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Abstract

Il n various organisations worl dwide, sever
i mpl ementing the TQM approach. This study ai
Total Quality Management (TQM) ami YA&E weghaod:
research approach as quantitative and quali't
same fr amewor k.Explordidnydactsr tAnalgsis (ERA} aaddStructural Equation
Modeling (SEM), starting with Confirmatory Factor Analy§&FA).The st udy used a s
of (493) for the quest-todmacai-gsee mcu ruv eeyd a red
interviews with employees of (5) UAE organis

positively i mpacft @dnptlheemeenftfiencgt iTv@eMh eisns UWAE or ¢

of the study showed that quality management
product and process. The results exemplify
| eadership. da hweseafeslulitmsf Ifwwaamae of i nnovation
showed that companies tend to introduce incr
a greater extent. Similarly, process i nNnov,
opergatriesul ts as companies are more inclined
both product and process innovations have a
i mprovements do not necessaril pyckavsei adposidiu
but i nnovations also tend to cont itnougoeutshl eyr .i
These results support the | iterature that i
service innovation, dper dthieomralara@and ufail mayc ima
that i f performed correctly by managers can
and operational resul ts. Limitations of thi
general i satlieonpopful tabea owmho I n additi on, t her e
unreliabl e) regarding the i mplementation of

Y



accuracy of resul ts. UAE organisations are
manaqdmeby adopting more advmalkley acvolvveiak]
in the devel opment of the product and use qu

This could i mprove product design and suppli



Dedi cati on

all of humanity

this work to
their |l ove and

my family for
Bel oved mot her ;
Wonder f ul brothers and sisters;

Dear est wi f e;
and my children

dedi cat e
al |



Tabl e of Content s

Chapter One: l ntroducti on

1 Introduction 1

1.2Aim and Objectives of the Research
1. 2Research Questions 5
1.3Justification for the Research 5

1.4Si x Sigrmat earsi a for comparison with TQM

1.5 Brief Description of Researdé¢h Met ho
1. 60utline of the Thesis 13
1. 7Definitions of the Ter ms 16
1.8Scope of the Research 22
1.9Limitations of the Study 23
1. 18ey (Theoretical) Assumptions 23
1.1Conclusi on 24

Chapter Two

Literature Review

2.1l ntroduction 26
2.2 Definition of Quality 26
2. 3Tot al QualitfyTENagement 28
2. 3Cahncepts and Model s of TQM 31
2. 4Management Phil osophies of Juran, 3Peming
2.5I mpl ementati onsWeasft efT@M Ciurd t Nia re 4 6
2. 6TQM and I nnovations 50



Competitive advantage 65

The Effect of Quality Manageimént on

1 Effects of quality managemen¥?2on i nn
.2 Effects of quality managemen¥?#8on ope
. 3 Effects of quality managemeBf2 on fi
.4 Rel ationships between innov8¥%ion, o

Conclusi on 91

Chapter Three

Research Methodol ogy

l ntroducti on 914
Research Philosophy 96
Pasitivism 98
|l Bt erpretivism 100
PBagmati sm 101
.4 Real i sm 102
Research Design 103

Justification for the Paradi @thdand N

Research Approaches 106
1 Deductive Approach 10 6
|l Bductive Approach 107
Devel opment of Grounded Theory 1009
Pil ot Study 110
Met hods 114
Phrticipants 115
Resear ch De saingdn , P rStcreadtuergeys 116


https://writepass.com/journal/2013/04/sample-dissertation-methodology/

b

A b b~ b

. 9.

.9

.9

.9

1. Quantitative Research Questiomhhé@ire
QRalitative -BesesatohedSemterviews118
QBalitative Research: Telephone | AL8rvi ew
Cadntent/ Document Analysis 120

l1Data Collection 120
l1Samplings Met hod 121
1Pri mar CoDatati on 122
l13nalysis of Research Findings 124
1PRuBntitative Dat a 124
l®uadltiitve Anal ysi s 128
14. 4 Quality criteria in reseafi@2h
1Bt hical Considerations 130
15.1 Principles of Research Ethicsl131
16 Limitations and Delimitations18f Stud
16i i tations 133
1bPePlimitations 133
1CToncl usi on 134

N

o 0 b~ W

Chapter Four

Data Analysis and Findings

l ntroducti on

Design of the investigation

oRbg seecat ri cvhe s
Data collection sources

Access to organisations

Effects of quality management

135
135

136
138
140

bAa2i

Analysis of the qualitative redqdPRts ob

nnoyv


https://writepass.com/journal/2013/04/sample-dissertation-methodology/
https://writepass.com/journal/2013/04/sample-dissertation-methodology/
https://writepass.com/journal/2013/04/sample-dissertation-methodology/
https://writepass.com/journal/2013/04/sample-dissertation-methodology/
https://writepass.com/journal/2013/04/sample-dissertation-methodology/
https://writepass.com/journal/2013/04/sample-dissertation-methodology/

4. 8f fedkts of quality management on odeir8ati ng
4. 9 Effects of quality management 168 fina
4.10 Quantitative data analysis 163
4.10.1 Introduction 163
4.10. 2 Descriptive analysis of the sample 164
4. 10.3 Hypotheses and Measures 164

4. 10.4 Relationships between qualitylmBnagen

4. 10.5 Measurement model

4. 10.6 |l ndi vi dual reliability
4.10.7 vQaol nivdeirtgye n t

4.10. 8 Discriminant wvalidity
4.10.9 Quality management | evels

Chapter Five
Di scussi on
5.1 I ntroducti on
5. 2 Findings and Discussion

CHAPTER 6

of

176

L&l ect i

178

179

185

189

189

Summary of key fiddpnagstichéoiepicalatawmns.

Recommendati on and Future Researcl

Summary of key findings
Contribution of the work t
Theoretical and practical

Limitations

D O O O O
gaa o W N B

Recommendati on and Futur e

Ref erences

Appendi ces

o t

205
heaobi el d

i mpl 2O&ti ons

209

Resea2dth

213
230



List of Tabl es
Table 1.1
Traditional Quality Principles and Six Sigma

Table 1.2 The i mplementation of SBx Sigma in

Table 2.1

Crosbyb6s 14 steps (processed from Crd86by, 19

Tabl e

N

.2

Recent changes in TQM Model s 6 8

Table 3.1

Research philosophiesall prda@®sSsed from Saunde

80
Table 3.2
Research approach, ontology, and axiology (p
83

Tabl e 3.3

Research approaches (processed from Saunders
89

Tabl e 3.4

The major steps of the pilo20d0hy) process (pro
95

Tabl e 3.5



Sample size and margin of errors at 95% conf
(calculated by the researcher)

101
Table 4.1
Key components of a study using grounded the
2007; ChaGmazser2@h4; Strauss, 1967)

115
Table 4.2
|l nterview questions and their sources

119
Table 4.3

A Grounded t heoQ y= cQude sntgi oprnr,ocRRs=s Response)

123
Table 4. 4
An exampl-basédamemsee( Set |)

124
Table 4.5
An exampbecept aal memo regarding the | mpl eme
organi sations (Set 1)

125
Table 4.6
Cadbease memo (Set 1 11)

134

Table 4.7



Conceptual memo regarding the barriers to th
organi sations (Set 111)

135
Tabsl.el

Types of mixed methods research (processed f

143
Table 5.2
Survey questions and their sources

145
Tabl e 5.3
Coding for question 11

151
Table 5. 4
Coding for question 13

151

Tabl e 5.5

Responses to questionnddrefbabed on sex

153
Table 5.6
Chi squared calcul ations for Table 5.5
153

Table 5.7
Responses to question 14 of the questionnair
154

Tabl e 5.8



Chi

Tabl

Resp

Tabl

Chi

Tabl
Ques

your

Tabl
Ques

e mp |

Tabl
Ques

sati

Tabl

Ques

Tabl

(7]

S

guar ed

5.

nses ldoofquedvtei gmesti onnaire

9

5.10
guar ed
5.11

i Vdenl 1l O ,tohiid u grfueall a tt eyd

cal cul ati ons

cal cul ati ons

empl oyer o

5.

AWWalll,-a hto ugrdeall a tt eyd

yee

5.

i on

factiahmi @intdy @r

5.

i on

12

engagement o

13

18] ai@daltirayni ng

14

14,

.15

ATeam bui

trai

fo

fo

r

r

ni

Tabl e 5.

