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APPENDIX A: QUESTIONNAIRE 

': ý_. , 
ý. 

........., 2010 

UN IVERSI TI SAIN, SI SLAMMALAYSIA. 

ý. .ýý ýý'%ýC SQENCE Uhl#1tF: "lTY OF HAtA; f'StA 

Dear respected respondent 

Lei I 1111IM114iftl ýý MI 

I ain Nasser Ahmed Habtoor, PhD student in faculty of leadership and 

management in University Science Islam of Malaysia, under supervisor Dr Adanan 

Mat Bin Junoh. This study focuses on human factors of quality management; through 

examine the impact of human factors of quality management on quality improvement 

practices and organization performance in Yemen Industrial Sector. 

Keeping in mind your valuable time, this questionnaire will only take less than 15 

minutes to be completed. 

Your cooperation in completing this survey is highly appreciated. 

Faculty of leadership & Management Universiti Sains Islam Malaysia (USIM) 
Bandar Baru Nilai 71800, Nilai, Negeri Sembilan, Kingdom Of Malaysia 

Confidentiality: 

The details of your responses will be treated in the STRICTEST CONFIDENCE. 
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Section A: the section will use to measure the human factors of quality management: leadership, customer 
focus, supplier relation, employee involvement, training and education and reward and recognition 

No Statement strongly disagree neutral agree strongly 

Td 

disagree agree 
1 Top management actively participates in quality _ 

management and improvement process. 

Z Top management learns quality-related concepts and 
skills. 

3 Top management strongly encourages employee 
involvement in quality management and improvement 
activities. 

4 Top management empowers employees to solve quality 
problems. 

S Top management arranges adequate resources for 
employee education and training. 

6 Top management discusses many quality-related issues 
in top management meetings. 
Top management focuses on product quality rather than 
yields. 

S Top management pursues long-term business success. 

9 Our company collects extensive complaint information 
from customers. 

10 Quality-related customer complaints are treated with top 
priority. 

11 Our company conducts a customer satisfaction survey 
every year. 

12 Our company always conducts market research in order 
to collect suggestions for improving our products. 

13 Our company provides warranty on our sold products to 
customers. 

14 Our company has been customer focused for a long 
time. 

15 Our company has established long-term co-operative 
relations with suppliers. 

16 Our company regards product quality as the most 
important factor for selecting suppliers. 

17 Our company always participates in supplier activities 
related to quality. 
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Section A: continued 

1ý 
H 
I- 

ý 

i, 
f 
H 

iý - 
i\ 
Iý 
ý ý 

I 

IS Our company always gives feedback on the performance 
of suppliers' products. 

19 Our company has detailed Inforlllatloll about supplier 

per-lorlancc. 
?0 Our company regularly conducts supplier quality audit. 

] Our company has cross-functional teams. 

Our company bas scvera] QC circles (wltlliIl one 
function). 

?3 Employees are actively involved in quality-related 
activities. 

?4 Our company implements suggestion activities 
exteTlslvely. 

?5 Most employees' suggestions are implemented after an 

evaluation. 
?6 f: nlployees are very committed to the success of our 

company. 

27 Employees are encouraged to fix problems they find. 

28 Reporting work problems is encouraged in our company 

29 I nlployees are encouraged to accept education and 
training in Our company. 

30 Resources are available for employee education and 
training in our company. 

I Most employees in our company are trained on how to 

use quality management methods (tools). 

Quality awareness education is given to employees. 

s3 Specific work-skills training are given to all employees. 

54 Employees are regarded as valuable, long-tenll resources 
worthy of' receiving education and training throughout 

their career 
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Section A: continued 

ý 

ý 

No Statement strongly disagree neutral agree strongly 
disagree agree 

35 Our company improves working conditions in order 
to recognize employee quality improvement efforts. 

36 Our company has a salary promotion scheme for 
encouragln-, employee participation in quality 

improvement. 

37 Position promotions are based on work quality in our 

Company. 

