CHAPTER 11
LITERATURE REVIEW

2.0 Introduction

\Y'
_{0
Y

This chapter presents the literature review of total qualimanagement,

which supports the purpose of this study through exp ndl summarizing

the related literature. \d
¥
This chapter 1s divided into nine sections. Fi se;o id cti!mé\?iscuss

definitions, theory, and concepts of total qualityva ement ased@i.terature

review from quality leaders. These sectiort * Wrev dist& the results

. N

of empirical studies that carried out in T nag@nt field. Third

section shows and discusses total g %ma% t \{ay models such as
Deming Prize, Malcolm Baldri %{)n PQ "y, @ European Quality
AN S

Award. %
IS
Forth section discuses t uma,( /of fagal quality management. It is
%, a

management imple Mnl th 'gdn ted by a set of empirical studies.

es W& critical factors of total quality

divided into two subs

Second discusses fumag faptdrs s¥total quality management and their

aém |

importance to t %ality‘l‘n
AN Y
N

Nn performance understanding and measurement and the

implementations.

Orga

relatios etween human factors and organization performance are discussed

In S five and six. Sections seven and eight present the quality
improvement philosophy and the relationship of human factors and quality

improvement practices. Finally, section nine summarizes the literature review

chapter.
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2.1  Definition of total quality management

Total quality management is considered as an important approach, which

was built by total quality management gurus such as Deming, Juran, Crosby,

Isikawa and Feigenbaum. It has been used during the last few deca

companies throughout the world to develop quality and improve orggn M nal

.\

program 1n

performance.

Quality management gurus defined total quality manageme

different ways. Deming (1986) defined quality as a \h{uous quality

improvement process towards predictable degree

considers that everyone in organization must cont

the quality aims. Moreover, Crosby (1979) focﬁ
right in the first time", he defined it as a%

requ ent. But,

Sctlte quality of

E&ally, Feigenbaum
rkC%'rocesses start with

[sikawa (1985) considered that qualit

\%not
product, but 1t also means the quahty service
Eto

(1991) suggested that the quality

EIC

@

8 described total quality

customer requirements and end wil

United State Departn
management as a serl Qf
everyone 1n the compw
every level 1n thi%\

Organization (IS 2 (#99
activities of t e §verall manageme@%\%.nction that determine the quality policy,

‘o

vement activities involving

CO

qua@ management can be defined as "All

sponsibilities, and implement them by means such as quality

objectives
planni § y control, quality assurance and quality improvement within the

quali

Furthermore, Ross and Robert (1992) considered total quality
management as a people- focused management system which aim to increase
customer satisfaction at continually lowering real cost. Vinzant and Douglas

(1996) defined total quality management as a total organizational approach to

meet the needs and the expectations of the customer that involved all managers
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and employees in using quantitative methods to continuously improve the

processes, products, and services of the organization.

Besides, Flynn et al. (1994) defined total quality management as "an

integrated approach to achieving and sustaining high quality output, foc on

the maintenance and continuous improvement of processes tn zefect

to meet

prevention at all levels and in all functions of the organization, 1

or exceed customer expectations". Anderson et al. (1994) ered total

quality management as a holistic approach that can lead to 1 organization

quality through 1nternal and external cooperatipn, ectwe process

ela ingolvement,

management, product design, learning, customer fo

and continues improvement.
Despite the differences between scho Ed tit) ner\)%ver the

nd its oxent%g'ost of the

er éentatlon, human
suRplier support.

N
03
(@ can be defined as an

rac%%s of management, which

definition of total quality management

definitions emphasize on concepts tha

resources focus, management structur

Theretore, the total quality

important approach impact ally

become as the most esse%
enhance and achieve co Mlv

2.2 Total quallty a

Amomﬁso@

explain relaﬁhlp between c@dpts or constructs. However, Dale et al.
(2001) su d that the total quality management is still in the early stage of
theo %Klimoski (1994) pointed out that the total quality field has been
takemace and has already got enough for sufficient empirical and

theoretical. Actually, total quality management researches interested on

1@' customer satisfaction and

L
fred Yi*e theory acts to define, establish and

practices rather than theory, that was due to total quality management
philosophy which was led by practitioners (quality gurus) rather than academic
researchers (Dale et al., 2001; Sitkin et al., 1994).
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As literature of quality management suggested that quality management has
made revolution in business environment, and has changed methods of work.

These new methods appear in new approaches of quality management that have
built from quality management leaders (such as Deming, Juran, Crosby Isikawa,

and Feigenbaum), which their work provided a foundation for the dev@nt

Deming in his work focused on creating an organizatiorRiyeystem, that
adopt cooperation and learning to facilitate the implemefdgtigh of process

management 1n order to enhance customer satisfactign

of total quality management theory.

through continues improvement of process, product

fulfilment (Anderson et al., 1995). Juran et al. (193 1f Ws a
system that includes activities to achieve M delightgd er, the
/ Y 79)

empowered employees, the higher revenues an&?lo 1s. C@b (19
emphasized on making methods lead to p Mn ra\ anﬁr the event
inspection, which doing things right for ;st time, afd hecaimed that zero

defect reduces the cost of quality. Isik% (198&]" \ﬂjﬁ the successful of
0 -

firms 1s based on treating qualit vegent "ne@-ending quest, which
eéar eatf

can ensure that people will nev | d ingyoving their skills.
S |
Management role in achigving, dugh ’ti’)ms has received much- more
discussion from qualit@ [@@(19 3% considered top management as
. | > .
hang S’ih Wess and system, and the leadership

?fdf" acceptable work to employees and
t

wpd provide methods to complete quality

the responsible on drj

1s the responsible st

create an appr t

aims. - \C’V

& argument says that quality problems come due to management

rather™ orkers (Juran et al., 1993). Juran emphasized on the importance of

top management commitment and empowerment, participation, recognition and
rewards. He considered team and project acting to enhance quality
improvement through improving the communication and coordination between
management and employees and enhance coordination among employees.

Crosby (1979) identified the management participation, management
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responsibility for quality, the employee recognition and education as important

principles and practices for successful quality improvement program. Also, he

considered changing the thinking of top management is the key to quality

improvement.

Employees play a key role in implementing of quality i 1mprove Zhus,

1ms of

employees have taken a lot of attention in quality programs to ac%

quality. Quality approaches emphasis on improving employ ilities to

carry out the requirements of quality through enhancing t ducation and

training. Quality gurus (Deming, 1986; Grosby, 1979; JUT‘ al., 1993; and
Ishikawa, 1985) put employee’s participation, | ‘t, teamwork,

training, education, communication, and recogniti

principles and practices for quality improvement

Furthermore, customer satisfaction becg

. \a}«alm @3' researchers

e&amzed on the
_ i,@ aum (1991) said

oier requirements and

in total quality management domain

importance of measurement of custoge

St

X

"the quality chain starts with the i1d

ends only when product or serw eliven mer". That means, all
the resources and activitie OWHIZ'HO Iem@ to explore and achieve
customer requirements. : , .‘ ' 3 CQ

>

anagﬁ

|
14n (15%1, the Malcolm Baldrige National

Moreover, inte ent awards such as the Deming

Prize that was estab(@
11 A in 1987, and the European Quality

Quality Award as e? Fﬁ
abhshe In Expe in 1991 contribute to total quality

eory through thelr criteria which act to enhance the

Award that w
manageme

imple R ons of total quality management.

AbB®%¥e and beyond, there are many empirical studies carried out in the
field of total quality management, those studies measured and identified a set of
total quality management practices as critical success factors for the
implementation of total quality management implementations (e.g. Oprime et
al., (2012); Wahid and Corner (2009); Fotopoulos et al., (2009); Sarma and

Kodali (2008); Antony et al., (2002), Zhang (2000); Yusof and Aspinwall
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(1998); Hesan et al., (1998); Black and Porter (1996); Tamimi and Gorshon
(1995); Badri et al., (1995); Flynn et al., (1994); Porter and Parker (1993).

Although, few studies emphasis on the human side of total quality

management such as leadership, communication, training and educ?
S

employees involvement, teamwork, reward and recognition, custom@ :
and supplier relations (e.g. Abdullah et al., 2008; Rahman and Bull& ,2005;
Ho et al., 2001; Flynn et al., 1995; and Wilkinson, 1994), this studwas.interested

on the relationship of total quality management impl tions and

organizational performance through investigating the diregct @ mdirect impact

p@nt and
2
\3
1S
| v’ &F
2.3 International quality awards g
X

Total quality management awards are\gportant '1trib®0n to the field
Inte

mT éﬁ}y awards act to

of human factors of quality management on qualit?}

organization performance.

of total quality management; since t

zfnag ent @ugh therr criteria.

enhance the implementation of total

Foy

oughout the world such

There are famous interngtio R uah,y afa ds:

as the Deming Prize (Japan, 1Y1), \ 05{1'3, Baldrige National Quality

Award (United State of ,& hnd
1991). These quality N bstqék&hed to encourage companies to

improve total quali

Vokurka (2003,

pean Quality Award (Europe,

iplgéntations. According to Stading and

! i ational quality awards are Japan’s
USA’s Malcoh@aldnge National Quality Award, and the

Award.

Deming Priz¢/

European @

S of implementation, quality awards are strongly associated with
quality 1mprovement practices and organizational performance, which
according to Dick (2000), quality awards or certification are linked with

improved quality system that leads to better quality and hence to better business

performance.
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Indeed, many companies around the world used these international awards
as criteria to improve their quality operations, which help in enhancing their

practices and achieving higher performance. Thus, quality awards act to

increase the awareness of total quality management and ensure continuous

improvement contribution to superior competitiveness (Ghobadia and

Woo, 1996). % (’}

Some researchers used these international quality awaﬁ@ 1dentify the
critical tactors of quality management (e.g. Black and P% 996 and Quazi
and Padibjo, 1998). According to Ghobadianand and{% (1996), quality

awards are acting to increase awareness of total quali dment and ensure

the continuous improvement contribution to syperi

quality awards provide a set of criteria for b
In fact, all total quality manage@ds

human and technical factors of

T
<

_ therrld include both

1’9’36 awards include
A

human factors such as leadershi an, fESOU f(@s, customer focus and

| 4 |
satisfaction, employee involveﬁg anc#erﬁ and supplier relations.

ddi I @ir focusing on product and
%.J&ﬂ

According to Zhang et al (2v In f

service perfection or traa% q& gg;ment methods the international

quality awards alsc@est on wideé-ange of management activities,
\ ﬁ

X
behaviour and proé hich 1M pcz)ih} final implementation of total quality
management. [ *
4

Q. L
& s
Thﬂ) ng sections taLc;J. view for the international quality awards.

degree of quality performance.
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2.3.1 The Deming prize

Deming Prize was established in Japan in 1951 by the Japanese Union of

Science and Engineering (JUSE), it is a forerunner of the national quality award
fashion. Deming prize was a primary purpose to spread the quality gospel by

ntation

recognizing performance improvements issuing from successful i
of companies or total quality control base on statistical §ualyy control

techniques (Ghobadian and Woo, 1996). Y_ |

The Checklist of Deming prize includes a set of criterNt work as a map

leading the companies to improve their processes tovl g I g,l]er organizational
list Oan Prize 1s
@

involved by human and technical factors @ality an gfn_@" which
Sy, (¢
y 1

performance. According to Zhang (2000), the

emphasizes on the important of top managem le por q lity\}wnagement

Processes and

implementations and understanding of, qua¥ft

N
Gg,i h@% &, such as leadership,

Ny
yand @mer focus are included

otfx® human factors that do not

requirements.