Tabl e 5.

ng

v

154

based on th

acti

tra@iami m@sadti

di

activities

profit

ng

S

155

155

vities

157

Vint iaes i

158

158

el ement

158

(



Reasons for resistance to change at UAE orga
participants

172
Table 5.16
Approaches to tnancahgenge satstlME eor gani sati ons

with 35 participants

172
Table 5.17
Barriers to successfully implementing TQM at
with 35 participants
173
Table 6.1
Education targets and outcomes
184
List of Figures
Figure 2.1
The four industrial revolutions (Roser. 2016
48
Figure 2.2
RPA adoption (Ul Path, 2020)
53

Figure 3.1
Two sets of circles with the middle circles
(uk.i mages.search.yahoo.com, 2018)

8 4

Figure 4.1



The process of grounded theory

117
Figure 4.2
Summary of the conceptual memo of Table 4.5
126

Figure 5.1
Fraction of articles citing mixedvaktbédsds re
adding up to 1 (Timans et al, 2019)

139
Figure 5.2

Scatter diagram-aetdest vptaees®r the test

150
Figure 5.3
Steps of the interview process
159
Figure 6.1
Percentage of respondents citing | ack of edu
189



1.1

t he

ma t
of
whi
(St

t hi

pl a
Tot
man
con
of
of

eva

Chapter One

I ntroducti on
Research Background
Quality has not only emerged as but staye
past six decades (Beckford, 2020) . Il n f ¢
e first produced and sedeiicesdwenemedasuwve
trics) but al so & epercthe mtnido Msa va fs , 6 Lt0dlrbg
take sever al di mensions. t hRc pairbdiirtg stea@ t
iver better por ondeuectt sp uabtl {a alkdxvapeerd\ cacdsdt@l @t .g
the soci aduadlimeynsproodumnton are wasteful 0"
rrill and Ledolter, 1999). The environme
erivualcesesd® hus mini mising waste and damage
both the individual and organisation (Pet

ch notes the key to quality iy matlecbives

evenson, 2018). Finally, there is the sy
ngs in every process (Waterman and Peters
Af ter the Second Worl d War, t ijperoduwbsom
nni mg, styocstweanati cal l vy, and to remove erro
al Quality Management (TQOM) ( Kiran, 201
agement functi on t hat determines and I n
sider athenatthai nment of desired quality r
al | members of the organisati on. Quality

resources and other systemati,c oapcetriavtiitolness

l uations (Stevenson, 2018).



TQM, which can be i mplemented by any type
structured approach to organisational manage
and services tmewmdgls omgaiesgpomefeint o conti nu
management approach ai med at satisfying al/l
using a Continuous Quality J]2mplrdogv.e mercto r(dG @lg)

(2015) , TQMaisedamanagement philosophy and a

among other i ssues, continuous i mprovement,
rework, |l ong range thinking, increased empl o
comped ihenchmab&ksed ,prtemlmem sol ving, constant
close relationship with suppliers. According

described as the devel opment of t he touwletrwsrbe
satisfaction by means of integrated system o

(2020) affirms that TQM is an organisationa

service quality for customer s.

Wal s h, Hughes, 0CG2n)d dwafdidnoex TQ@M as t he d ¢
organi sational culture that seeks to preseryv
of tool s, procedurefc¢ccarcdiinvg ti es Mi andvarak?tif

organi sationat oriedporromladckdass eavmce quality for

Anot her similar model of quality manageme
Management (EFQM) Excell ence Model . 't has
as their b asnisct rmameang e nieonrt oir gani sati onal de\
EFQM Excell ence Model can be used in two way
assessment (Doeleman et al, 2014); and as a
al, 200&8r)s hawenodl so made efforts to under st
approach as a quality management practice an



and Patyal and Maddul ety (2015) defsa@ ISy x S
companies to improve drastically their botto
activities in ways that allows for minimisin
satisfaction.

I n the debate aboutctqguoal iathyd marmagqe mart 0|

association, | SO 9000 has also gained incree
cal l for studies that enhance the understan
adoption of | SA I190f00r. fAdrstohert hreggysecaar ch t o ev

associated with the devel opment and maint el
underline the need to ensure the most effect
managemamtt hsayftstad | ows organi sati onal benef it :

Additionally, Hoshin Kanri i's a Japanese
strategy, pl anning and operations, the study
in this cahpapetrert wveond cHoshi n Kanri is a systen
goal s (strategy) all ow progress to be made
communication and inconsistent direction <can
performance (operations) is aligned with orge
management (tactics) (Soltero, 2007; Mel ande
Further more, t he Emirates Quality Mar k ( EC
internatiandl nategnahalual ity standards. EQNM
or demonstrate compliance the aforementione
ensure continuous compliance. To obtain the
prodRedgwsl ated products include energy drinks

bottled drinking water, juices and dairy pro



A primary notion in the quality managemen

dri vsee ntess excellence and organisational per
insights from existing |iterature to guide t
the i mpact on performance by qualn twi tnha ntalge
gual ity management d&dpmr ddaemes oitldd baeb swd e ce

chapter two.

This study is focused @rturnddrystiaandihreg atdk
i mpl ementation of gualnitsyatmamasg eimme ntt h et oldr ist e
( UAE) . The fundament al motive behind the

effectively meet the needs of customers and

organi sational pdagryf oofmamice o I1sgatnhies ad bhiolni t o
effectively initiate proactive processes tow
of the quality management i dea.

1.2Aim and Objectives of the Research

The objective of the work is to analyse the
advantages of UAE organisations in terms of
radical), and on operational and financi al r

1. 2A0Lm ofearhmheh Res

The aim of this research iIis to contribut
noWwWestern context, namely the United Arab En
this perspective Iis I mportant tamwaradmns tahdeodt

hand the extent to which the emergent find
' iterature.

1. 2R2search Objectives



The objectives of the work are based on

influence of qgqmaproguombnagempnoécess innovat.i
and on operational and financi al resul ts. Th
process innovation (incremental and radical)
ofpeorating results on financi al results. The
1. ldentify potenti al influence of quality m

and radical).

N

|l denti fy potenti al i nfl uence ofi mourad met nyt ar

and radical).

3. Analyse whether quality management infl ue
4. Analyse whether product innovation has an
5. Analyse whether process innovation has an
6. Anal ysheerwhpertoduct i nnovation has an infl u
7. Anal yse whether process innovation has an
8. Observe if there is an influence of the o

1. 2R8search Questions

Basedheonabtove objectives, the research gt
include the foll owing:
1. What priorities exist for quality managerm

22What quality management appr oaldrhietse carrler ault
Emirates (UAE) and what are the motivatio

3. What are the proactive (innovative) initi



effectiveness and competitive advantages

4. Wh a't i s cthefimmual ity management approac

processes are enforced to promote organis
1. 3Justification for the Research

There was a need for further research th
chwe of quality management approaches (Boiral
Maddul et vy, 2015) . I n their comparative ana
Maddul ety (2015) comment that their Mvahdatic
Six Sigma are two different concepts that s/
that there are differences, it would be expc
would depend on the motivatiaods nfot heaeh mot ¢
influence on the preference for a quality n
pertinence for research that enhance the un
suggested with regarnd?2t0d7Si PaSiygimaapdi Mald de-
Excell ence Model a-Cdstt $O0OanvdomManttMane 206 7 ; Ul
2014; Chatzoglou et al, 2015) , and Hoshin K.
2016) .
1.4Six Sigmafas compariaon with TQM
Ot her overarching principles and speci fic
Benchmar ki ng, but Six Sigma offers a set o]
understanding TQM6s charact dreiggtaiteg. i Snpx oSiem
within the management of the company and wi't
Si x Sigma statistically measures and refl ect
with characteripetri anisuamdagprobdfadbdatls ty of s

in transforming a cultural vision based on ¢



range of industry sectors. There are people
assetltt tikatsi milar to the ATotal Qualityo eff
of many of the Six Sigma principles and tool
world of quality, such as Bemhn@sarmtGe&nkuraan EI
Mot orol a, the terms Six Sigma and fAqualityo

the expansion of Six Sigma heralds a renaiss

Si x Sigmai mpsr cav esitcehemw( ©yei | | , Sohal, and Tencg
al so certainty that many new things wil/l be
greater i mpact on business competitiveness
aut hor sSiox ®iTgpma Wayo Pande, et al , (2000)
bet ween these two systems. The book states t

mentions the difference between TQM and Si x

ot her methods known as Total Quality, TQM, e

to all these methods and in their integratio
as a whole. The integrat ifoun catnido mpsarwiitch ipma ttiho
is a key factor, backed by the commitment 0

satisfying both the needs and objectives of
the organisation 200s0e)l.f T(hPeantdaeh!| eetbealow c¢com
Principles with Six Sigma

Table 1.1: Traditional Quality Principles an

Traditional Qualit|]Si x Si gma

1. |t i s centralized. 1. 't desentralized in a
reactive approach detection and solutio

2. There i s no struc|2 Structured use i s mad
enhancement tool s. statistical technique

3. There is noasppponrnt|3. A whole structure of
i mprovement tool s. provided to the staff
i sol ated. tool s.

4. Deci si on maki ng i s 4. Deci sion making is ba
hunches and vague da4q dat a.




5. Temporary remedies g5 It goes to the root
only corrects instegad effective solutiorsua

of probl ems.

