to provide a sufficient kn@e to

Yemeni Government and companies, which in turn provide heightes\gwareness

of the important role of human factors to the practices of qualit?ﬁrovement

and organization performance.

management model that are specific to the Yemeni gon

tate of fheg

also use the results of this study to evaluate t
management through better understanding

management.

1.6 Scope of the study

N

The domain of this resear ten’\
SN

side of total quality -manag uchg:

training and education, Qﬂn

recognitions) via ev ng pthe

Improvement practyegs a

rgamyajl % :
More spﬂ: y, the study a’g intended to determine the direct and

indirect inyf¢ of human factck on quality improvement practices and

rformance. Thus, this study has been carried out due to the

organizgt

1mp cef®of those human factors to the implementation of total quality

management and organization performance.

In regards to the scope of research location, it emphasizes on companies of
Yemeni industrial sector, which are interested on total quality management
implementation and have had local and international quality certifications. This

study drew from sample of 87 industrial companies in different sizes (small,
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medium and large), and they were divided into five industrial cities; they are
Alhudaidah (21 companies), Hadramout (20 companies), Sana’a (18

companies), Taiz (17 companies), and Aden (11 companies).

S

The particular companies that reflect the population of this study invt

all Yemeni industrial companies, which have a local and i \onal

certification. These industrial companies were selected due to thei-&‘erest and

familiarity to the implementation of total quality management aYme to their

implication to local and international quality criteria in their owons as well.

The scope of the study is therefore enhances the 1 enfation of total

quality management in Yemeni industrial companies thrggh finve aiin%.ﬂnd
>
enhancing the contribution of human factors for @ imprpv . m‘ﬁ:tlces

and organization performance. WV

1.7 Structure of thesis

O,
The structure of the current stuge=®as g(')nst cted Q-1nvestigate the aims

of this study, which conducte \val M #n side of total quality

. E%;ctor"?#xhl@mg the direct and indirect
' nagr

4 ' L
é’nt on quality 1mprovement

management in Yemeni ind

impact of human factor&f uall

practices and organizatién ®grfo

fes ! b
overview of totd? ity Iﬁﬂﬂg)t; ~philosophy and shows the situation of
total quality Mmsleement in Yem@f’ industrial sector, and also, explains the

problem @Ht of the study. Moreover, it identifies the objectives of the
study, th -

&
Ny
| (00

’ .
ové/iew of the current study. It gives

Chapter one

arch questions, the significant of the study, and the scope of the

t

present Y.

Chapter two includes five sections; first and second sections discuss
definitions, theory, and the concepts of total quality management based on
literature review from quality leaders. These sections also show and discuss the

results of empirical studies that carried out in total quality management field.
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Third section shows and discusses total quality management award model such

as Deming Prize, Malcolm Baldrige National Quality, and European Quality
Award.

Forth section discusses the human side of quality management ﬂw:

firstly, discussing the critical factors of total quality vr@ment

implementations that were identified by a set of empirical studs&econdly,
discussing human factors of total quality management and tthortance to
total quality management implementations, it identified a sewthem as they

1ng
en hgm &GQC% and
esenb) quality

t practlces

appeared 1n total quality management literature.

Fifth and sixth sections discuss orgamzatlon e

and measurement as well as the relatlonshlp

organization performance. While the sev

improvement philosophy and the relationshy

Chapter three presents the fr\ rk %&

the research design of study N?'Yden'ﬁe I ?0
Furthermore, this chapter 1%3 thqv];s(éectlons it provides detailed
explanation of the 1ng Nts lpr\

9,
methods, 1n addition Ew

uestionnaire, data collection
Chapter fou r%rs tye 1

the demographl inrmation of s %md the descriptive statics, in addition to
313 and rellablhty}lalysm Moreover this chapter provides the
ations analysis. Furthermore, it reveals the interpreting statistics

ral Equation Mode (SEM), which shows the results of Amos

otheses. Then show

n and sample of study.

e-yest

n s abe discussion of this study, which shows

the factor

resul
from

analysis that examines hypotheses of study, which were generated to explain the
direct and indirect impact of human factors of quality management on quality

improvement practices and organization performance.
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Chapter five provides summary, conclusion, limitations, implications and
recommendations of the study it is firstly shows a summary and conclusion of

study, next reveals limitations, implications and suggestions for future research.