38 Excellent suggestions are financially rewarded. 

39 Employees' rewards and penalties are clear. 

40 Recognition and reward activities effectively 
Stimulate employee commitment to quality 

improvement 

Section B, to measure quality improvement practices: vision and plan statement, evaluation, process 
control and improvement, product design, and quality system improvement 

ý 

ý 

r-I 

1 

No Statement strongly disagree neutral agree strongly 
disagree agree 

41 All major department heads within our plant accept their 
responsibility for quality. 

42 Plant management provides personal leadership for 
quality products and quality improvement. 

43 I-hc top priority is evaluating plant management in 
quality pertörmancc. 

44 All major department heads within our company work 
towards encouraging just in time production. 

45 Our top management strongly encourages employee 
involvement in the production process. 
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Section B: continued 

No Statement strongly disagree neutral agree strongly 
disagree agree 

46 Our company is organized into permanent production 
teams 

47 During problem solving sessions, we make an effort to 
get all team members' opinions and ideas before 
making a decision. 

48 Our company forms teams to solve problems 
In the past three years, many problems have been 

49 solved through small group sessions 
SO When I have a problem with my job, my supervisor 

tries to solve it 

SI Problems are usually solved by supervisors 

52 When I have a problem on the job, I try to solve it 
myself 

We frequently are in close contact with our 
53 customers 

54 Our customers seldom visit our plant 

our customers give us feedback on quality and 
S5 delivery performance 

65 Our company uses PDCA cycle extensively for process 
control and improvement[sup]a 

66 The design engineers are required to have some 
shopfloor experiences 

67 The design engineers are required to have some 
marketing experiences 

68 The customer requirements are thoroughly considered 
in new product design 

59 Various departments participate in new product 
development 
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Section B: continued 

ý_ 

Section C, will measure the following organization performance items 

ý 
ý 

No Statement strongly disagree neutral agree strongly 
disagree agree 

?0 New product designs arc thoroughly reviewed before 

production 
-21 Cost is emphasized in the product design process 

73 Quality tlrnction deplovnlcnt (QFI)) is used 
extcnsiv-Cl". in product design 

4 The quality system in our company is continuously 
improved 

75 Our company uses ISO 9000 as a guideline for 
establishing our quality SVStem 

Our company has a clear quality manual 

77 Our conlpany has clear procedure documents 

78 Our company has clear working instructions 

Sometimes Generally Consistently Always Expectant's 
No Statement meets meet meet meet Exceeded 

expectations expectations expectations expectation delighted 
customer 

79 Customer satisfaction 

No Statement Very low low Satisfactory High Very 
Hi h 

30 Employee morale 
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Decreasing Static Moderate Consistently Major and 
No Statement improvement improving significant 

gains 

I Productivity i 

No Statement Less than 0.1-0.49% 0.5-1.99% 2.0-5.0% More 
0.1% than 5.0% 

Defects as a percentage of 
32 production volume 

Vo Statement Less than 50-80% 81-90% 91-96% 97-100% 
50% 

Delivery in full on time to 
33 customer 

ý 
\l( 

ý` 

P 
ý 

i 
i 

ý 

vo Statement Less than 0.1-0.99% 1.0-1.49% 1.5-3.0% More than 
0.1% 3.0% 

Warranty claims cost as percentage 
of total sales 

34 $4 

No Statement Less than 1.0-4.9% 5.0-9.9% 10.0-15.0% more than 
1.0% 15.0% 

35 Cost of quality as a percentage of 
total sales. 

ý 

ý 
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DEMOGRAPHICS PROFILE: 

Section C (Demographics) please place a tick in the appropriate box 

Gender Age 

Male Q Under 25 years 

Q Female Q 26-35 years 

Q 36-45 years 

Q 46-55 years 

Q 56 years and above 

55-Working experience 56- What is your highest qualification? 

Under 5 years High school 

Q 6-10 years Q Higher Diploma 

Q 11-15 years Q Bachelor 

Q 16-20 years Q Master 

21 years above Q Doctorate 

Q Others (please specify) .............................. 