6. Structured education?7 Structured training p
established for the application of the re
statistical techni gy

8. I't focuses only on 9. 1t focuses on the con
of defects (key prog to the process, which

product of the proces
Source: adapteaeld, ffd2mMO®)ande, et

The table above demonstrates about the diffe

in terms of the characteristics, style of

i mportance of ensuringphemeopaiiave has kééec

gual ity management | iterature (Mitreva, et a
Justifying the <call for research in this a
management systems arwayismplaesmean treeds uilnt diitf fveoa

the effectiveness of such systems would be v
management have a reason to examine the i mpl
of each atoboi damdi &ysdbactors that facilitat:e
the factors that make it difficult. To achie
in mind the desired objectives, i .el engaepec
involved (White et al, 2014). Table 1.2 1link
industry as a context
Table 1. 2: The i mpl ementation of Si x Si
Probl em OQut come Benefits
1. Il ncreased rad|1l Significant 1. Decreased r a
in hospitals radiology and and reduced ¢
2. Poor patient 2. Reduction in |2 I mproved pati
to high medic medi cati on
3. Emergency 3. Reduced waiti|3. Il ncrease
overcrowd satisfaction
4, = customer s’ 4, Reduced custo/d4 I ncrease
satisfaction
5, Extensive int|5 Recued internb5 Increase cust
cal l back cal l back satisfaction
6. Extensive fla|6. Reduction of 6. Il ncrease
front offices front offices satisfaction
7. Market |l osses|7. Minimize trad7 Maximize prof

8



8 High costs of |8 Minimized a8 Generatse savi
costs

Source: adapted f)rom Laureani, A. (

Ny

Further more, advocacies for effective i
initiatives towar ds optimising perfor mance

organi sations not pohil gi @0 thhmaste erud duwarbd gee t

management thinking, but also to have suita
rel evant management practices in place to a
Zehir, 2010)c.hoAcacrosr d(i Gioged tysschs and Davi s, 2015
have called for more research work to enhanc
are wuseful i n optimising the benefits of g u

(Sadi&kmdylauehir, 2010; Goet slconeasnd 2Malv3i)s,, hz2alvle
the need for investigations that enhance t he
as training and empl oyee engagement, ,human
2010; Rloownleasn,d 2 0f 3Incamadniamht emordination (Pat
Juran (1989) who «ksowmoegpehesmosat T@MI hot es

obligation of any individualonbutther asthhoeurl diesr

(¢

mpl oyee in the organisation while Patyal al
effort that results in building quality good

Within the discour siempolne neennstuartii nogn aopfp rqouparli
practices, scholars have also stressed the n
contingency factors of the organisation suct
(Sadi koglu ansdeblDemagw, e20Hh4;, R014,; Patyal a
|l eadership focus adopted by any organisation

gual ity management practice adopted (Sadi kog



Therefoeeschbolears calll for further research
|l eadership nature and influence.

I n order to ensure effective i mplementat:.i
benefits, it is essentioalti hoousr gapir®oateimems
gual ity management practice. Thus, schol ars

understandidagt iofi ttyhei npirtoi ati ves that organi

i nnovation) i n mpeekmengateifdrectainde pier f or manc
management practices (Sadikoglu and Zehir, z
al, 201630 mRew,| ah@l 3) .

This study recognises the i mportance of t
excell ence and innovation that align with st

to customer satisfaction (but at profit when

of -pactoi ve strategies that altl dw fber iimpnd ewetnit

the quality management approaches.

The results of the study will be processe
can be drawn from them. This will enhance L
wi || bestefgttakrehol ders i n UAE organisations.

secured jobs that they enjoy as their contri

recognised and valued, while the etmprhaowelre adcd
to financi al gains and customer satisfacti ol
research studies (if any) t hat i nvestigated

approaches at UAE organisaftiohe. mabheeeres wcite

conducting secondary and primary research.

10



1.5Brief Description of Research Methodol ogy
For any research work a critical 1literatu

emphasis on TQM andheelratesd adMedsdepihe Icondmrxh

with association with the i mpact of advances
of organisations in gener al and at UAE orga
i nnovatiomsswed.e dTlese included Artificial
Process Automation, Cyber Security, and I nno

It was noted during the critical l'iteratu

factor that ende guaptoinv eelhye iimmppdcetment ati on of quae
organisations in the Middle East. Therefore,
topi c.

The published articles generated by the ¢
al owed the researcher to identify research
empirical work that was carried out .

According to Wilson (281&)p meearsscsh whorck
establishing anth nwreinttiirogm wmp dt keer dtshevd i s . Thi
a useful framework and all ows him to work sy
appreciate the research philosophy which is
how kinhoewl edge is developed and how the out si
Understanding the research philosophy | eads
answers to the research questionsppAopordt e
research methods to gather, interpret and an
met. These wil/l be explained at the relevant

Research approaches ar e procedures rel a

interpretation in which decisions have to be

11



phil osophi cal assumptions (Creswell, 2013) .
normally based on the nature of Thihe peodad raeh
recogni zes that there are many wexperts i n

(1986); Jur an, (1998)and Crosby, (1979) as d
appropriate framewor ks i n ttheed sbeyn steh etshea te xcpoen
either directly or indirectly measur ed as

paramé@hersebservations from this study depenc

the data collected utaltchimagpptbacimi xeds mai h

chapters four, five and six, the findings ca
(all the UAE organisations), and the results
that wererwell|l struct

Research approaches can be categorised di
deductive and inductive (Saunders et al , 20
bet ween the two approaches to be2Ch@),| ewmlgiedh
reflected in this study. There was a need
objectives.

To achieve the objectives set out in this
and quantitative diBypmpe hat Mmhetmhodchlocgyn. havhi ke
makes it possible to compensate each other
guantitative method in a unique way. Li kewi s
i n which ttihvee gmeatnhtoidt adomi nates over the qual
gualitative study iIs carried out that consi
order to observe the phenomenon sthidete dwi Inl s
delimit the possible errors in the investiga

anal ysed. From her e, a series of results wil

12



the phenomenon studi ed.ealrmtht lwii g | wdy,veq wal ietxe
because it will try to obtain a better under
Secondly, a quantitative study is carried

the 1S09001, Emirat esx Quiad md yq Malr ikt  E@d) a e rd

companies that do not have this seal but t he
data collection, the questionnaire was sent
the SPSS 22Sa8d0Smaogr £ms  wi | | be used to a
foll owing techniques: descriptive analysi s,
Anova of one factor), PLS analysis (Partial

(twd age) .

1.60utline of the Thesis
This chapter introduced the concepts assao
the research study to include research ques

selection of theefeaeaouohttopitheandsaabch

Chapter two wil/l provide a critical it et
practices are in use by organisations, what
guality mawhgémaente a&aheéir successes and | i mit

to determine parameters such as effectivenes
selected stom snoadkllIsi, ghtlaedr ipdhhenomemae@tssoci at
management . There wil/ be emphasis on inno
Arti ficial Il ntell i gence, Robotic Process A
Ecosystem, and theirkphasatiahiandwj tubht i TQMcat
concepts will2.d5mpdarn tiiralseetaidomg exerci se he

is a key factor that negatively influences

13



system isoibéenchptiement ed. Therefore, t his

successfully i mplementing TQM wi l I be inves
textbooks, peer refereed ar tiowlrensaltshath hadr @ ny
any other available sources wil!/ be consul te
systematically to ensure the effective use o

Chapter three will deal wi tdh vtilde dr @ :nd ar sh
t hat separately deal with research phil osorg
research design, coll ecti onl iamidt atniad rys i asf otfh
relevant ethical ids smueetsh.o d Tahse ac hroei sceea rocfh nsitxre
coll ect and analyse qualitative data wil/| f
i nducti on. Al | concepts and key component
t heoretical s<ampltiymgsamd a¢iofdfieerg wil |l be expl
organi sations. This will show the advantage
di scussed above, primary (quantitative and (¢
achieve the objectives of the research. I r
and the interview guide as well as the pilo
det ail s.

Chapter four wild.l providdad aan i aarnt elrywd iesw tga

observation) and an analysis to the quantita
devel oped to answer the research questions.

data and desclrli pitea vues each atloy sfiisnawii ze quantitat

dat a, I . e. the responses from the survey an
being analysed and interpreted. There wil/l
results in tables, graphs, diagrams and any o
that will be generated from the grounded the

14



Chapter five wil!/ demonstrateetopthbegi des

evidence retrieved from the primary and sec:¢

i mpacts of tot al gual ity management on org
organi sations. The model s, t heosaeisagt ecd nwietph
and innovations as presented in chapter two

many parameters as possible such as effecti:

TQM. The results willwibdhdh dihec unogded si rmandado mhie
chapter two. It wil |l be shown in this chapt
synergy, which is the assumption upon whi ch
shown that miareadh nreath oadrsl v ecseen vali date resu

to obtain a fuller picture (Bazeley, 2017).