Concerning this study, th

employee involvement, training

unication and

in the Checklist of Deming pgize WA
connect to the_ current %Ere
human resource manﬁn .

As Deming

Application Pr



Table 2.1: Check list of application for Deming Prize

— —
I R — — s ' e —

Elements Details

place in overall business management
- Clanty of policies (targets and pnont
l measures).

| - Quality and quality control policies and tEN

- Methods and processes for establishi policies.

- - Relationship of policies to long- wort-tenn
i plans.
- Communication (deploymen oligies, and
| | grasp and management evin Ws.
| - Executives and manage p. ® X
- Appropriateness of
for quality contrgl an
involvement. &
| - Clarntyof a crl'a and red) .
| Organization * Sttmel iy A
| % Jéteam act1v1t1es
' acﬁvm < ,;é?
- 'ps Wi ma&ﬁ' companies (group
j QS co&c ors, sales
C.)- |
€SS @ollecting and
1n%}temal information.
58 of collecting and
| > internal information.
Information p of ying statistical techniques to data

analysi
Apprcﬁtemess of information retention.
Status of utilizing information.

Status of utilizing computers for data processing. I

Rty
sl

24



Table 2-1 continued...

2

—

Elements

Details

Standardization

Appropriateness of the system of standards.
Procedures for establishing, revising, an
abolishing standards.

Actual performance in establishing,
and abolishing standards.
Content of standards.

Status of utilizing and adhering t
Status of systematically develgpi
accumulating, handling dow
technologies.

Human resources
development and
utilization

S

Maintenance/

activitie\

N

A

ik

|

c,jwn}

Education and trainfg®plans gnd thej r ‘ﬂs.
Status of quality cOmgciouspess, gonscgulsness
of managing jovd uné din%p
quality contgQl. \ g
Status of s@ng dtivat g self-
developriagt #nd sel zat{01).

hd&¢ilizing statistical

; S

Statusg@t under
concapt \
St% CfLircl devetpgment and
11119 eme§¥ @b cst1O0.
tup Ing development of
ou ;:!; NQ ssociated companies.

of
: &

— e —

AN o@%ﬁnagement (PDCA) cycle.
Vgi#lgels fop determining control items and
Del le\cé.s.

e conébl situations (status of utilizing control
C a%ﬁnd other tools).
Sm@s of taking temporary and permanent
measures.
Status of operating management systems for
cost, quantity, delivery, etc.
Relationship of quality assurance system to
other operating management systems.

M

c




Table 2-1 continued...

26

Elements Details

- Methods of selecting themes (1mportant

| problems and priority issues). |
| - Linkage of analytical methods and intﬁn”ﬂq

technology. . (0
M

- Status of utilizing statistical method
t rg8ults and

Improvement

. analysis.
activities . Y

- Utilization of analysis results.
- Status of confirming improve
transterring them to mainten
activities.

| - Contnibution of QC cir

R ——

| profit, safety, and

- Intangible effegs. §

- Methods for ggasS¥rin Wud ! aspQ ffects.
- Customer at ployee s

- Influencg

On asso
- Inﬂueg Ioaa%

——

Effects

ent situations.

S for uproving problems.
Dof ¢ ges in social environment and
X [e%%)ments and future plans based on
rf egted changes.
' among management philosophy,
long-term plans.
y of quality control activities.

teness of future plans.

Future plans
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2.3.2 The European Model for TQM

European Quality Award is one of the famous international quality
awards, which 1s used by many companies in different countries. It was

officially established by European quality award in 1991 to supp&ﬂnd

encourage European Companies to implement total quality 1

@ent

program. Actually, this quality award is used by many companies t ghout

the world as a criterion to enhance their processes and increase ¥ganization

quality performance.

Human and technical sides of quality managemecnigme® j eria in
European Quality Award, which include human s#
, 1n

addition to the human factors that draw on th¥ stu \U\ as, fgadership,

customer focus, employee invo]vement,wie yon, ﬁning and

3
education, and recognition. \

The European Quality Award %5 Aterizp hat x
N’ X0l

aspects, enablers and results; they, am e

o s

management support, customer satisfaction, and.

e divided into two




Table 2.2: Check list of application for The European quality award

Elements

Details

Leadership

Visible involvement in leading total quality;

A consistent total quality culture; Y.
Timely recognition and appreciation of th \
effects and successes of individuals and tqams,
Support of total quality by provision of |
appropriate resources and assistance; ‘
Involvement with customers and syppli®s;
Active promotion of total qualit 0&6 the
organization.

Policy and
strategy

——

]
n\wae cept
e
Normefl o Jh@

nt tQpt tal uality:

TMQ 1S of %iness
N

How policy and strategy ased

of total quality;

How policy and strate
of information that is re
How policy and strat
plans;
How policy a

dr

People
management

|

fepffyn people
pab.@‘ies of the people are

' lo'peb'hrough recruitment,
' rf)@ression;

d tea®AS agree on targets and
revael¥ performance;

I ¢earient of everyone in continuous

hpgh redé‘o take appropriate action;
w%ffe?ive top-down and bottom-up
commuyCation 1s achieved.

Financial resources;
Information resources;
Material resources and fixed assets:

The application of technology




Table 2-2 continued...

Elements Details \i
- How processes critical to the success of*
business are 1dentified; Y.
- How the organization systematicalwnages 1tS
processes; Y'
- How processes performanageme
along with all relevant feedba®™
Processes . .
review processes and to sgMg
improvement; é
- How the organization ;m
creativity in proc
- How the oraMcm
changes ailgluat@%
Customer | \ |
satistaction ? -
People
satisfaction

Impact on
society

——

Business res
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2.3.3 The Malcolm Baldrige National Quality Award

The Malcolm Baldrige National Quality Award was established by United

State congress in United State of America in 1987 to make awarenessTrds
1ality,

Oormancec

the importance of total quality management practices, which imprcm
satisties customers i American Companies in order to enhange¥pert

and capabilities of companies, which ensure competitive adTge (Zhangl,
2000). V

Many empirical studies in literature of quality m meng have used the

wy ‘zqyality

of quality management that related to thig

National Quality Award includes some
(such as leadership, customer focus. &

training, and supplier relation). Mo

&&,ctors that were not
involved 1n this study (such as e? y {1l rnand human resource

results) are included.

The Malcolm Bal
shown 1n Table 2.3.



31

Table 2.3: Check list of application for Malcolm Baldrige National Quality

Award

Elements Details

- Organizational leadership;
Leadership | o |

- Public responsibility and citizenshipY'
Strategic - Strategy development; ?
planning - Strategy deployment. é l\d

| ]
‘ | S

- Customer and markesg@fowledg ~\
Customer and 7 e |
market focus . f N

It nshig@'

Information and
analysis

s
alQO
S

ance;

Human resource
| focus

Process
management

_ I 0
% ae@ M‘ho{é)ﬂining, and development
.\5

o and satisfaction

ell-b -

'S

nd gepvice processes;

N
pResses:

SUppli@‘hd partnering processes

NI
S

Business results

Customer focused results;

Financial and market results;

Human resource results;
Supplier and partner results;

Organizational effectiveness results

E— e — ——— = o o —
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2.4 Human side of total quality management

Since 1t has been described the background of total quality management, it

1S now appropriate to introduce literature related to human side o%ﬂy

management.

As mentioned earlier, total quality management approac*s built by

quality leaders, who made the main structure of total quality qanagement, in
addition to the contribution of international quality a Nch as Deming
| g lelcolm Baldnge

.

d é?aluate the
4\?' 1de, and also

plefentation of total

Prize 1in Japan, European Quality Award in Europ

National Quality Award 1n the United States of Ami

Recently, many studies were carried oﬂdeﬁ'

critical successful factors of total quality %' emem

to discover the importance of these f

quality management from the other 1de hﬁ;&SQldleS in literature

p@tlces they divided the

critical factors of quality man Nent g[j) g@% either hard and soft

factors or technical and hu Ea?&ors :s?t 7
The following S%&}U t@ww the human side of total quality

management starte fromp PDE)@‘lg of cntical factors of quality
management an e 1v1$

were interested 1n dividing total q

t se ors into technical and human factors.
Besides, ssufl }um#\ factors that used in this study and the
relationshi ween these hu@ factors and quality improvement practices

ron performance.

Z.Qitical factors for total quality management implementations

It 1s difficult to 1dentify and measure the critical success factors of quality

management (Zairi, 1994). However, the literature identified a set of total

quality management practices as critical successful factors for the

implementation of total quality management.
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Oakland (2000) provided a general definition of critical factors of quality
management that influence the organizational or a management system in
business environment. He defined critical factors as the critical areas that the

organizations should carefully examine and categorize their impacts.on the
1211

\

them and achieve the effective implementation of the systm Jnd the

system as well as on the whole organization in order to successful age

organization’s mission.

Saraph et al. (1989) pioneered an empirical approw) identify and

ilglenientation In the

at1 1 had been

B
made in the literature to organize and synthe%e varjus et’; @?‘itical

factors, the measures of overall organizational mahggemept or

' anwi-ndividual

N
&

&, ..
progcy’ to identify and
,ﬁ}ality management

measure the critical factors of total quality managem

United State of America. They argued that no s

critical factors identified by different qualit%gu 1S.