If you would like to get a copy of the summarized results of this study, please write 

your address or e-mail in the box provide below or attach your business card to the completed 

questionnaire. 
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APPENDIX C: PUBLICATIONS 

1. THE IMPACT OF THE HUMAN SIDE OF QUALITY MANAGEMENT 
ON ORGANIZATION PERFORMANCE IN YEMENI INDUSTRIAL 
COMPANIES 

AYRC X3 201 1- AKEPT'S IST ANNUAL YOUNG RESEARCHERS 
INTERNATIONAL CONFERENCE AND EXHIBITION Putra World Trade 
Centre (PWTC), Kuala Lumpur, Malaysia 19th & 20th December 2011 
14th November 2011 

Dear Nasser Ahmed Habtoor, 
Congratulations! I am pleased to inform you that the full paper entitled "The impact 

of the human side of quality management on organization performance in 
Yemeni industrial companies" you submitted to the AKEPT's Ist Annual Young 
Researchers International Conference and Exhibition has been selected for oral 
presentation. The latest date for submission of your revised full paper is 17th 
November 2011. 
Your paper was blind-reviewed by a member of the Conference Technical Committee. 
The reviewer had made some comments and suggested revisions so that your paper 
meets the standards required for the conference. 
Only selected papers will be accepted for publication by AYRC X2 - The 
International Journal of the AYRC, eXponent for young researchers' eXcellence 
(which is a print and online peer-reviewed international journal) subject to compliance 
to the comments of the editorial board that will be sent to you within 2 months after 
the conference along with other relevant instructions. 
It is imperative that your paper is presented during the conference to be eligible for 
proceedings publication and be considered for journal publication. 
Kindly perform the online registration and pay the registration fee of RMIOO per 
presenter. The payment instructions are provided in the notification of acceptance e- 
mail. 
Conference program will be available on the website by 9th December 2011. Each 

presenter is scheduled for a total of 15 minutes (nominally a 10 minute presentation 
and 5 minute discussion). Please bring your flash-drive, pen-drive or USB containing 
power point slides of your paper. We will provide LCD projector and computer at the 

venue. 
Please visit our website and read all information relating to hotel and all other issues. 
We look forward to seeing you at the conference. 
Yours sincerely, 
AYRC Secretariat 
Akademi Kepimpinan Pengajian Tinggi (AKEPT), 
Bandar Enstek 
71760 Negeri Sembilan 
Email: ayrcx3@gmail. com 
Website: http: //www. mohe. gov. my/akept/ayrc 
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THE IMPACT OF THE HUMAN SIDE OF QUALITY MANAGEMENT ON 
ORGANIZATION PERFORMANCE IN YEMENI INDUSTRIAL 

COMPANIES 

Abstract 
This study conducted an empirical investigation into the extent of total quality 
management practices in the Yemeni industrial companies. It evaluated the impact of 
the human factors of quality management on organization performance. The data 
employed in this study were questionnaires from 87 industrial companies. The sample 
consisted of three quality managers for each company and a total of 210 managers 
responded to the survey in response rate of 80%. A structural equation modelling 
(SEM) was carried out by Amos program to evaluate the hypothesis of this study. This 
study is the first to report on the human side of total quality management in Yemen as 
well in Middle East countries. In this study, the findings revealed a direct relationship 
among the variables; the human factors directly impacted organization performance 
and the standardized coefficient was . 432 and significant at . 001 level (P = . 000). 
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I THE IMPACT OF QUALITY IMPROVEMENT PRACTICES ON 
ORGANIZATION PERFORMANCE IN YEMENI INDUSTRIAL 

COMPANIES 

INTERNATIONAL CONFERENCE ON 7 

BUSINESS INFRASTRUCTURE 2012 KLIUC 
Kuala Lumpur Infrastructure University 

College (KLIUC) 
Unipark Suria, Jalan lkram-Uniten, 43000 

Kajang, 
Selangor Darul Ehsan 

MALAYSIA 

NOTIFICATION FOR ACCEPTANCE 

Dear Mr Nasser and En Adanan, 

KUALA LUMPUR INFRASTRUCTURE 

UNIVERSITY COLLEGE 

Congratulations! We are pleased to inform you that your abstract has been 
ACCEPTED for ICBI Conference 2012. Please note the following: 

1. Your paper number is 606 and please quotes this number for all future 

correspondence. 