Chapter six wild. al so contain conclusion
conclusions will i ncl ude rwhhats thuadsy biene nt earcnhsi e
devel oped by other researchers and whether t
whet her they are compatible with the results

conclusions witheestabhish whpebeterves have b

guestions have been answered. Whenever possi
attempts wild/| be made to fill out those gaps
wi Atknowl edge. The other contribution that
objectives wildl be satisfied. Il n the proce
the validity and reliability of TQM mrepulonas
Suitable recommendations wil be provided f ¢
systems in association with the innovation r

for further research woirkcwsdilomse, pocowasldesi d

that remain unfilled by the end of the study

15



1. 7Definitions of the Ter ms

Al t hough they are explained el sewhere in
terms are shown bel ow.
1. 7Qual ity

There are many definitions of quality th
service) as something good. Experts in qua
i mplicitly or explicitly definedsesbBenénribe
that customers need. These features can crea
expectations, which in turn | ead to higher
consistency, accuracydataevsaidfaba lprtoduathdmay
adopting these may incur more costs in terr
reputation damage and possibility of recalls
and errors. rPotodwmacrntk adhaitt dios expected due
di ssatisfaction and may cause damage to br a
(Cl') of the product should be ensured to id
procesgqud sp,ment or designs. Addressing the c
can enhance efficiency, reduce cost of gual
every business is different and ewerynigdakbt
wi || vary. However, as a general tbei deer acac
Society for Quality indicatedqgubbhttyomarage.l
systetmhere wil.| be an i ntciroena soef o0$f1 6% 6 ni nc orsetvse,
of $3 in profits (I SO Update, 2018).
1. 7T@a@t al Quality Management

16



TQM, as a management philosophy, has been
both propirofandongani satiodserst &ndoradoptdac
TQM are spent as a result of the rapid chang
i n customer 0s expectations as wel | as t he

organi sations, bi g anred rsoneael lo,f alrrQM a cnk nnoi v |i egdag

these challenges. TQM aims to ensure conti
integrated and systematic approach that invo
if it 1 s feacielslse) namd eovagrayiprati on (Chand,

TQM can be defined slightly differently &
et al (2020) define TQM as an approach to i
whol e business biyviitnyv oatvienwe reyv ed gyp aarcttment by
|l evel ; Zaire and SimintirasterrhanlxadefpiromeeBbBQ

at doing the right things first time and eve

everyoktagery process,; according to Price
programmes but a management system, accordin
profit, and business objectives are neechsi evec

are <created; and Atkinson (1990) define TQM

product I mpl ementing constant i nnovation. As
specific met-Biogama swash mest ésd xear |l i er i n secti

These definitions confirm that TQM is a s
empl oyee satisfaction, cust omer satisfactio
i nnovations and continuous i mprovements (Cha

1. 7R8s i s tGhnacneg et o

17



Resistance to change has been defined by

unwillingness or inability to tolerate organ
as t hreatening or damaging. intdherneaualre Mma
organi sational change (Bedeiimtner e20tl1 99 c c o rFdirns
individuals |ike to protect the status quo a
comfort zone i s sneetnheast hmonvg sn gt haewa yo fftreon e nj
the |l ack of trust and a potenti al mi sunder st

change when they do not appreciate the reas
advant apgoesssi ®ofl e consequences. Thirdly, t he
individual perceives and evaluates the adva
Fourthly, the | ow tolerance, as many indivVvi
associated with facing the unknown or dealin

causes, but they are not the only ones (Eccl

1. 71 Anovation
Ther e ar e many definitions of i nnovatio
managtmeinndustry or business. However, i n t

TQM and applied to businesses of UAE organi s

the formeofvigeodr process that i$ caw omnfperl
existing consumption patterns. It can be se
or unarticul at ed needs. l nnovations ar e n
governments to adopt in essles, toedhhwvel ompires

model s ( Ri es, 2011) .
l nnovati on has taken the form of iterative

Waves of l nnovation provides examples of thi

18



western ecrohiomg ewss @ egfa new forms of energy a

during industrial revolutions. For the purpoca
compbteed technology since it drives al most
maagement determines | evels of success.
Schumpeter's Waves I nnovation Model was

devel opment process. According to Schumpeter
opportunities in bustadsdytrRatrapeemgaurk!| gn
carried out. The success of the original i n
economic activity increases, with the result
i s the 1| mietnatt,i voef itnhveessemcondary economic wayv
one, that is, the innovative investment. Soc

boom gives way to the recession (Schumpeter,

The complneatviaotni oonfs ibnr i ngs with it a | arge
mar keted at a profitable price. There are fo
| oans. | n apmay mamtn,oft heamkonl oans, already gr ¢
forces. Business risks scare away future ent
activity stops. After t his adjust ment proc

entrepreneurs find that the cobdosti ons busi
activity. Economic activity resumes in great
process is completed. There is a new wave of

((Schumpeter, 1934, cited: Croitoru, 2012)
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Water energy Steam Electric energy Petrochemical Digital networks
Textile Steel Chemicals Electronics Software
Iron Railway IC engines Aviation New media

Ananoe
OIWOU0dT

1t wave 2nd wave 31 wave 4% wave 5t wave
60 years 55 years 50 years 40 years 30 years

1785 1845 1900 1950 1990 2020

Schumpeter, 1934: Schumpeter's | ong waves

1. 71 Bdustry 4.0

The first i ndustri al revolution was init.i
power, to be followed by the second oivredwst ri
of electricity to be utilised by assembly |
utilised in computers and automation has fac
the present fourth i1 ndustriinadilust & wo l4u.t0i)o nw a(sc
|l ndustry 4.0 is associated with Artificial I

supfearst computers capable of communicating wi
Thus, Industry 4.0 is a term used to conceptualize téoties and the organisation of value

chains. Physical processes are created and decentralized decisions are made, communication is
done in real time. Industry 4.0 represents a new way of how products are being manufactured.
Industries connected to the imet and equipped with sensors and software capable of
collecting and interpreting a multitude of data and information to mass produce customized

orders, with greater efficiency and qualiarvalhq et al. 2018

1. 7A6tificial I ntelligence (Al)
Al i's the ability of a system that relie
t a stkhsa t are normally reserved for i ntell i ge

20
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performed involve intellectual processes suc
and |l earning from experience. Theme i adel sma Iy
healthcare and in transportation just to namn
1. 7R@botic Process Automation ( RPA)

RPA is the wutilisation of software with m
higlbl ume epreédt abl e activities that humans h.
cal cul ati ons, gueries, transactions and mai n
effectiveness of many kinds of operations i
fi nanci al benefits sddhmaascicads tb erneedu cttsi osru cahn c
(Rouse, 2020) .

1. 71 Bnovation Ecosystem
As ecosystem refers to a community of or

-+

t hat ar

uni ver s

D

unctions

e

as

key

i ties

ntrempg,enand

ecosystem by

1. 7TBeoreti

Theoret.i

data to
coll ect

t heory.

deci

n o

The

cal

c al

ah eu niintn oevaad li moni ceaclolsyy,s tte m

refers

players for an innovation proc
: | ocal authorities, centr al gov
the medi a. Each stakehol der p |
providing ideas, |l ogi stics, fin

de the n
rder t o

i ngtealt
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researcher 6s gener al perspective of that top
preconceived theoretical framewor k. Therefor
t heorey ctomckeptual i sed as it emerges based on
l'imit themselves to a certain feature of a t
of the theory (Walsh et al, 2015).

1.8Scope of the Research

There Waoscus on the UAE organisations t hat

in relation to the i mplementation of gual i
met hodol ogy used in this study is explained
hilgihght i n outlining the scope of the resear

organi sations made the bulk of the sample t
focus group interviews, as thesei cdaas hedmpd iq
to be asked in other techniques of data col |
the sample size for the questionnaire surve)
just under 5% margemcefl evelr &ahi 95%nadiondt ar
points that will differ from real population
points from the real popul ati on.

It was al so expected t estcraurcrtye rogudte wWe2 4a)n df aacse

required telephone interviews with empl oyees
t hedraxc.h i ndividual face to face interview Ww;
and |l asted | Ees thamdomesdimnmlaing i s the most

met hlotd.i s believed that The semplge wasthepmp
should deliver the research aim and objecti\
above. The questions to be asked in the que

with the research aim and objectives.
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The research topic, probl ems, aim and obj
udy were selected in favour of the alterne

cused on organisations at tccen sUiAdker e dl.herted

e findings could be generalised to organi
l ture and economics (most countries in the
r their revenue). aTl hiiesn art esde aarncyh esntpu doyy erea
uld I'i ke to participate but is too busy toc
mber of such employees in this position sh
searchegt tro elde haccdmmodati ve.

As not ed above, simil ar studi es have i de
tterment of data analysi s. However, the re
this issue.