Later, some authors have deveM) similar
investigate the critical success %ors E@\_\g w

| N
implementation (such as Oprim Al 2(ﬂ2, nQ;@lO; Fotopoulos et al.,
2009; Wahid and Corner, 20 MT dali,éOO&; Antony et al., 2002;
0

Zhang, 2000; Hesan et al.% all, 1998; Black and Porter,
1996; Tamimi and Gorghon, 19¢

;IJAI; '

b 4

\gq et @:’1995; Flynn et al., 1994; and
Porter and Parker, 14 -

literature and appr(% oztofal
of them were &801}( # n{& standard of the previously mentioned
international &'y award (s{ld{;"s Black and Porter, 1996 and Quazi and

>
Padibjo, 1% able 2.4 review~those critical factors that were developed by

udie&ere carried out based on previous

' t(\i‘management leaders. In addition, some

rcscal

aph et al. (1989) claimed that the identification and measurement of
critical factors of quality management implementation would be useful to both
decision makers and researchers. According to them, the collection of quality
data such as defect rate, error rate, rework cost and scrap cost is classified as a

measure of quality performance not a measure of organization-wide quality

management.
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However, they have made the first attempt to identify and measure the
critical factors of quality management and they declared that this operational

measurement would be useful to both decision makers and researchers. It makes

decision makers capable to know the status of the organization contrgllable to

make organization-wide improvement in quality management. \

Furthermore, Saraph et al. identified and measure eight fftags from the

literature of total quality management as critical factors of qua\y management

technique and factor analysis from 162 general meas ality managers

implementations in business unit see Table 2.4. The M questionnaire
Zd qlu

of 89 divisions to measure manager's perception®l eight Sgtigdl factors of

2
quality management implementation in 20 compalégs at thefbusi eis—l\qgl'.

Flynn et al. (1994) claimed that a weak\g@¥elopwgent 'ez;rement 1S
related to reliability and validity in th

mentQiterature. They

identified seven dimensions of quaW ; @ they tested the

measurement of these dimension%li {@ﬁty, and then, they

established a framework to %ate '1 ﬁgement program by
researchers and practitioners  Th® ei xed in'\éeir processes and analysis
on the measurement rath@r Zthe anlit pb@ance. Flynn et al, identified

h
- seven dimensions of ;wy :l %

5gd on search on a sample of 716

respondents at 42 pred S.@ﬁ of America, in the transportation

) . : .
component, elect erhndustnes. The seven dimensions are

shown 1n Tablg "

Porta&d Parker (199€)vsuggested that there 1s no agreement or
identiﬁc\k to the key elements of total quality management or the critical

influence the total quality management implementations. Thus, they

fm
attetped to 1dentity the critical factors that influence total quality management

implementations, which were based on Saraph's attempt in 1989 and the criteria
of the Malcolm Baldrige National Quality Award (1992). While Flynn et al.

(1994) 1dentified seven dimensions of quality management, Porter and Parker

1dentified eight critical factors to total quality management implementation by
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survey on 10 organizations in United Kingdom through an in-depth interview

technique, see Table 2 4.

Tamimi and Gorshon (1995) attempted to develop a tool for assessing total

eto

develop a survey instrument for the purpose, and they used D eEQ points

as a critical factors. Ahier et al. (1996) developed an instrume easure the

quality management practices. They used Deming philosophy a

key quality management constructs by testing 371 automotwe

pames They

attempted to make comprehensive approach to identify and Yaidate the critical

success factors of total quality management. Regar ze cimcal factors of

total quality management, they identified 12 criti actorg & r1 n Table

2.4.

Black and Porter (1996) establlshed

self-assessment framework to better info
total quality system. They used Bal

critical factors to the 1mplerne

questionnaire carried out over a ng 11 mdu s companies in United

State of America and Europe e sh in Table 2.4

h i
i \?
Yusof and ASplnwa 99, It ofl 4nd analyzed the critical success

b
factors that were K ed lby revi

authors in small and medium
enterprises; they yse ule]liqn

\I'C

Ito%ﬁ.eet the purpose of their study. Zhang

(2000) said "

lenfentytihn c&)total quality management cannot be
utilfzige” guitadl
w

del of quality m&hagement methods to assess the organization's

successes Wi quality management methods". Zhang

strength eaknesses 1n order to improve business performance. He focused

oﬁ ct of quality management methods on business performance through
21 wfacturing companies in China.
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Guion (2010) claimed that critical success factors such as leadership,

strategic planning, competitive benchmarking, process management, human

resource development, education and training, quality tools, information and

analysis, customer management, and supplier management have an igportant
ional

impact on total quality management implementations and 01@

performance.

Recently, Oprime et al. (2012) identified and analyzed a of factors as

critical success factors to the implementation of total quali anagement in
Zle

Brazilian companies. They identified staff training 1 solution tools,

incentives for suggestions, face-to-face communi ShOp floor

visit as critical factors to the implementation of t juality ma qe—irrqx' They
?.

used a survey throughout 46 industrial compame

c'

NV
S
we arried out 1n

ddl@st (UEA), Hesan
Kong, Wahid and

Other attempts to identify critica
different environments such as Badri N 0

et al. (1998) 1n Singapore, Anton
Corner (2009) through case stu

al. (2009) 1n Greek. \

X l

I
P lﬁlk(ﬁ@nd models-and frameworks that
have been discussed & resJarc r buythe mean structure of study, which

~hgtor such, ak
s
J tra@.mg and education, and reward and

at1gn,
IUJ;tlor3$

r the implementation of total quality

alaysm Fotopoulos et

Theretore, based on

found that huma

Ny
%.dershlp, customer focus, employee

involvement, r

recognition _ sentfa

managemeftm@d organization @ormance. The following sections discuss in

Cntical success factors of quality management are summarized in Table
2.4

Ytactors and their relationship with quality improvement practices

ation performance.



Table 2.4: The critical success factors of quality management

_=—

Authors Period Critical factor
I-Top management leadership\
2-Role of the quality depa@
Seraph et al. 1989 3-Traming |

Yw

ement

4-Product design
5-Supplier quality
6-Process mana

7-Quality data

Porter and

Parker

8-Emplo@latio E.
* b4

Doha

Vee involvement

7-655688 management and strategy
(-Buality technologies

1- Top management support
2- Quality information

3- Process management

4- Product design

5- Work force management
6- Supplier involvement

7- Customer involvement.

—— e —— — ——



Table 2.4: continued...
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Authors Period Critical factor
I- Top management comrriqzt;
2-  Customer focus (0
3-  Supplier quality manag&n- ent
4-  Product design,qual§y management
5- Benchmarkin V
1996 - % Z
Ahier ef al. 0- Statistical S antrol (SPC)
#p fdeg‘nance
R A2
1 ~Feople a&tiiustomer management
- pl@)artnerships
| \R‘ o ..
3- 90& nication of improvement
@rmation
4&ust0mer satisfaction orientation
Black and “\& S

&

.
T

(- Extemnal interface management
Strategic quality management

7- Teamwork structures for
improvement

8- Operational quality planning

9- Quality improvement measurement

system

10- Corporate quality culture

—




Table 2.4: continued...
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|
| Authors Period Critical factor
g _ 1- Top ménagement commitment.
| i 2- Supervisory leadership
| 3- Education
1998 4- Cross functional comm 10n to
Tamimi improve quality Yv
| 5- Supplier managelﬁyt
I | 6- Quality traing
7- Product/sg
’— | l -
| : |
1998

| Antony et al

Sharma and

I Kodali
; §
N

Oprime et al.

2012

.'
) §
Tﬁ

\15"’

I\E—L

f 3- ple/change management

tJ %rocess management

ﬂ
om ﬂlc@‘h to improve quality

1NUOY 1mprovement

P i ocus/management

&é;’rvshlp

Knowledge management
Societal impact/responsibility
Continuous improvement
Performance measures

Customer satisfaction/focus

Staff trgi_ni_ng_in problem solution
tools
Incentives for suggestions,

Face-to-face communication

Regular shop tloor visit
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2.4.2 Human factors of quality management

Through explore an extensive literature of quality management, there were

lacks of studies emphasizing on human factors of quality management while

most studies were carried out to contribute the design develop w and

application of the total quality system (Lau and Idris, 2001). % (}

Due to the production orientation of the gurus of quali ma gement, 1n

cient attention

the implementation of total quality management there is Qj’

for the human factors of quality management as leadership,

* :vertent, teamwork,
0 1aMHi1 1991,

communication, training and education, employee

reward and recognition, customer focus, and suppW

Wilkinson, 1992, Louise, 1996). | &

Thus, as a result of the orientation total 1ty gem fq'\éurus, more
attention was paid to the technical fact Mot ughty mg1l gement, which
emphasis on tools and systems of qualn i Ql the organization
rework their process to implea /\nagement practices.

A4

elements of quality

management have the greate ct gn werk degign, whilst the human factors
. I Q -

-of quality management e gpeat ;ezo upon employee orientation

towards the work role&PNeve', \atureéﬁuality management suggest that

the technical fact w na@%ent must be combined with the
%nm %

extensive use of

According to Holman et al\

quality mana

(Edward ai

N

approaches. In fact, the management commitment, employee role and customer

satisfaction dimensions have much more discussion in the work of total quality

management gurus.
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The quality gurus considered management support play a central role to

achieve total quality management aims, which Deming (1986) considered top
management commitment as the responsible to drive the changing in processes
and system, and also the responsible to put clear standards of acceptable work

vide

to employees and create appropriate environment in addition tg p
methods to complete quality aims. Besides, quality problems Ecéue to

management rather than workers (Juran et al., 1993). Juran et al. empWasized on

Wowerment,

participation, recognition and rewards. He suggested thatismnd project act

the 1mportance of top management commitment and

together to enhance quality improvement thro im}]rovement of

communication and coordination between manageMgat

enhancing coordination among employees thenfalyes AC

A
et rgSpon¥bility for
P\’ y

(1979) 1dentified the management participatiop, m¥agenge
| \ﬂsant ﬁiples and

Alsé* he considered

quality, employee recognition and educgtion$§
practices for successful quality improy

Nty _anrovement.

change the thinking of top managemeitt 1s t

Employee's role also has be

management approaches, whi ali

empowerment, teamwork, %

rewards as important pﬁrﬂgles a

W

the approaches ity !J !
importance o %uren{e of ¢
N

claimed thg quality chain s@'{s with the 1dentification of all customer

s p employee participation,

, edugatiqh, bo@ﬁunication, recognition and

ces &éﬁuality improvement program.