2. In view of that, you are required to send a full paper version to us no later by 
31 September 2012. Please refer to attachment for detail format of, the proceeding 
paper. Alternatively, please visit our website address at 
littl)s: //sites. google. com/a/kliuc. edu. mv/icbi2012/. 

3. You are also required to send a biographical sketch to the Session Chair no 
later than 5 

October 2012 for use in making introductions. There will be a Speaker's Breakfast 
each morning of the conference for all speakers presenting on that day. It is requested 
that you attend this breakfast so that you can meet you Session Chair and coordinate 
any final presentation details. 

We look forward to your participation in the ICBI 2011 Conference soon. 

Best regards 

PAPER REVIEW AND SCHEDULING COMMITTEE 
ICBI 2012 
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THE IMPACT OF QUALITY IMPROVEMENT PRACTICES ON 
ORGANIZATION PERFORMANCE IN YEMENI INDUSTRIAL 

COMPANIES 

Abstract 

This study conducted an empirical investigation of the total quality management 
practices in the Yemeni industrial companies. It investigated the impact of quality 
improvement practices on organization performance. The data employed in this study 
were questionnaires from 87 industrial companies. The sample consisted of three 

quality managers for each company and a total of 210 managers responded to the 

survey in response rate of 80%. A structural equation modelling (SEM) was carried 
out by Amos program to evaluate the hypothesis of this study. This study is one a few 

studies interest on total quality management implementation and its effect on 
organization performance in Yemen. In this study, the findings revealed a direct 

relationship among the variables; quality improvement practices directly impacted 

organization performance and the standardized coefficient was 0.40 and significant at 

. 
001 1 evel (P = . 

000). 



221 

3 THE EFFECT OF HUMAN FACTORS ON THE QUALITY 
IMPROVEMENT PRACTICES IN YEMENI INDUSTRIAL COMPANIES 

"Synergising transdisciplinai), knowledge 
for a sustainable tomorrow" 
TeSSHI 2012 
Technology, Science, Social Sciences and Humanities International Conference 2012 
Universiti Teknologi MARA Kedah 
e-mail : tesshi@tesshi20I2. org 
Website : http: //www. tesshi2012. org/ 
Ref No.: 100-UiTMKDH(HEA-PASCA SIS 37/7/1)TeSSHI2012 
Date : 8th July 2012 
LETTER OF ACCEPTANCE 
TeSSHI 2012 
14th - 15th November 2012 
To: Nasser Ahmed Habtoor and Adanan Mat Junoh 
On behalf of the TeSSH12012 Organising Committee, we are pleased to inform you 
that the abstract entitled The Importance of the Human Factors of Quality 

Management for Quality Improvement Practices in Yemeni Industrial 
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TIIE EFFECT OF HUMAN FACTORS ON THE QUALITY IMPROVEMENT 
PRACTICES IN YEMENI INDUSTRIAL COMPANIES 

Abstract 

This study conducted an empirical investigation of the total quality management 
practices In $7 industrial companies in Yemen that had local and international quality 
certificates. It investigated the effect of human factors of quality management on the 

quality improvement practices. A self administered questionnaire was distributed to 
261 quality managers (three from each company). A total of -210 managers 
participated in the study with a response rate of 80%. A structural equation modelling 
(SEM) was carried out by Amos program to test the hypothesis of this study. This 

study was the first in Yemen as well as in the Middle East interested on the human 

side of quality management. This study found a direct and significant relationship 
between the human factors and quality improvement practices (standardized 

coefficient was 0.80,1'<0 
. 
001). 