. 9Key (Theoretical) Assumptions

Asnoted in section 1.4, although there ar
mi ng, Juran and Crosby can provide the apfg
at concepts of TQM as stated by etdhease tdeary
n generate measurable parameters in the n
optedoneTbf sthe main key assumptions in th
016) , one of the competi abvkei sypporctar oy e
proach to the business and also an evaluat
016) in a survey carried out I n manufactur
ranitharaneet sala. fua@hmenttahemeed t o I mpro
nagement in the manufacturing industries,
akehol ders on two fronts: the first front

nge¥itmwe business.
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Anot her key assumption is that there is r

and processes associated with any quality sy
the Middle East. Furt merjmorta,f yt htenree uvirsggema m
TQM in combination with recent innovations a

there are very few research studies that hav

cited. Thisadiolty meannkela&tssno research work
research may exi st as internal report t hat
researcher has asked for internal reports an

The researcher can be the first to attem
construct theory from data obtained using mi
UAE organisations.

Al t hough there are researsphcdtsudiinals pthleaato r
devel op models and theories associated with
This researcher will identify and attempt to

1. 1Concl usi on

There are strong arguments in favour of t
at any organi sation worl dwi de, to the maj c
organi sations, e.g. the employee, ealhehcwot &n

regarding TWOMsteartn heomtoeaxt remains scarce.
for research work in this area that wil!/l be
|l ead to successful out c oenmepsl ofyoere .bot h t he emp
The main gap in research is related to th
which is the subject of this research wor k,

system has been i mplemented haetr nhaansy aocrcgeamti e
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chall enge and intended to investigate this p

to provide recommendations to individuals an

Some gaps in reseaacthempts wWelli dbaet mddedt
by the primary data, quantitative and qualit
presented in an easy to understand manner s
recommendat ivoindsedc.an be pro

This research study was conducted accord
research questions, research aim and object.i
approaches already being det érmiandegd bamnddgt ke n
as explained above.

The entire research study has been for mul
chapter the critical review of the |literatu
model s asso®isataegd hwittolpi ki, s was present ed.
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Chapter Two
Literature Review

2.1l ntroducti on

The idea that quality is a funtdemmeandwdced
and survival of companies is widely recoghn
oogani sations adapt and diversify, and even

changing conditions of technology and the ma
about the definition of qualTihtiys arhda pttheer ttyrp ee
guality, tot al gual ity management and compe

bet ween TQM and organisationsodo competitive a

engines <catal ogues, d utdeer nEaBlS CdDg t aShcai seensc.e DT hr e
Scholar. The search using these sources enal
define them and find the potenti al relati ons
considers goi ngnafgreomot itdhegenmerealspeci fic i mag
from general themes to more specific themes.
concepts of tot al gual ity management 1 n gene

i n ctohnet ext of UAEOGS organisations.
2. 2Definition of Quality
Today, within the framework of cont empo

perceived as a set of studies that do not fo

producti dam par orceelsisabl e, efficient, and effe
phil osophy, called total quality management,
works for continuous i mprovement in fBabtafunc

gual ity becomes wuseful onbgl e albppoeso(bDakk

2019). As can be understood from the above,
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phil osophy, t herefore, g uvaa nittayg ei nbiyt iiar drveeas i
l oyalty and minimizing the customer's sensit
2014) . This principle, which is expressed a
2020) . This essequalaillty etxxgpdiaesnrsamwdhyl i kenec
(Dahl gaard, et al, 2019).

Quality is a very general term and theref
by the customer. AQualityo is what the custo
definition of quality from the Ppersequir g me.l
specificationso. A ntooreaet ea pdoer foiprriitaitoen ainsd gsitv d
is fitness for useo (Mitra, 1993, p.33). | n
for purposeo (Gowetsch, and Davis, 201

I n Tot al Quality Management (TQM) , At ot al

gual ity of the product or service is the res

D
x

pectations of the customer ahned aedxdceede dvianlgu et

price should be considered when exceeding e

full participation of managers in TQM wor k a
or management model . TOM i ai ms mamagemead ipm
external customer expectations, supports par
i mprove all systems and processes (Evans, 20

From approximately 1920 to the 1940s, I n
qgual ity of the product after certain operat
control of ficers) would compare the quality

products were reworked or scrappead. bihithie
auditor or quality control depart ment . The

1960s ( Neave, 1999). An i mportant feature of

27



departments and managpmeaeéss n Tdaeay,uadualyi tcy

such as 1 SO 9000 are widely wused in product
service (for exampl e, hospitals) businesses.
responsi bil i thyasofanr vierdyiorneec twhroel ati onshi p wi f
assurance involves planning and carrying ouf
service meets expectations (Haque, Sarwar, a

There were conceengoath®uwemge afityt spmaeduc
first delivered. The application of the sci
USA was responsible for an i ncr-slislel ach veanpK e
This makes tihte diifdiicwiudualf oowner ship of qual.
for mal guality control (QC) system was intr
War , there was i n@readued i ant e@ntaincn ngo poe w
remowe serimm production processes and the emph
assurance ( QA). The quality revolution has
hel p of Deming and Jur an. These anal iGryosb)
management, TQM O6gurusé (Kiran, 2016). Their
di scussed | ater. The value of their model s |

2. 3Tot al QualitfyTENagement

Quality management I $ f lme c toivem alt hatmada g
i mpl ements the quality policy taking into ¢
qguality requires the commitment and particip
management I ncl udaelsl osctartaitoeng iocf prleasnonuirncge,s and
associated with quality, such as quality pl a

TQM i s a comprehensive and structured apfy

seeks to gumaprioovwe otfhegoods and services thr ouc

28



continuous feedback. TQM can be applied to

manufacturing sector and has since been adapg

i maginabl e, i ncluding school s, hi ghway mai I
(Mullins, 2019).
TQM processes maybe divided into four seq

(tPBCA Yol glhaenph aage, peopl e tdoeefh en ead chree sps endb,
relevant dat a, and ascer tdaiimhgd he, ppodpleen’ de v
i mpl ement a solution, and decide upon a me;
checgphage, people confilbbenf drhe ardcduadfttsen hd atua
actpmagse, people document their results, i nf
recommendati ons for the probl ebhobQ b7; aRuwdiers,

et al, 2014; Vargas, et al, 2018)).

ACT PLAN

Implement the Identify Your
Best Solution Problems

CHECK DO

Study Test Potential
Results Solutions

Figlr eTh-BeChleatnkt cycl e: Deming, 1950

The current environment i s marked by an
why the continuous i mprovement of the qualit
an essenti al el ement i N any € Ompainnyc r eaass eo noer
sustainability of competitive advantage (Hil

ai med at satisfying all customer s requirem
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gual ity i mprovement (CQl) framewbag& & Hcbimpe

advantage when it is in a better position t
competitive forces. Many sources that guarar
such as: manufacturing tqheal ptgduetr owi dhnghe
customers, achieving | ower costs than rivals

a product that has better performance than <c
Accordingly, thee TqQMoppedcaplfes! Icaws b

1. Cust omer 6s focus, whether the customer s

2. Leader shi p, Wihnecrha greenaennst trhaalte has t o chan

3. Teamwor k whi c hdii ;ncil puldiersarmmu [tteams wi t h the

and suppliers;

4. Continuous quality i mprovement of process
5. Measurement which means that the i mproven
gualitative metrics;

6. Benchmaskandriver to i mprovemdetabdhda.con

According to Nelson (2017) and Nicolettdi
phil osophy and a set of practices that empha

meeting customers reqguimgenenhsnkireguci ngr & &
i nvol vement and teamwork, proces-Basedepighl e
solving, constant measurement of results, an

Based on the evidencae brnoadc er amegrd eoMe dv dri it
in which quality management approach i s fav.
guality management phikhowopkympethased @ vtam

was devel oped bys dcwbrascerd (t1hOe8ddr)y, ofh et hree f i r m

Hamel and Prahalad (1990) and the systems tt
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by Wal dman (1994). Naim and Lenka (2017) al :
drawn from these theories.
2. 3Chtncepts and Models of TQM

The core concepts of TQM are of two types

TQM. Whil e the social i ssues centre around
|l eader shi p, teamwor K, nvot @emieng, ahe eéwmphaoye
orientation toward i mproving production and
wor king met hod involving well defined proc

i mprovement of gotbdmemaduUB@auwvietcesalto2009) .