N
:;knt,}r(d satisfaction were considered in
L&V Deming (1986) emphasized on the

mer requirement. Feigenbaum (1991)

Furthermore,

requiren% nd ends only when product or service is delivered to the
cus% e mmportance of customer satisfaction was essential in Juran's
approd®® In fact, Juran et al., (1993) considered the understanding of customer
requirements is very important to ensure design quality that meet customer
needs through the use of techniques including quality deployment, experimental

design, reliability engineering and concurrent engineering.
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On the Other hand, the criteria of total quality management awards such as
Deming Prize, Malcolm Baldrige National Quality, and European Quality
Award consider the human factors of quality management such as customer

involvement and satisfaction, top management commitment, communication,

training and education, employees involvement, teamwork, re\{R and

recognition, and supplier relations. : %

In general, quality management gurus and international \(npebity awards
consider tactors, which represent human side in this study, #&ghpds leadership,

customer focus, employee involvement, training agd vatlon, supplier

for the

e",yilkinson

emc;és. o dividad

, wéﬁh interested on
IR
ve { arr&ﬁvaement of production

techniques, including statistical M S CO qua&‘;f function deployment,

changes in the layout, desq dur‘s ijl S @mzaﬂon and just-in-time

inventory, while human side ¢ cemk I'Eépg customer awareness within

an organization and a& mq@een @ form of internal marketing or
-t ST O
employee communi M p

According %
reorientation oMot

(J
The culturEMge becomes as a stumbhng block 1into many companies involve

quality management mnto two aspects,

human side of quality management ap

that the hard aspect (technical side nvQ

he@lture change 1s a major reason for the

136,(

quality towa@sxl'le human factors of quality management.

management 1mplementation (Develines and Partners, 1989;

total 4
K&:& 991 and Louise, 1996). Lau and Idris (2001) suggested that it is

necessary to study the critical soft factors (human factors) of quality
management due to their importance to total quality management
implementations to contribute in change the thinking of managers and

employees and permeating of total quality management throughout the whole

organization. Yasuo (1980) said "To make good use of personnel is difficult,
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but 1t 1s an 1ssue that 1s required and must be overcome". According to Tamimi

and Sebastianelli (1998), 48 per cent identified barriers to total quality

management due to human factors of quality.

Recently, researchers pay more emphasis on the dimension of Tn
ard

@»

enne and

factors of quality management, and their influences and relations wi
factors and organizational performance (See Table 2.4.) (e.g. .

Sharma, 2009; Fotopoulos and Psomas, 2009; Abdullah et al.,?; Lewis et
al., a, b 2006; Rahman and Bullock, 2005; Boon and Arumugw 05; Sila and
Ebrahimour, 2002; Lau and Idris, 2001; Louise, 1996 Wmi et al., 1994;

Wilkinson, 1992; Hill, 1991). \d
7 e

Samson and Terziovski (1999) found huma %s f;@&ality management
such as executive commitment, e@f ﬁn%me ‘c%nd an open culture
can make competitive advantage\on G

g alj

process improvement, benc

theé}c ical factors such as

ar N and analysis.

ple total quality management

Wilkinson (1992) &}gﬁedl t
d | _.

process will be much.&
%‘akin

employee involgepicht. THuS .4 ‘.is dﬁcult for quality tools to contribute in

quality imprﬁe
position $t support and guidance by the human factors of quality
such as top management commitment and employee and supplier

managlege
suppONgggbtopoulos and Psomas, 2009).

Lewis et al. (2006) found that hard criteria implementation has more

is@% were brought to the fore, adding

takes such as th \g?epartment barriers and increasing

nt, customer @ifaction, and consolidation of its market

attention than soft criteria (human factors) in small and medium enterprise. He
detined the human factors of quality management which are largely related to
the behavioural aspects of working life such as leadership, human resource

management, supplier's relations and customer focus. Hill (1991) also suggested
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that there are lacunae i1n the implementation of social factors when the

organizations reengineering their system and procedure.

Lau and Idns (2001) found that human factors such as culture and trust

and teamwork have a strong influence on quality management. The i 1mp

of human factors of quality based on their important role on the imp atlon

of total quality management; as a program needs great and contin changing

in the culture of organization. Motwani et al. (1994) conmd?be human

factors of quality management such as leadership, orgam al skills and

culture as a key player that act to achieve quality perfo

[t 1s easily to quantity the hard criteria (Lewis,
Louise, 1996), while the soft criteria are more o

more difficult to measure (Lewis, 2006 b;

Samson and terziovski, 1999).

&Q and 1nvestigate

heir impact on the

1V ﬁ quality management

ehcore quality management

E(e Y;
al as

l
na P‘lil(l/, product design process and

Y |

practices, and includes: prowe€sy
statistical and control/ ma

management mfrast

eco -group named as the quality

ma) ctors) which includes: customer

gr@ﬂudes workforce management, and
o

They f | positive relan&ﬂshlp between quality management practices

and per%ce which both technical and human factors are significantly
1m503mzatlon performance. They also found that the core quality

management practices act as a mediator factor for the relationship between the

relat1onsh1p, suppla

rta‘

top manageme

human factors of quality management and the organization performance. In
other words, human factors of quality management indirectly impact
organization performance through their direct impact on core quality

manageiment practices or technical factors. This finding supports the purpose of

the present study.
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Furthermore, Ho et al. (2001) divided the eight factors of quality
management that were developed by Flynn at el. (1994) into two groups:;

namely the core quality management factors and the quality management

infrastructure factors. They found a positive impact of quality management

g
\ctors
% quality
\»

Mtors) (they are

shown in Table 2.5) and 12 hard factors as gigidehl Y: '
study,
%am}

and published 1n different journals N 9. |
Ebrahimour (2002) found out 1n

Infrastructure factors on the core quality management factors. Besid

found another indirect impact of the quality management infrastru

on the organization performance through their impact on th

management factors.

Lewis et al. (2006) identified 13 soft factors (h

management based on Sila and Ebrahimour (

criteria factors of quahty management. Actuall

d1

scnt countries

1
act, Sila and

Aof seven practices

received the highest coverage that

hard factors of qu

quality manage

SO th‘; r(fwd@- evidence that human factors of quality

Not that only
managemméport the hard@actors to give 1mpact on organization

perform

Qally, Rahman and Bullock (2005) found a significant relationship

between the human factors of quality management (such as workforce

commitment, shared vision, customer focus, use of team, personnel training,
and cooperative supplier relations), and the technical factors of quality

management (€.g. use of JIT principles, technology utilization, and continuous
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improvement enablers). They used six human factors of quality management as

shown 1n Table 2.5.

Also, Abdullah et al. (2008) found a significant positive relationship
between the human factors of quality management (e.g. mawm

commitment, employee involvement, training and education, and t and
lhe six

recognition) and quality improvement and organizational perfo

human factors that used in this study are shown in Table 2.5.

performance 1s favourably influenced by the hard fact§Ma(® Penchmarkmg

Mfﬁcwncy

\her %&rs such as
ctiéﬂ

ged 1n Table 2.5

and quality measurement, continuous improve

improvement), the soft factors (e.g. top managemd

support, employee training and increased iy

customer improve organizational performa ), and

customer focus and training contnbuted@omer

Human factors of quality n@] are i

é




Table 2.5: The human factors of quality management
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Authors

7

|

|

—cate

Period lﬁ Human factors

| Seraph et al.

1989 ‘

1- Top management leadership

2- Role of quality department :

3- Training

4- Supplier quality manaQ g

Flynn et al.

|

1994

Rahman and
Bullock

5- Employee relations Y.

1- Top manage

2- Process man

Workforce

4 2-$pplier quality management
Q}' Employee participation

4- Recognition and reward
5- Education and training

6- Customer focus




Table 2.5: continued...
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Authors Period Human factors

1- Customer focus and satisfa
2- People training. \
3- Top management co@nt
4- Teamwork.
5- Employee involW;t.
6- Supplier mnt.

L.ewis et al. 2006 7. C _
- Comm .

Abdullah et al.

& ° :

Reward and% 114
resourcq m ag’eﬁ‘e?lt
X

commltment

geg

focus

Eh;q;]pyee involvement.

T%mmg and education.
I é_)aleward and recognition.
(.6- Supplier relationship

1- Top management support
2- Supplier support

3- Customer involvement
4- Employee involvement

>- Employee training
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From all what have been discussed above and based on the work that has

been done by total quality management gurus such as Deming, Grosby, Juran,
Feigenbaum, and Ishikawa, 1n addition to the previous studies that inte
identifying the critical factors of the total quality management im aTatvlon
(e.g. Oprime et al., 2012; Guion, 2010; Wahid and Corner, 20Q %Opoulos
et al., 2009; Sharma and Kodali, 2008; Antony et al., 2002; Zh X2 000; Yusof
and Aspinwall, 1998; Quazi et al., 1998; Black and Porter,\J(Tamimi and
Gorshon, 1995; Badn et al., 1995; Flynn et al., 1994; oWnd Parker, 1993;
' nlan )de of total

quality management (e.g. Gadenne and Sharma, 2Q09; Fotopoulge c.,
2009; Kumar et al., 2009; Abdullah et al., 20 ['ar, %O 74 emj%ﬁhg et al.,
2006; Rahman and Bullock, 2005; Louise, 19 Fly M 199§\;’Wilkin50n,

1992), the current study identifies six a n f; grs of quality

management; they are: leadership, cust focus Sep lie@lation, employee
, and

il

A
amne s a rgult @xamine both the direct
me$ on quality improvement

Saraph et al., 1989), and the studies that concentrat

involvement, training and educg recognition. The

identification of these six factors g

impact of human factors o
brmante,

practices and organlzatm% “

factors on organizatigh, perf

}d ?Q’ indirect 1impact of human
théagh their 1mpact on quality

&
? T,
2 9
b &
The sixsw fact Or rng%:n detail as follow:
N

N

improvement practlc
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Leadership

[SO 9001 detined leadership as a person or a group of people at the

highest level, who direct and control the organization. Almost total quality

management gurus consider the leadership or top management commitment as a
key player in the implementation of total quality management. TON\ ality

management requires leaders to motivate and inspire their emp sa:)eyond
hich eadershlp
c ent process

ongsiB

alsofres nflbti)Ba put

1d to Freatglan a?propnate

\mﬂ‘ Acc i@‘mg to Reed

environment, and provide methods to complete ¥halit
i

et al. (2000), "embedded 1n the process 0@

for commitment to the strategy by top m genKt

that during periods of organizatio %anggv

from leadership to managemen\ rder % res

employees creates a clearer rstat 11‘1? and reases trust within the
I .

\ ’&

: otal quality management as the
ifg yihg vﬁnj)n (Mittal, 1999). Crosby (1979)
| f &cpJ management 1s the key to quality
Ju{a@‘)@) those firms that have succeeded in

1ty work for th&n have been able to do so because of a strong

their selt-interest and focus on the organization (Bass, 1997),

and control from managers 1s essential to success the ir

(Savolainen, 2000 and Boaden, 1997).

Deming (1986) considered leadership as th drive the

changing 1n processes and systems, and the lea de

clear standards of acceptable work to employee

fagn t 1s the need
len Qal (2007) tound

m@?ion of information

yractical information to

organization.

Leadership 1s d

key of providing (
considered cha

1mpr0vement

making tot q

leadersl%dongmde total quality management awards identified the
Iea@ as an 1mportant criterion for the successful of total quality

management 1mplementation. Leaders in top management need to set directions
and create a customer orientation, clear and visible values, and high

expectations (Baldrige, 1999).
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Top management commitment has been well-supported theoretically and
empirically. Many researchers identified the leadership as a critical success

factor for total quality management implementation such as Sharma and Kodali

(2008), Tarn et al. (2007), Lewis et al. (2006), Conca et al. (2004), Rahman

(2002), Antony et al. (2002), Yusof and Aspinwall (1999), Joseph et a 9),
Tamimi (1998), Ahire et al. (1996), Flynn et al. (1994), Saraph t amgg1989),

Dale and Duncalf (1985). *

Other studies emphasized on the relationship between hman factors of

quality management and quality improvement and orgead

such as Flynn et al. (1995), Abdullah et al. (2008),
(2009). They 1dentified leadership as one of the S

affon performance

5 e Y8 der'ne and Sharma

Ces W Jfactors of
X

on quali 'nﬁvement
4 b %

quality management which have a significant 1

implementation and organizational performan?. \ "
Y-'
Garvin (1986) reported that high Q%N:t 31 onﬁ ex1ist without

strong top management commitment m hi

which were always accompanied

of\glity performance,

@ment to the goal. On
oy

@' that top management

AN
y ﬂ@er in the implementation of

O

the other hand, Ebrahimpour\ ee N
support for total quality manvnt f
quality improvement. %

According to

anagement support 1s a critical

success factor for{ [ practices, which includes both core

- @'é quality management practices. They

es of g ali& n@agement either core or infrastructure would

quality manag

considered

be ineffeaiyv the implemenﬁ‘aon of quality management without strong top

mana% support.

arawneh (2010) claimed that the leadership is an important player that

strongly 1mpacts the implementations of total quality management from
different ways. He suggested that leadership has to lead the successful of total
quality management implementations through establishing or revising
recognition and reward system. Furthermore, leadership must take care about

customer requirements and supplier relations and must concern about the role of
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employees to the success ot total quality management implementations as well,

in addition to the role of communication to create awareness of total quality

management program.

The leadership must make a suitable environment to provide the comfort

to the employee 1n order to improve performance and productn%% the
organization (Leiter et al., 2002). According to Crawford an i (2004),

Employee's satistaction and commitment depends on mnovatwe anc

1 \l

mMitment to the total

supportive

cultures that are supported by their leaders.

Rao et al. (2004) reported that management

quality management philosophy is the major conta ss of any

quality initiative. However, according to Schm

are some dimensions of the behaviour are re of J¢adership,

which considered these behaviours as succedgtu + or g ty leaders’

1. Giving priority attention to internal customers.

They empower rather th\l Bl 2y
They emphasize improT l er thian Atenance.
n rat tg Ic ction.

:
er gﬂ competition.

r |an ﬁét and supervise.

)

N

They % }r m rqéb communications.
ually demonsgﬁ. their commitment to quality:.

10. ?y.gstabhsh orgamzatlalal systems to support the quality effort.
‘ée

6 y encourage and recognize team effort.

Yy

They emphasize p

They encourage

They train nn@

They learn pro

aborelt
h, ratl

lemsC ¢

e B T o B o
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Customer Focus

In reality, most of the organization effort and practices emphasizes on
customer satistaction. Literature of total quality management that was built by

quality gurus and contributed by both quality awards and the other empirical

nagement

(2002)

studies that made by the researchers who interest on total quality

approach such as Lewis et al. (2006), Conca et al. (2004), R 1%
Antony et al. (2002), Yusof and Aspinwall (1999), Joseph et 31%9

et al. (1989), Flynn et al. (1994), Black and Porter (1996), AhM et al. (1996),
Lewise et al. (2006), Rahman and Bullock (2004), Abd lm.al. (2008), Tan
. ly,lconsidered the

et al. (2007), Gadenne and Sharma (2009). They
customer satistaction as a main objective for all%ggtal Wanagement

ol
practices. In point of fact, the customer in qu@anag en ;fn_l\ ¥phy 1s

considered as a central aim, which all practices arfyactivigies o or{dyi'zation act
ey qﬁ;r'

lity®<$anagement field

é%sfaction. According

), Saraph

to explore and achieve the customer requir%z .

Ditferent definitions from sch@ total
defined quality as a philosophy to i%igatﬁ%
to Feigenbaum (1991), quality i%omg‘r de miz@n, not an engineer's, a

hm *
entifi

marketing department's or a
that quality chain starts %; i
. 4 J
We S @g geJ ustomer 1n full time.

nt's @ermination. He suggested

-

4fQ) customer . requirements and

at10
X to

ends when product or s

N |
1meé_)Qhat total quality management means

Sashkin and KT

199]

L4
c;y 1S .@ﬁned by and supports the constant
1 ng through an integrated system of tools,
raining. Taguchai 986) however, stated that quality products

technique\.At

that the organ;

)

achievement

e needs and expectations of the customers at the minimum loss

should m?
durin life of the product. Deming (1986) has emphasized on the

impoMfice of measurement of customer requirement. He considered the

customer as the king of quality. In fact, meeting customers' requirements is the

way to quality, towards competitiveness, and thereby to success (Oakland,

2000).
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An essential core value 1n total quality management philosophy is that all
products and processes recognize the requirement of customer. Li Riley et al.

(2006) considered customer satisfaction as an important construct and one of

the major objectives of organizations; while, Juran and Gryna (1993)

considered the understanding of customer requirements as an importan

made by organization to ensure that quality design

requirements and needs.

Theretore, involvement of the customer in the process o¥product design
n?a\_%eve customer
154 In fhe competitive
marketplace 1s to serve the requirements of the om Wthan their
2
N3
O

competitors. é
4 b3

According to Dahlgaare and Park (ZOOW ‘qu.{l ma%ement 1S a

philosophy that works as a company cultEMrac incﬁxent customer

satistaction through continuous impro

becomes an 1mportant practice to understand a

requirements. Organizations realized that the key to s

€nt, whegg all @ployees actively

contribute. Milakovich (1991) poi Q’ut t@
l' ? &

organization will be increased t an_ctiegtive @? quality management,

~

which includes a total organiz?h\gl 1 0ac fmg,eeting customer needs and

expectations, which inw% ' E
y ‘ ’ " - " "
improve the processes,igducts il Gy 1ce@he organization. In general, the

organization must lo e Pts f1psiMn order to determine what it needs

?) Aall performance of an

Im

ge}&nﬁmployees, to continuously

STO

y |
to do, such as usin lﬁcgﬁ designing new products, monitoring

\161"f
ev‘el % :pn ¢ to customer complaints and evaluating

customer satis@
1 , 1991—" eters, 1988; Schonberger, 1994).
N

it (Ban

1ts success at
Fl

U al. (1994) considered the relationship with the customers as an

ractice of quality management in order to explore their needs since

the rctlonship with the customer is a key to quality management in order to

fully determine the customer needs, as well as to receive a feedback on the

extent which of those needs is being met.
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Alongside, Customer focus plays as critical success factors for total quality
management 1mplementation and has a significant impact on the

implementation of quality improvement practices and organizational

performance (Flynn et al., 1995; Rahman and Bullock, 2004; Abdullah et al.,

2008; Gadenne and Sharma, 2009). Y'

Satistying customers' requirements better than the competis widely
rajarn

recognized today as a key to success in the marketplace (Thia%a jal¥and Zairi,

1997). Flynn et al. (1995) determined the impact of customer§elationship in

three ways; Yw
rdlat A

tKSha

reducifg thy n'fm@%r of
IS

engineering change orders after the design h eacheg rodicti ‘kthereby,
N

{3'

SV OU. %e useful in the
@)

with the

First, by mmproving initial design quality, a s

customer will 1mprove quality performance

reducing manufacturing process variability, ? '
Second, establishing strong links wit\ﬁ@

development of manufacturing desigg; allowinms;
critical specification and toleranc@ thér o

Third, customer interaction iv}y

which better meet the cust% nee

rs to determine the

\tives,

Supplier Relations

O

Literature g + @considers the relationship with supplier

> 4y
1S a strong gn Yyution to thg i@Tementation of total quality management
(Lammingg,

). According RJ‘:‘byer and Ouchi (1993), organizations have
cognize that there are strong competitive advantages and

peglorm

begun
e improvements to be gained from developing cooperative
relationships with suppliers. In fact, changing the relationship with suppliers is
an 1mportant aspect of the overall change brought about by a total quality

management approach.
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International Standardization Organization (ISO) (2000) extended the

philosophy of total quality management to suppliers out of the company, which

ensure that they engage 1n the same quality practices. ISO required a system for

suppliers to be identified, selected, communicated with and evaluated; besides,

;hels

are interdependent, and such a mutually beneficially re]atlonshlw ces the

suppliers must be chosen and evaluated in relation to the criteria that

established. Furthermore, ISO (1997) claimed that organization and

ability of both organization and suppliers to create value. ng (1982)
| ng’ limiting the

claimed that establishing long-term supplier relationshi
number of supplier used by company 1s based on thgir

| Wence to quality
standards. The Malcolm Baldrige Quality Award (19 '

soQ?ed on the

on MAs @mportant

ed (@Tﬁtenal and
q%ﬁy management

a&one element of the

importance of supplier quality.

Leonard and Sasser (1982) considered

dimension of total quality management ue

o
activities. Actually, organizations co l}n
product design processes. Dale an
what they call. "Supply chain @
ard J >ooal’. It leads to benefit
’ 2
@f interest. Typically supplier

§

&)I’C—an aims, particularly to continuously

purchased parts, which sometime ma

94 pre@ted a description of

e

Wcept was defined as a

situation of ‘working toggther\o

through cooperation, rather ghan

relationship will lead tg \

1. Long-term co t%\) fd On,
improve th kct gr S¢ '

h&nesty, and ope clarat10n of problems.

N
s@'ed desire to work together, mutual trust,

coopera 10%

ess between both parties to learn more about each other. This may
yolye members of suppliers’ and clients’ organizations working at other

offices or sites.
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3. A constant interchange ot information, including all financial matters.