Il n accordance with W lkinson's (1992) s u
di fferentiation of TQM, several aut hors have
exi st betweeKhahielie( 2®ldde)srstAdt e t hat the sof
of TQM are interrelated and produce synergie
Their study warns that the adoption of soft

to i mpwayet hbecompany operates and therefore

&Tar2 (2012) indicate that Quality Managemen

managemernt eayyetresmi p, planniimn,d huthnednt srgeeshdeunt, C
whil e other researchers classify TQM princ

technical aspects (TA) (Rahman &Bull ock, 20
i mportance of identifying ad Aas ofihar d@rpmar(tmaf

that within both are classified as a set of

As identified in chapter one, there is anoth
European Foundation for Quatet MoMahagAment d
Doel eman et al (2014) , EFQM Excell ence Model

model ( Net herl ands) or CAF model (Bel gi um)
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organi sations as their basic mardgpgememt . i A4

EFQM Excell ence Model can be used in two way
assessment (Doel eman et al, 2014); and as a
al , 2003) . The EFQM Excel |l enctealModaen c e pst sb aas

criteria (Five O00enabl ersd6d6 and fouba®édesul

management (Pfeffer and Sutton, 2006 ; Rouss
empirical studies thaemeanativam uane ¢&hee ntait
Excell ence model (e. g. Kim et al, 2010; Saf e
al, 2016) .

Six Sigma is not only an alternative to T
aims to reducnrecrveaarsieabprliocteys sancdapiabi | ity. Il t s
use of statistical met hods that -zmrafkf etca f .

relationships that directly affect critical

mode Six Sigma projects are catalysts of a s

al |, strategic feedback that assiststernm the
goal s. Therefore, its remakitoeogi@gtnidisctarnatl g
and operational l evel. Due to the connectior

they play a role as performance drivers (Sct
and tangi bl e gai heedovper fsoonmeanpeeddeifmensi on
composition of the organisational perfor manc

Scholars have also made efforts to wunder
management practice and a pemlogomampee sipedi ¢ 2
origin of Six Sigma, namely the statistical
Anbari, 2006) . Patyal and Maddulety (2015) c

be used by companiyest heoi ri nmpatotvoem dlriamse ilcyal d e <
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spe

obj

c al

ado

l'y business activities in ways that all o
reasing customer satisfaction. Schroeder
ucture dOUhat wsamsatioomein organisational
cialists, a structured met hod and perfo
ectives.

I n the debate about gual ity management |
oci@t9Po0B80 h&s al so gained increasing atte

I for studies that enhance the under st an

ption of 1SO 9000. The functions of | SO 9
|l denfier IFsntheoomne that determines the
without whhahacterszdd, | osing its value

would pay for the product.

Secondary: Futncitsi amhe one bhathkel denthéype
and/ or that helps in the sale of the pro
design requirements or even to add esteen

Rel evant iFtunics i ophe one t hat t he consumer

©
D
—
o
-
=
@D
o

by the product or system, being
function wil/ al so be a relevant function
l rrel evant iFunicg itome one that supports tt
represent value froagl evhan tc ofnusnucmeiran |cananb e
can be eliminated, and it wildl bring gair
These irrelevant functions are closely
technol ogy empl oyed;

Usage Funiotsiviash |l y defined by a measurabl e

related to the product design. For these
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measur e’ . For exampl e, a thermometer has

possi btactercha this measurement as degre

f- Esteem Funcisomel ated to consumer s’ desi
needs. These types of functions ar e, as
and rel ated t o ,t hceulntowrte sd,i veerrds ec u s tnoerss . F

the function of protecting bodywor k' (re
beauty'’ (esteem function).
Al s o, t hey <call for further researcht hteo eve

devel opment and maintenance of these standa

ensure the most effective means of introduci
t hat all ows organisational benefits to be ma

Anot her Icanmeeptor@QM is Hoshin Kanr.i wh i
management . The words AHoshino and AKanri o

mean Adirectiond and Aadministrationo respe

originanedfterJapa Second World War, but qui

the US (Picchi, 2018) . Hoshin Kanr.i i's a sy
(strategy) allow the organisationg tfor onmkpgo @nm
communication and inconsistent direction <can
performance (operations) is aligned with org

management (tactics) (S20Q&)y.o, 2007; Chau an

Quality management i's a combination of C
i mproving business and avoiding | osses to wa
it i's vital for organi sations todsadaphi d&\ien
organi sational perfor mance, not only to have
management process, but also to have manager
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t hat can enabl e the organceatiogehoi esspbodoc

first time, every time (Cosby, 1984), and to
and Zehir, -2086s, RawbLandAryanas/| et al , 201
suggest key fgaacrtdo.r s Tmestehiisncrleude | eader sh

management .

This study seeks to explore the relevance

the |literature.-Asdadr e sethedli e®@@b  ,( OBG&KHe ma i a
|l eadership can drive quality management t owa
at a profit. Effective | eadership implies
visapnd, core valudd, iarpd eaneqnd i cmgala wmiumber of
well as providing support and relevant infor
Doel eman et al (2014) adds that good | eader
potenti alctiamna isrhtoewr east i n the degree to whi
research. Thus, organisations that seek to e

approach need to focus on people devel opmer
f utniconal areas. Samuel sson and Nilsson ( 2¢(
continuously is a predictor of the future of
and innovation are extremel ¥ ¢mampaogretmaenntt ianp ptrh
towards profitably satisfying customers. T
di scussed in detail | ater . |l nnovations can b
organi sations seeking mostopbemips®@matheve ped
environment i n which the organisations oper e
this view, Sadi koglu and Zehir (2010) swugges

any quality management initiative.
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A primary notion in the quality managemen

drive business excellence and organisational
insights from existing | iter at urhee tuon dgeuisde nt
the i mpact on performance by quality managen

Five themes will be selected and discusse
i nt et hseubes i n order to maxiThmezéi appr ebeamei wn
the management philosophies of Juran, Demi ng
the adoption and i mplementation of TQM in ¢«
mai nly the UAE. The third is taoitdb WQMhasbr
applied to organisations at the UAE. The fo
i mpl ementation of TQM normally requires cult
resistance. The finalQMt semeewsf Ul di miplu s me bt

these barriers can be over come.

2. 4Management Philosophies of Juran, Demi ng
The TQM approaches of Crosby, Demi ng, anc
t hat have starting anndageenndeintg pdhaitleocss, 4 ghuime st hae

i mprovements through adoption of strategic p

been i mpl emented over t he year s I n vari ou:
phil osophi es, trhoenyi g oc drecyeornrds tchfe aamc oor gani sat
to pride in workmanship, educati on, and the
t eamwor k, cooperation, and participation, a

Bestertitbel Bopz@0gan, 2010) .

2. 4Démi ng: TQM
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I n 1947 W. Edwards Deming, an American st
rk on their census tracts. Two years | at el
atistical control. The Japanfesiemprmawisntg iqu
cause they wanted to have a | arger export
nt wel | beyond the traditional statistic.
il osophy (Dobb, 2017).

Deming taught abomud tpeaamwernk ,sodonmngpta t
atistical quality control. He was even cri
his day. He taught that the use of sl ogan
t hougwdar dihmd and punishing workers based ¢
e victim. He thought the focus should be o
was astute enough to know that imfpia@amsideeé
i nsisted that statistical control staff n
sence, Deming took the idea of statistice
nagement . Il n Deming's handlsy an cemgieme e rtih
came an overarching management styl e. That
eir manager s. Soon Japanese industrialist
ality through Deming's imaniaggeane,ntt hmey hoats .
de units, invol ved all empl oyees in the im
ams to examine problems and solve them. G

me, Japanese pirodgcecalsi etxcteleael eAlimemi ¢ e Pr od

st to Japan. The success of TQM i n Japan
mpanies awakened the American industrialis
4J@ran: The Quality I mprovement Process
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Duirng many of his early consulting engage:!

M. Juran was involved in improving quality
processes. Each company exhibited difference
cul tur e, and so on. Yet t heir gual ity prob:
probl ems, he employed common diagnostic tool
remedi al concepts and tool s. To holtds tdomed ga
tools. The concepts, met hods, and tools he
(Defeo, 2016) . By the year 1964 he had unbo
approach. -t edset encadi tf iien dmamygd cl e padat edimpami @d y
resul ts. Juran added some pertinent comme
essential success factors; without it there
companies to hdwvestavdh,i | pbodbeerm rmardgeri al pr
gual ity i mprovement; training is needed to e
guality i mpr ovement process,; and t he train
i mprovementccprajegt .0 the Juran Quality Han
|l eads to delighted customer s; satisfied pro
health status of population; increased reven
2. 4CBosbytéespsl 4 S

As shown i n Tabl e 2. 1,stRpi lprpoc@rsss blyy ow
management becomes educated and committed t
communicated to all empl oyees, and specific
tachieve the quality management goal s. The

emphasising the need for top managemento6s a

expecting any i mprovements (Crosby, 1979) .
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Table 2. 1: Cd aopstbeydd sf rlotm s@re@sb y,a 1979 Ad.