4. Cooperation on the design and methods of production at the earliest

opportunity.
5. Joint problem solving to achieve best practice. Y'

O

Juran and Grena (1993) considered the poor quality of sugher products

6. A reduction in the size of the supplier base.

reflect as extra costs for customer. Long-term relationshi Wl uppher led to

improvement in quality process performance and con ly ost reduction

(Newman, 1988). The materials input that come froM

requirements and standards of quality (Tar1 et al., 21

@n quality
ler cé\contnbute to

consideration rather than cost". They clai &

quality performance through many wayN;l(ey to e mm@elr contribution

1s the selection of a small number o %hers anmls ‘ Qabhsh a long-term
ése ctio

relationship with them. And als @er based on quality

h.ll‘a ;bn of high qualit arts.

consideration, rather than cost%
In contrast, supplier select ugh“ ve bidding process has no
incentive to improve qu@l'&nc _

Employee Inv

Throughot %

found th:Wloyees are at tlk centre of organizational change, towards

extenswe re of quality management, it has been

succe otal quality management implementation (e.g. Ooi, et al., 2007;
Ser@O%; Armstrong, 2006; Ehigie and McAndrew, 2005; Zhang, 2000;
Palo and Padhi, 2005; Sila, 2005). Actually total quality management strategy

relies on comprehensive involvement from the whole organizational members

(Andersen and Savie, 2004).
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As a message of total quality management "the quality is everyone", the
quality philosophy considers all the employees of organization are responsible
to achieve the aims of total quality management. Kanji (1990) defined total
quality management as “to obtain total quality by involving everyone’s daily
commitment”. Richardson (1997) defined employee involvement as a?ess

n

acting to make decisions and solve problems appropriately in the org@ S.

According to Zhang (2000), Employee participation can beﬂ%ed as the

degree to which employees in a firm engage in various qualiyf management
activities. Employee involvement relates to the particip '(N employees 1n
0;

problem solving and decision making at all levels in

am'zatlon (Oliver,

1988). Moreover, Oliver claimed that Involve empower

employees, to give them information, to mcreaset@mow dege 11d taﬁ'ward

their quality performance.
T
olvene ‘@ key to the

successful 1mplementation of total Rf mana ené%artlmpatlon 1S

%ana@ (J réq and Gryna, 1993).

decisive 1n inspiring action on qua
Ahire et al. (1996) identitied \ e;g)yeme @s one of the critical
Cl 1m

Ishikawa (1986) advocated emplo

successful factors for total qu% anl @nen‘[atlon Dwyer (2002)
concluded that the empl olverhen sbué'must be addressed in any

5

iot@gq‘uallty management theory 1s based

ﬁﬂntment , participation and involvement
dproye continually. Thus, due to the important

quality management 1n1th%

on the ability of RagjZatiop tojus

11 orde{

ees 1n the m‘ﬂ%mentanon of total quality management,

Seraphim (200 Ngel

of all employ,
role of e
organiz‘ati% ct to enhance the responsibility of employees to involve them in
the Q making and put the achieving of quality aims in hand of
[0Ys. This empowered employees and encouraged them to fix their own

working problems (Deming, 1986).
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In fact, Employee involvement i1s exemplified by things such as teamwork,

employee suggestions, and employee commitment (Zhang, 2000). A significant
characteristic of employee involvement is teamwork, which aims to improve the

input and the output of any stage. Teamwork is deeply needed throughout the

organization; it can compensate one’s strength for another’s weakness ( e,
1986). Furthermore, according to Zhang (2000), Group work t i 2roup

decision-making offer several advantages over individual effm several

of worthwhile possibilities may be uncovered, making #gne a possible

\Y%

Ing ¢irdsf]

knowledgeable people are brought into the decision-making a number

benefit.

Moreover, Mitchell (1979) suggested that by ac Employee

ljs_@"g job

ftificRrion, and
11\0\}%01’1 an

1t ﬁloyees are

committed to their jobs, they will bg Ree®y 611(6:101'6 energy on

involvement, employees will be capable to com to their

commitment can be defined in terms of

involvement with the firm. According

providing high process, product, a ty satisty the firm’s

customers.

Generally, employee 1n ' ] al factor of total quality

management implementat ent can contribute to the

business of the organiz ﬁ'qgthroll PhdereatecNAvolvement of all employees in
problem-solving, de@ it theéﬁfancial success of the firm.

alkMNG
c : / ¢
Training @cation f

and education had more attention in quality management

Tramy
approgh™gat was made by quality leaders and other scholars due to their

1mpOwgg¥ role to the improvement of employee abilities to achieve the aims of

quality management program.
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The father of total quality management, Deming (1986), considered

training and education as an important process in the organization to continual

updating and improvement. He stressed the importance of this factor in his

famous 14 points for the implementation of total quality management as

mentioned earlier. Furthermore, Juran and Gryna (1993) claimed thw

and education are a failure 1f they do not result in a change in the

behaviour and the organization must understand that training an@ 10N are

Yv

Many results of empirical studies, which inter% total quality

essential part of the quality improvement program.

management approach, identified training and educa orje of the most

awna gement

critical successful factors for the implementations o [ q
program, e.g. Saraph et al. (1989); Oakland (200
Yusof and Aspinwall (1999); Ahire et al. (19

al. (2006); Rahman and Bullock (2004); _ bdu pah
(2004); Tari et al. (2007); and Gadenne\

Ahire et al. (1996) sug
é

empowerment cannot be succe ut aytd
quality management. Oaklan ) N}:
training and education for% ualit f %e

and education should ons:dir 1S, 2 sgcant principle to total quality
management pollcle$a o) or@ér Zhang et al. (2000) suggested
that organizations l%und[rsto tﬁec(r'x%ortance of training and education as
an integral part tygMha a@\ﬁem implementation. Goetsch and Davis

4
(1997) sug%ess >

at 1t 1S 1mp0r@j to employee to be updated constantly due
to the ra anging in the orgamzatlonal environment, 1n which the business

i

éx involvement and
ey

ystematic training in

ue to the importance of

t implementations, training

requiggni®gts might be changed rapidly.

sby (1979), 1n his approach that emphasizes on prevention rather than
after-the-event inspection, doing things right the first time, and zero defects,
claimed that mistakes are caused for two reasons: Lack of knowledge and lack
of attention. Moreover, he suggested that training and education of employee

can remove the first reason; and a personal commitment to excellence (zero
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defects) and attention to detail will treat the second reason. Feigenbaum (1991)
confirmed that the effectiveness of employee training and education should

focus on the following three main aspects: Quality attitudes, quality knowledge,

and quality skills.

[shikawa (1986) supposed that quality begins and ends with edLa\t in. He

has been associated with the development and advocacy of univei ﬁqucation

in the seven quality control tools. These seven tools are listed below ™
- Pareto chart;
- Cause and effect diagram (Ishikawa diagram);

- Stratitication chart;

- Scatter diagram;
- Check sheet;
- Histogram:;

- Control chart.

e 1r ' /gtlerally aware and

In general, to ensure that %
nt {4 @‘33, competencies, and
n

understand all of quality g,
attitudes are appropriate to t ti 2
employees of an organi%\ shoul

‘ ogment philosophy. Thus, all

3 b; f(():)é'ed with the right level and
wJcrnatideal Standardization Organization

standard of training a

undertake the tasl&gw l

4

Reward éecognition

rd and recognition is one of the important practices in the

orgaglzgfion, which literature of quality management considered them as an
important practice for total quality management program (Deming, 1986;
Crosby, 1979; Juran et al., 1993; Ishikawa, 1985; Feigenbaum, 1991; and

Oakland, 2000).
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However, Crosby (1986) claimed that reward and recognition is one of the
most 1mportant principles and practices for the successful of total quality

management implementation. According to Juran and Gryna (1993), reward and

recognition 1s the public acknowledgement of superior performance of speciﬁc

activities and 1t 1s defined as benefits, which are conferred for g

superior performance with respect to goals of the organization. lso

claimed that reward and recognition can be given in different m salary

increment, bonuses, and promotion.

Zhang et al. (2000) suggested that reward and recognyig Acts to improve

and etfect employee commitment to quality improvem i grqm. Moreover,

SWV ard and
\T

he claimed that organizations should establishment

recognition program. He suggested the following; é

First, the reward and recognition must be consi ent

and objectives; because if individual or @

realization of the overall orgamzatlonamctl es t
E ]
eczve a

b o

t meachey cannot be

rewarded and recognized. Therefor

be continuously reviewed and up

because it 1S not easy to

Second, criteria should be ¢

'y

make sure that the reward Yerformed tairly.

\b

Third, the reward O(Y be significant and fit the

organizational cul els 1t 9

1P AL

should be applc'g\%'d by the workers’ congress.

Fourth, the pr

Fifth, once program is approved, it should be strictly implemented;

otherw1 ward and recognition activities cannot effectively stimulate

emplo ¥commitment, enthusiasm, and creativity.

Finally, reward and recognition can be provided at several levels: Individual,

team, department, or business unit.



Hill (1991) supposed that a system of reward and recognition is required to

get people to take total quality management program seriously and it should

includes pay, promotion, discipline and all the weapons at management's

disposal rather than a mere 'propaganda and trinkets'. Giles and Williams (1991)
$1

1C

considered reward and recognition system as a key process to achieve &

changes towards success of total quality management implementatioﬁ

Mars, the

implementation of total quality management will regularlywbecause the

Furthermore, Walker (1992) claimed that after fe

employees will lose interest in the prizes, the recognitiof

ang beclause of their

expectations of a financial reward due to their c

improvements. This view leads organization to seard@zgeriousl
t

out new methods to enhance reward and recognitio

quality

e; * ?‘Ind
S
?.

<

e fegtlres of any

quality management program are vie iti@(ﬂ’or improved

performance by any individual, sectior@ depﬁt?nww h‘@*the organization.
J | N

Bowen and Lawler (1992) argued Jaaksbhe tfend aqmo@g towards a group-
&
i \ A4S w@as a skill based reward
" rage. |

n

em:

Moreover, Dale and Plunkett (1990)

oriented recognition aiming to su &th
targeting an increment 1n inc vii I skill
the individual reward and ql - all “t wl{@ually undermine the kind of
employees behaviour, &‘c ¥ ol end@t}> to contribute to continuous
improvement. c) ) (*)

[ 53¢
the rchefs * a@pted to 1dentify the critical factors of

nt, have also\@%ntiﬁed reward and recognition as an

cwally, Deming argued, that

Many o
quality man
impoﬂanﬁ% al successtul factor for total quality management
implm n (Zhang et al, 2000; Lewise et al., 2006; Abdullah et al., 2008).
They ae#learly recommended that it 1s an important to focus on employees’
recognition and reward systems to encourage greater employee participation

toward investigate the objectives of total quality management program.
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2.5 Organization performance understanding and measurement

The purpose of this study is to obtain the impact of total quality

management practices on organization performance in Yemeni industrial

companies through examine direct and indirect impact of human side 0 lity

management on quality improvement practices and organization peg

In general, performance indicates to the level into Wthh an ofganization
al

realizes its objectives. In research today, especially in total gualiyy management

were established to evaluate organizational performan

In fact, the literature reveals that there d&un}b

organizational performance, where some SRdIGS

process, employee and customer dimens @}&h

performance is measured by ﬁnan01al in tO{Q %

earning, and growth rate. Actuall 1t lS

: % b
@_»;é'e 1S no one single

h eas 4& previous studies have

measured organization perfo 1ferr@* ways; terms of type of

sector, type of industry, cu% ntex "als &:ge of the organization. Table

2.7 shows some mea Men@ganéfon performance from quality

&
Ny
| 0)(/

measurement for organization p

improvement studies

After d1ff ance measures had been evaluated, it

tl}l erf
was decided 1nstru ent %5' was adopted by Samson and Terziovski
(1999) an ev Oped by Rahmar and Buluk (2005) would be adopted 1in this

study Qtrument includes seven dimensions of organization performance
@stomer satisfaction, employee morale, productivity, defects, delivery

in tull, cost of quality as a percentage of total sales, and warranty claims cost as

percentage of total sales.

This instrument was developed by committee of academics, managers, and

chairman of the Australian Quality Awards Foundation by using variety of

sources such as the Malcolm Baldrige National Quality awards criteria (1994),
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the Deming Prize award criteria, the European Quality Award criteria, and the

Australian quality award criteria (1994).

Bourne et al. (2000) claimed that the appropriate performance

measurement 1s supposed to support formulation of company stv,
I rce

management of business processes and change, communication

allocation, employee motivation, and long-term success. In fact, tm rs that
included in this instrument are important to organization perform?i %

According to Hackman and Wageman (1995), total qualily management

leaders share the vision that an organization’s primaryge selis to stay 1in

business; thus, that can promote the stability of tMygominuhsg &
products and services, which are useful to customery, Wwnd prgvi a'sciﬁ}g for
the satisfaction and growth of organization men% \0' \3.

Y-'

at i;n™Muded 1n this

Theretore, based on this view, all se% e
re

study to measure organization perforrnh % 2
ettectiveness. In other words, those % RGReR (xotkead the success of

3

peti@ capability of the

organization in the marketplace: %\A
S

w n Ivéﬁ@ion performance depends on

Indeed, choosing a ng
the purpose of study; 1ifMag eXamy f ain{ﬁ the study 1s to investigate total

organization performance and al the  coj

Hfa&é‘fs such as customer satisfaction,

employee satist % p;b- ﬁd quality of output and delivery
performance g@ includ d.ii&mure of quality management considered
these factorg most importa?l{:‘factors for a manufacturing organization to

be succe%n the world market (Gadenne aand Sharma, 2009; Rahman and
Bullgck, 2805; Zhang, 2000; Samson and Terziovski, 1999; Dean and Bowen,
(1994); Fornell, 1992).

quality managemen

Table 2.6 are summarized measures of organization performance
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Researcher

Measures of company performance

Ebrahimpour and Joohnson

(1992)

Operational and financial performance

Adam (1994)

Return on investment

Maani et al. (1997)

Business performance

Adam et al. (1997)

Financial performan

Anderson et al. (1995)

| Customer fulfil

Flynn et al. (1995)

Quality perce 1

defectivenew

Ahire et al. (1996)

Foker et al. (1996)

—_—

Ittner and Larcker (1997

——ee

N
- yletiq';%’advamage

o —

Custefer satisfaction,

2+
Y-

- _
¥l ass Q}xd return on sales

Employee

moral,

pg%?:tivity, defects as a percentage of production

klume, delivery in full on time to customer,

warranty claims cost as percentage of total sales,

cost of quality as a percentage of total sales.




Continued... Table 2.7

67

| Researcher

Measures of company perfor{‘e'

Dow et al. (1999)

1.

5

Finished product defect rate rel.ak to major
competitors, defect as a percentai of production
volume, warranty claims C‘N percentage of

percentage of total

total sales, cost of qualii a

| sales \4
| 3
Employee satisfg lif ,i@stomer
Zh 2 .
| ang (2000) | satisfaction,a el efS pegfdrmance
Agus (2005) Revenue N‘l, agﬂ‘:s agfowth “wmarket share,

dema t turnover and

Extensive liter

between total g

They indicate

et al., 1

P

, Fotopoulos and&N?somas, 2009; Kumar et al., 2009; Abdullah

&
aﬁ%ement discussed the relationship

j w éﬁces and organization performance.
Ttive @E{ ts (e.g. Valmohammadi, 2011; Gadenne

7, Powell, 1995; Flynn et al., 1994; Adam, 1994).

Flynn et al. (1995) suggested that there is a significant relationship between

total quality management practices and organization performance. They divided

total quality management practices into core quality management practices and

quality management infrastructure. Core quality management practices present
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technical practices while quality management infrastructure presents human

factors of quality management.

They investigated the direct impact of quality management infrastructure
on core quality management and organization performance, and indirect iv
of quality management infrastructure on organization performance thr(ﬁm elr

direct impact on core quality management. They found that im dcture

quality management directly impacts both core quality ma 1ent and

organization performance, and also infrastructure qualw anagement

indirectly impacts organization performance via direct Tlp?ﬂh core quality

management practices.

In fact, human factors of quality manage

environment to implement technical aspect .
means that the human factors of qu ‘éﬁgnce

implementation of technical factors of qyal * —' b{he other hand,

the human factors of quality managem

l

qizgtion performance

A

mav agement 1mpacts
-

A“’
$

hat tﬂe\himan factors of quality

% 4 %

On pgsformance. Moreover, human
entw{ird] tly %act organization performance
through their impact fal'f ¢lofs eﬁ?uahty management.

wllocf 0b) 1$st1gated the relationship between soft

. e L o
- quality managb%ent and their direct and indirect impact on

in the same way that tradition

organization performance (Ahir et

Ahire's suggestion al

management directly 1

factors of quality m g

I

Rahman

and hard facg
organizat] ormance. They found a positive relationship between soft and

hard @ of quality management and organization performance. They
confirme® that soft factors of quality management directly impact hard factors

and organization performance, and also hard factors of quality management
directly impact organmization performance. Moreover, they found an indirect
relationship between soft factors and organization performance, whereas soft

factors of quality management indirectly impact organization performance

through their direct impact on hard factors of quality management.
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Abdullah et al. (2008) suggested that the effective implementation of soft
factors of quality management in the organization plays a central role for

quality improvement implementation, which in turn improve performance and

productivity. They examined the direct and indirect relationship of soft factors

of quality management on organization performance; they found direct
effect of soft factors on organization performance, and they also foulérect

effect of soft factors of quality management on orgamzatlon

(We relationship
between hard and soft tactors of quality managementy * 7ot

rowes ol‘ga ational
performance. They found that the hard factors of qyality¥
benchmarking and quality measurement, és

sh Drs Yb}' quality

rmance

through their direct eftect on quality improvement.

Gadenne and Sharma (2009) suggested that the fav

efficiency improvement from one hand, an

management such as top management phil ier)suppett, employee
training and increased interaction with e\ ‘ oméom the other
hand significantly influence orgamzatl ,Q\

a1 forman
a": 5 S

m# th&‘&i‘ect of total quality
p l

@e in SMEs 1n Textile
ce, and a weak effect of total

Moreover, Demirbag et al. &E

)

management practices on ' 10N

Industry of Turkish. They ogfive eftect of total quality

management practlces 0

quality mana gement

Brah and T %’2)

of tota quaéi‘;?. management correlates with quality

cml a) ormance.
(J

n tl t.@mr study supports the proposition that

the 1mplement

performanc \Lhey mvestlgated the relationship between total quality

manag and performance of Singapore companies. They suggested that

total yality management practices such as role of top management leadership
and commitment, customer focus, people management focus, quality focus, as
well as total quality management tools and techniques contribute to the

successtul of total quality management implementation.
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Alongside, Kumar et al. (2009) investigated the impact of total quality

management implementations on Canadian organizational performance. They

found a positive impact of employee relations, operating procedure, customer

satisfaction, and financial result on organizational performance. Tari et al.

(2007) identified the relationship between total quality management pract
and their direct and indirect etfect on organizational performance. Thcy@
positive effect of total quality management practices on orgmkt onal

performance.

Joiner (2007) investigated the relationship of total qu anagement

in a sample firms selected from the motor vel@;

industry. He found a strong significant relationship between

of total quality management and organization %

support and organization support modertx
{

management implementation and organiza

Valmohammadi (2011) examu‘%lm *
implementation on organization per @ TIr\1ani anufacturmg SME:s.
He used a questionnaire su % que’ﬂoi alr@ﬁ distributed to quality
. &

aCtu™

erezgworker
%{0 al quality

Il

E'((}T he results found out a

managers of 68 Iranian
significant relatlonshlp

en ~Jota qua@management practices and
organization perfonn 1p plays an important role in
enhancing the Iranj

n1zz£91 er@'ﬂanee
Samson Ailremovsk (199 ound that total quality management
practlces S \haadershlp, management of people, and customer focus have a
loni lationship with organization performance, and the behavioural

signifl
factorSey as executive commitment, employee empowerment, and open

culture contribute competitive advantage more than hard factors such as process

improvement, benchmarking, and information and analysis.

Moreover, Dow et al. (1999) tound a positive relationship between human

factors of quality management such as employee commitment, shared vision
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and customer focus, and organizational performance. Also, they found that hard

factors of quality management such as benchmarking, cellular work team,

advanced ‘manufacturing technology, and close supplier relations do not

organization performance, and also indirectly contribute through3thélr direct

Teas, these
typn of technical

contribute to superior performance.

Briefly, human factors of quality management directly c

effect on the implementation of total quality management;

tactors lead to create a suitable environment to the implemé

factors of quality improvement.

| S

b 3§

gfme t,?'\t-(vas found
Opgﬁsed on the

h aODeming, Juran,

=, .
o.@the quality awards

2.7 Quality improvement philosophy

1ty
that the theory of quality improvemen@#yae

contribution of total quality manage&

% ea@ii _

Through an extensive literature of total q

Crosby, Feigenbaum, and Ishikaw

&
rﬁph;@'al., 1989; Flynn et al.,

model, as well as measurement s

1994; Porter and Parker, 1993

1999; and Zhang, 2000). % p
N

!