N o
Step
Pur pose
1
gement commit ment
stablish that quality i mprovement i S nec
2
ity i mprovement team
esentatives from each depart meanctt itoon f or m
3
ity measurement
etermine the status of quality throughou
urements where none previously existed
4
of quality evaluati on
cost of quality is not am dklhgdlcwtta ome roffo
ective action wil/l be profitable for a c¢
on i s necessary.
5
ity awareness
management begins to share with empl oyee
i mov.i sSupe are trained to educate their el
empl oyees the measurements of what Anon
ate their employees.
6
ective action
ncourage peopltebtemsal eppboutunt hees for
gement demonstrates, it is facing and re
habit of identifying and correcting thenm
7
blish ad hoc cprmmgrtame for zero defects
xamine the various activities for the co
ess
8
rvi sor training
onduct a for mal orientation with al/l |l ev
S .
9

defects day

Tacommuni cate the Zero Defects performance st

t hat
i ts

Goal

all employees understand it the same wa

commi t ment to the standard. Il tos a finew
10

setting

39



To aebslti sh more and more concrete goals by suj
Sshould have a completion date and should be
11
Error cause removal
[

To ask ndi viduals to describe anyagaeprwbfifkem t
Management must respond within 24 hours, i f
that the system works, they wild]l be motivate
12
Recognition
To establish award programmes t oerrfecromgni se t
out standing acts. All corrected probl ems sh
i mportant, not necessarily the value of the
13
Quality council s
To establish regular meeti ngs amocnogmngiutatl e et sy
to keep i mproving quality. The key is contin
problem resolutions.
14
Do it over again
To ensure that the quality process never end

Taking the 14 steps into cVascideeatibat Cr
t hr ee @acettieaoamssmuatfiaccres when the management S
Educadtsi arhe process of providing al/l empl oy e e
the knowledge base for pt ewvamtpibregne p twahbi i cehms .
consists of the devel opment of a plan, t he
environment consistent with a quality impro

must | ead by examppeetdinodna p(r@rvo sdbey f 109 8 40)w Cro

that quality is achieved by preventing def ec
must be agreed upon, empl oyees must know how
i mpede the empl anoeneestéa rp/r ocgorsets so.f Tghueal i ty i s

and the formula provides for continuously me
doing things right the first ti me, whi ch 1is

approtaehpisevifi deedgbedts and services to the ¢
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2. 4Adreement among the Experts

The importance of TQM siusr viinai sipnuttadd aey 'isn
environment and to be a | eader in the secto
businesses can establish the TQM phil osophy

adopt this philosophuy ((Dabm, ngy0Io7d) .al Co npteirnsuo

l evel to the | owest empl oyee, i's a prerequi ¢
Thanks to training in accordance with the TC
of wvital 11 mpositaeseed osuftheasppoddotsngersul
satisfaction, determining customer needs, u
purchased for busi nesses, and even devel opi
procesdemakiang innovations in product desi gl
suppliers, who are among the most i mportant
of quality products is the most i mpwaitraqpt s
gual ity products today. For this reason, sup
customer satisfaction. Process management ha

products to customers and konglefaubktl| @esgodai
producti on. Product design and customer r el a

today's businesses to produce solutions to c
di fferences againS;t Oakpandtetr sal( Sa2@20;20Dob

Today, there is no single universal def ir
qguality as performance in |Iine with standard

customer's needcstioan.culsnt oawmeders atta sgwmar ant ee
i's necessary to evalwuate the definition of
defines quality as the degree to which a se

Requinrteme ans to meet customer needs and reg
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respond. Today, the 1 mportance of gual ity i
di fference between an organisation arhderanoth
is generally perceived to be related to the
Quality can mean different things to diffe
expectations of many peopl e arhdtk steh e xpercd eapttiic
fulfilled (Azizi, 2016) .

Al t hough quality is defined as the degree
and expectations, el ements such as the abil:i
a reasonable, ptelrdiord phHy stiicwlal psopeptai e s anan a
services are used for product quality. There
can be said that there are many functainons t

opti mum way (Bolatan, 2016) .

Applications such as reengineering, res
management t hat have emerged in recent year
approach. Wi th the conceptusntafi egl oldaltihsatwoorr

seek common solutions to some of their probl
joint deci sions -ionnc riesassuiensg seuncvhi raosn mewd ra | pol
human right s. |l nsadgadimpieont i enf crutch taswagmr dbbi
expanding the mar ket ar ea (Godirey&Kemets, 200Avi t h al |

This emerging fierce competitive environ

gual ity of goodsraeddceetthhecessandst much as j
the quality of goods and services, busi nes:
Businesses can increase the quality of g oocCc
managemenyt ,| abgutt tehecompeti tion i f they do no

situation diminish over ti me.
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As stated earlier, total quality manageme

at the | owest <cost. Ent er mrgiesmesn tt haantt i icmplad me
change and development in all fields of acti
hi ghestel empl oyee to the | owest l evel e mp |
participation and unrdaenrwsotrakn ceinreg goefs . T QNM, tihnep o
empl oyees in commder wi mhanagemeotstapproach. E
as having a share in quality.

Philip B. Crosby, according to Certo (20
guiatty and is considered a pioneer in the qua
t he author, Crosby's work provides managers
product quality and indicates tihnegrreeda de ntto rier
to integrity, systems, communications, oper a
progress in product quality. It goes on to t
serum' which pregsenfsomowpgealdi hygy dcseas t he
the statements of Certo (2003), in the 1960:¢
many companies and applied to a series of
producti omlsacnhte d wlciantg,on, production packagii

During this period, courses related to t
administration spread i mmediatel vy, attractin
prepar e etshenmsetleach quality control cl asses.
and indicates as one of the most i mportant f
who would become a quality guru of the 198
reanoged as responsi bl e for hel pingt vwesntaibdtibhst
century. Deming, as emphasised by Certo (200
the teaching of statisticalhadontor alc hiirevlapg an

4 3



a product, the company should i mprove its
manufacture it, in addition management woul d
guality.

I n the teachings offl édmeanhs TOMMI yabboewesd

rn

advantage of Taylor's wor k, uses Walter A.
concepts of human behaviour i ntroduced by A
knowl edge about aqual iwtoy k dsvpaemiigl2l0 1) ur a
Crosby, Deming, and Juran agree that it i
an organi sational cul ture i n whi ch commi t m
management s action shoul d btehec htaorpa ca red i mwedt
fulfil ment of the organisationés mission, wh
They agree that continuous education and tra
| anguage of quampltoyy eaen ds ktiol Idse vaen do pk neowl edge.
cooperation, and teamwork throughout the orcg

t hat more than 85 percent of al | probl ems

managementacptoilanc.y Tohri s means t hat managemen:

i mprovement s. I n addition, +Hflobewsadrgeat hat i
term process that wild/l not produce results
ti metierms of reduced cost s, but , more | mport
anticipate and prevent problems (James, 2003

Finally, experts agree that the |1 mpr ovemi
produche, candent inspection methods to achi e
a quality product at an affordable price. Co
(Weiner et al, 2006) .
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The pioneers of qual i teyr rdals ta mdg ue xsthe rcn ala rc

al | of them support the practice of involvirt
t hem, it i's i mpossible to achieve quality w
inferior, e. gs.erivin ctehe floealetxhanpdrege when subc:
as subcontracting a catering service in a ho

According to James (2003), the simplest

conformance toemamgateemeénom the ACrosbyo car

have achieved, perhaps, a higher |l evel of fa
and fAeconomies of guality, o which offer cor
achieviomgf ofruMalnce to requirements. The Cros
il lustrates through empirical financi al me a ¢

attainment of Aconformanceo appr oaQuhaelsi tly0 Ol sp
Freeoor that any effort expended toward achi
by preventing defects and errors, pays for i

Ot her authors such as Oakland et al (202C

to the concephipfsiTpPMeslLaanadepobpsgani sati onal C
TQM. I f they are mmotr TOMsi mpbemdntbat wom ke k
unt il favourable conditions exi st.

TQOQM is a compreemsipreocansd.| Magnd qae ms t wieli |

commi t ment, keep the process visible, provid
for results. They need to use input from st
sources, etc.) as much ase pompl byee iamvdol wd
design of the system. Keepindriwemi nane haeec

cl ear on their vi sion for the future and st a
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unl eashing empl oynde adr, eateidwictiyngarmdrgatuer acy

service to society (Kiran, 2016) .
The value and relevance of Deming, Crosby
wi || be st ated arfWhtehtries tshteudy r ec o ghners eesx ptehratts

in the field of TQM, Demi ng, 1986 ; Jur an, 1

framework for his study in the sense that <c
directly or indirectly measparradamatse rtsh eiyn chair
met hods research approach that wil!/ be adopt
may decide to employ TQM and set itself a ta

for the economy and r rimg émaitr omomantwatoceansu s

consumption mustsabhe navbhjoemct @ad procedss t hat di

of energy. This parameter, i.e. reducing u
can be quanted.athHHowd wermeaisrurt ot al ity, Tot al
string of focuses which are <call ed di sci pl
commi t ment, process approach, integrated sys

i mpr ov eareddnats,e df amma&ii sigo@ma nd c(oEmansutn iKcualtli o8n Wa c k e

Added to previous principles, t he parameter
resul ts, custometi sati ehactandn,cosel fof i nves
study included these parameters in the cont e