’ 4

e

- Samson and Treziovsk,

N2

As mentioned e

r@gement gurus provided certain

l
Y
1lgsoph aﬁg"' principles concerning quality

1ideas, proposition

management and

bty eéb hilosophy. In relation of this study,

1c indprg
a‘g
wthe ap oaéh@t}f total quality management in terms of

the purpose c?fl‘:‘,[his study. The following will discuss the

researcher co
what 1s relgle
manage ¢ 1n the implementation of total quality management and the

@:ity improvement to investigate customer satisfaction, and also
loy€

managing or human resource management and supplier relations as

role
employ

well.

Deming 1in his approach defined the problem of management from
statistician's perspective (Saraph et al., 1989). Deming (1982, 1986) focused on

creating an organizational system, which adopts cooperation and learning, to
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facilitate the implementation of processes management practices and to enhance
customer satisfaction and firm's survival through continues improvement ot

processes, product and service, and employee fulfilment (Anderson et al.,

1995).

Deming put 14 points as principles acting to improve quality (551;11*[

with statistical methods. Many researchers in domain of qualit)k
used Deming 14 points to enhance their studies and identify\gpéscal success
factors for total quality management implementations. The“¢ pdints (Deming

1986) are listed as follow:- Y'

gement

1. Create constancy of purpose toward improvement Sigro M
2. Adopt the new philosophy,

3. Cease dependence on mass inspection,

4. End the practice of awarding business

8.

6.

7. .

8. Drive out fear, \

9. Break down barriers be ecR(? part,n

e
10. Eliminate numerical go the{ ‘
11. Eliminate work stapé?an@ﬁca f
12. Remove barﬁer%de - '
13. Institute a vi @ rogfm c@ﬁon and self-improvement, and
A&’ the c{)# |

any togwork to accomplish the transformation.

14. Put everyb
S

pdorescribed the importance of top management to quality, process

Deg
" control. He gave emphasis to the effective of communication
betweemM™nanagers and employees and created modern methods of training and
education. Also, Deming prescribed the removal to employees' involvement and

teamwork.

Juran (1993) in his approach considered the quality problems due to

management rather than workers. He considered achieving of quality needs
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eftective of all activities in all organization functions. According to Zhang
(2000), Juran's approach emphasizes on team and project work, which perform

to more quality improvement, improve communication between management
and employees and enhance the relations between employees. Juran identified
the top management commitment, empowerment, employees' involveme?'!nd

recognitions and rewards as important activities for quality ment

implementations. The importance of customer requirements a sential 1n

wﬂlrements 1S

very important to ensure design quality that meet customerNs through the

Juran's approach, he considered the understanding of customer

use of techniques including quality deployment, experifiqgt des'ign, reliability

N

engineering, and concurrent engineering.

'+ ¥
On the other hand, Crosby (1979) created 4 princijjlesH !nhace the
_ 4
effort of quality improvement, these principlesvme‘% p t%g;earchers

and managers in order to identify the crj N“ f ors_&otal quality

management implementations. Crosby

listed as follows:-

1. Management commitment.
2. Quality improvement tea
3. Quality measurement.
4. Cost of quality.

5. Quality awareness

6. Corrective acti

7. Zero defects

8. Training. A
0. Zero de \ay.

10. Go ng.

11. E auses removal.

12. Recognition.
13. Quality councils.

14. Do 1t over again.
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On the whole, Total quality management leaders considered quality as an

organizational system act to enhance the implementation of process

management through cooperation and learning. They also suggested that all

activities take action to achieve customer satisfaction which in turn ensure that

the organization stays in business. \Y'

According to Kanji and Asher (1996), total quality man&%m 1S a

nd whole

continuous process of improvement for individuals, gro?_,a
organization; 1t includes a set of four principles (del% he customer,

Tﬂns improvement)

) slome s are real

management by fact, people-based management, and con

and eight critical concepts (customer satisfaction, i
(employee satistaction), all work is process, megsurefent] teag
make quality, continuous improvement cycle, atéentio ).

The following section discusses the re% cip ‘
1C

management and quality improveme €

mediator variable for the relationiipx '

performance.
l ,
2.8 Human factors and quali im.% . eﬁ@,ractices
y | >
Critical factorg naﬁq’ent that support the effort of

I
continuous 1improv { aﬁoéﬂvere identified by quality leaders and

quality rewards e algo y@’ot of researchers, who interested on the
field of qualitymMagement, (suc&gi' Oprime et al., 2012; Guion, 2010; Wahd
and CorngfiR009; Fotopoulos et\al., 2009; Sharma and Kodal1,2008; Antony et
al., 2 g, 2000; Yusof and Aspinwall, 1998; Hesan et al., 1998; Black
andQorteg® 1996; Tamimi and Gorshon, 1995; Badri et al., 1995; Flynn et al.,,
1994; Porter and Parker, 1993).

Wilkinson (1992) divided quality improvement practices into two aspects;
the soft aspect interests on human side of quality management and the hard
aspect interests on work process. He claimed that the hard aspect (or technical

side) may involve the arrangement of the production techniques including
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statistical process control, quality function deployment, changes in the layout,
design procedures of the organization, and just—in-time inventory, while the

human side concerns with creating customer awareness within an organization

and as such, may be seen as a form of internal marketing or employee

X

Flynn et al. (1995) in their empirical study explored and mA ed both
of technical and human side of quality improvement pract’lr%J-bhelr impact

communication.

on organization performance and competitive advantage. glivided quality

' Wed core quality
management practices; 1t is interested on the ¥ l

1 s\de!f quality
improvement practices and includes: process flew emgnt thmgn,
up narlncﬂ quahty

improvement practices into two groups; first gro

process and statistical, and control/feedback.

management infrastructure practices and mt

improvement practices such as custom

Flynn et al. found a positive ?
practices and organization perfow B
@practlces directly impact

practices and quality mapag
organization perfonnancea%n t" y also found that core quality

a@tor or for the relationship between

: N
cure’yr t@%@' and organization performance that
support the purpe€gffhi h\f\&/clalmed a positive direct and indirect

O

nghip b we&ﬁaquahty improvement

bot,lﬁéére quality management

management practices

quality managementpin t

practices al\ W ]
@nemt study both quality improvement practices, technical and

huvbactices, such as top management support, teamwork, customer

involvement, process control and improvement, product design, and quality

system improvement play as mediator variables for the relationship of human

factors of quality management and organizational performance.
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In the same way, Ho et al. (2001) divided the eight factors of quality
management that were developed by Flynn at el. (1994) into two groups; core

quality management factors such as process flew management, product design,

process and statistical, and control/feedback. And the second group was quality

management infrastructure factors such as customer relatlonshl@x plier

relationship, work attitudes, workforce management, and top %1 gement

support. They found a positive direct impact of qualiff™wganagement

infrastructure factors on core quality management factors worganization

performance, and also they found other indirect impact of ®gfity management

infrastructure factors on performance through theiffgnfgct ‘)n core quality

Rahman and Bullock (2005) and Abduu® (200R) 6 gg'esQ that the

hard factors of quality management need theé 0rM§ “fagfd¥s of quality

mél\ performance.

m@at the soft factors

management factors.

management to have a significant im

Rahman and Bullock (2005) provide%
Ai'm act organization
\ p

of quality management support %hard % T
oy

performance. \ _ AQ%

They found a signi% I latiinshﬁ Ibgéen soft factors of quality
management (such as workfglce :\ _ E&Shared vision, customer focus,
use of team, persom}@nin'@ co@twe supplier relations) and hard

factors of quality Nge ept cl @)(the use of JIT principles, technology
enablers). Also, they found that both

| v&anagement directly impact organization

also soft facbc&b indirectly impact organization performance

utilization, and

through t 1rect impact on hard factors.

0 difficult to quality tools to contribute to quality improvement,

customer satisfaction, and consolidation of its market position without support
and guidance by human factors of quality management such as top management

and employee and supplier support (Fotopoulos and Psomas, 2009).
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Abdullah et al. (2008) also found a significant positive relationship
between soft factors of quality management (such as management commitment,

employee involvement, training and education, and reward and recognition)

with quality improvement. While, Abdullah et al. (2008) found that quality

% ¥ and

improvement mediates the relationship between the soft

organizational performance. They examined the direct impac al soft
factors on quality improvement, and the indirect impact of Afactors on
organizational performance through their impact on quality rovement. In

fact, these results support, in one way or another, the alms\%le present study

that examine the mediator role of quality improY

piactlces for the

relationship of human factors of quality rgamzatlon

performance.

In short, Literature of quality manage

wi& organization

management practices have a signi

ftwelat
performance. Moreover, Literature o lity magifgemEnt considered the
relationship between human md%f ua\mi ?n -%ment and quality

improvement practices as 1mpo Ia 1ons ccess of total quality

management 1mplementation. 1te

suggested that the humo(ﬁ
environment to the impl t
& &

Particularly, cc&hgt é/that the human factors of quality

Sudy
management d1 mpdct au lit $mprovement practices, which 1n tum

impact organ %al pér finCey~ hat indicates that quality improvement
!;5 N

practices the relatlonshiqtbf human factors of quality management and

e of quality management

IS o qu 1tS/ @nagement create a suitable
'3
- al cg(lﬁ'y management practices.

- . 0

orgamzan% erformance. In other words, human factors of quality
ma@ have direct and indirect impact on quality improvement practices
0

and 1zational performance.
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2.9 Summary

From the whole literature that has been discussed in this chapter, it is clear

that there 1s lack of studies emphasize on the human side of total quality

management; while many studies were carried out to contribute the teTal
side of quality management. In fact, the lack of interest was due to ﬂt N ical
orientation of total quality management gurus, who built the apprq% of total

quality management philosophy and interested on the technical ather than

the human side.

Moreover, the literature of quality management s§SweMed jhat when the

qu IMa ement
Y
of quali rda@ment

%3

=
ocsted that the

companies reengineer their processes to implement t
program, they give more interest on the technic@
rather than the human side. Y.
Besides, the literature of quality a@ne -
human factors of quality management (sms le@

involvement, training and education
N
impact on organizational perfon‘?c.
Indeed, insufficient e plh o

of quality managemenﬁﬁu Ny igfprovégrent practices and organization
thgy*pre: '%d%d(eg/{dence showed a significant direct

%S 0 R/cyi ?&ovement practices and organization
performance, .ig?direct’ gn(ﬁ%'ﬁf' impact on organization performance
through thei%

N

relations, social relations, and

performance; even th

impact of hum

t on quality impMvement practices.