parameters are considered competitive advant

2. 51 mpl ementati onsWeasft efT@M Ciud t Nia re

|t i's believed that (De Leon (2017) TQM
successfully iIimplemented I n SoaurnAeraisd sa nad tAH
Mi ddl e (East Kul | & Wacker, 2018) . | ssues
i nvegsatt ed bel ow. This represents thetosecon:t
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research conducted in other countries other
European countries or Australia), | e&kder shkhapp
shown to be very important in using TQM to
depended on a case study related to an orgal
aut hority of the city of nCdlsapgan.be Traids iwsd tuh
in the UAE as most of these are in the publi
(I SO i mpl ement atitome Gluodal, 20WtIhdri ty has r ecce
was renewed i nTRIOs 3maanmds 2t0H&t. t he management
over that period of ti me. This is also evi
Customer Satisfaction For ms. The only stro
were t heenctononfi tsteni or management (shown in i
resources) and the presence of the driver

commi t ment of senior management was identif
Bester f2i0ell5d) as t he most influenti al factor

concluded in this study that the frequency a
on the organisationds ability t o hduws tagirrmr etsh en
what was suggested by Cohen and Brand (1993)
process. The study provided a set of recon
successfully implementing the pdoQMti 8@l 90 dC
suggested by Cohen and Brand (1993); that th
to own the process but instead a broad suppo
(1999); to have a issuowddsinoon pPlea m escuecshs atrhya tt «
every so often as suggested by Lavigna (2013
values as suggested by Andres (1996).
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Il n a r ec e rEtl waarhteidc laen,d A dbaz (€0tl8)i assefks®E

t he Saudi industry.-levalthaouwpdh meheantei ovma s

participating organisations acknowledged th

operati onal perf ormance. Thus, itthawad haemrtei o

eper understanding and a better appreciat.i
ality to spread to most parts of those or

knowl edged that thedevelasp aandrigmmlt e meretd t

ogrammes to all personnel in order to over
re identified as a |l ack of effective train
| &ackeadership commitment to quality; the c

best practices within or between depart me
rsonne|l to newcomers. The tastunbathaerths
Saudi graduates are extremely poor in the
ith British graduates for exampiEd wahkledu 'amd,
baz (2018) recommendeadia erresviitea ve so fa nadu rortihceu
udi Ar abi a. They also recognised that ma
ality management systems that can maxi mi s
10). A si mi |l aro pstyesdt eamt sShaouudlid olbregaani sati ons.
Similar conclusions to the |l ast study wer
al (2016) also at Saudi Arabia but in the
at require I mmeadil ahe aatet pmoivosiion tilket o i m
Saudi Ar abi a. These themes were better
althcar e, an effective strategy within anc

adensghinmnageri al commi t ment . The existel

di sappointing taking into account the rel ati
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Sul

wh e

TQM

pitals of Saudi Arabia, the extensaiudeée exp
pitals, and the existence of almost | imit
A study by Mosadeghrad (2014) exploring t
heal t hcare organisations ofencroaunnt efroeudn dme
ficulties to include the managers being |
ues in a healthcare setting;halhies tiinca daepgpura
ng utilised; t he hiognhs itsutrennocvye ri no f mammaangaegr est
r pl anni ngt;eran Isacrkat®efgi eeng t-hermxantenvag!
rovement goal s; a | ack of | eadership c¢omi
ining; and @. |l ack of patient focu

A study regarding the adoption of TQM in
ai man et al (2013) was carried out to as
re TQM was | mpl emented. At organusdtions
t the strongest driving force to improve
a |l ack of appreciation to TQM principles
art ment of an instituti onon tbhye tahtet i maijder
pondents remained positive.

Zwet (2017) investigated the 1 mplementat.i
Gul f countries (Kuwait, Bahrai n, Qat ar,
ufacturing ocpmpani e ai ¢ hi gl ob al manuf act
ompetitive advantage as they have a | ong

or other especially designed and devel op

human reseadeeship commi t ment , and i nfrast

i mp

ma n

rovement can be sustained. According to

ufacturing sector of the Gulf countries a
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a |latkeducation regarding quality issues, |

assur a

| abour

to cha

nce, poor communication within and am
productivity as the majority omfcemanuf
nge, and cul tur al i ssues (Zwet, 2017,

2. 6TQM and I nnovations

The third theme is related to the associ e
the recent advances in technology such as I
intelligence, cyber security, and innovation

The practhae bhédemTM QMecogni sed as a compet.
worl dwi de, such that very few organisations
ignore it (Dean and Evans, 2002) . Empi ri ceé
performenpeovhded strong positive results (|
2014) . Furthermore, i nnovation has known to
of the competitive advantage acquiredeb®y org
is a typical example in this context as it a
processes (Dudovskiy, 2020).

As mar ket conditions are rapidly changing
advantage basednoowmtgqoal ictayn &anred cirreated and
continuous innovation (Tidd and Bessant, 20
(based on innovation) and quality (based on
sustai nablaedwampeaegda t(iHiel | and Hi I, 2009) . F
prove to be a challenge for some organisatio

There are several published articles that
bet ween M@Mvanhdon based on empirical evidenc
argue that organisation adopting TQM as a sy
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which innovation can thrive, as ththprinc
ovation (Dean and Evans, 2002; Tang, 19¢
tomer focused, it often seeks new cust ome
i sfy them. Therefore, t hat ebopmensabifom
ducts continuously adapting to the changi
tinuous i mprovement can | ead to creative
cesses are performed. eeAeddgbgemkens, ampoc
al | significant forces that <can deter mi
7).
However, contrary to the above argument s,
itive associationibatwasesrdT QM dmae brehaowd
ch is a necessary activity for conformanc
t i's workable which can | ead to rigidit?
t her mor é mpaoorvteimemdauscan aim to simplify a
ter and better. This can be detri ment al
tinually attempt to i mprove what is alrea
The oppogumgnts cited above can be exten
ationship between innovation performance
whet her an organisation can do wel |l in bo
d afd foade he ot her. According to Flyn
be able to achieve quality and product i
ued that an organisation whicamnmakdavieadt

unt of time to master and statistically

conf ormance to a high | evel. An organisat.

\Y

i C

e versa under ¢ &Notwakn m®09OKkKegt conditions
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l nnovation can be defined as the creati
commercialise the inventions successfully (
exploitation of new approachesmwhawrcd manhodcets
manage people and organisations (Griffiths a
devel opment of new techniques to create prod
examples are the AToyotwenzeam, p2®Md&)xti ohi sl
heavily and effectively in Air Taxi operati
delivery by Amazon Pri me Air (Gel i nas, 201
devel opment of new prodestisntbampaaiveosuwiertrh
Well known examples are the transistor radio
in the 1970s and the smart phone over the pa

as the prodectvedabg mgonsumers to have more u

can be used for shopping, watching videos,
a result, the manufacturers pricing opssons
i nnovation as the manufacturer can | ower pro

in creating competitive advantage for a ¢ omyg
the company to charge high8S8onyprisea thphcahe

this Aalgar dafd Mpor man, 2017

l ncrement al l nnovation is normally applie
create some i mprovement that can make produc
t oropduce or apply. On the other hand, radi
devel oped, and i mplemented such that new t
societies to significant changes. Arsadnoctaeld
i nnovation. Per haps, It was <created to be
include many <ci vil uses, while a hybrid car
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There is no change in theurcapabfi | powemnfi g hac

two types of innovations are interconnected
producing significant i ncrease in revenue o0
i nnovations, wi tthuciarch amlhnyovat il ont lpeoi mprov
Bel ow severradl atnendo vcaotnicoenpt s wi | | be di scusse.

2.6l hadustry 4.0

I n chapter one it was noted that there ar
1765. They are respectively associated with
in 1969, and the internet, di2d@iot0a lu ntt e d h nt chleo
ti me (Chan, 2019) . As shown in Figure 2.1,
(water power), the second industrial revol ut

l ines, the third icreddusntirciralp rroe vecsosuoiru tomr iiicata trlic
and the fourth industrial revolution (ot her
combi nathieoni notfernet -physhcalgssyshemsybaerd t he
( Marr, 20t6GppAksoonienthe significance of toh

Therefore, there is value in identifying cha

Figure 2. 1: The four industrial revol u
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ef

t h

Th

Mechanization, Mass production,
water power, steam  assemblyline,

Computer and Cyber Physical

pawer electricity automation Systems
|l ndustry 4.0 is <creating dramatic chang:
novations such as supercomputers, artific
20) , brain enhancements (Le, 2020) , bi od
vices (R¢egg, 2019) , genetic editingiand

gni ficant to see smart factories with thei

me time the machines are c¢onnehcotleed ptroo dau cstyi
ocess and making intelligent decisions as
The first three industrial revol utions ha

nerated mass production and provi degd 4di0gi t
fundamentally di fferent as It I s i nterc
Vvironments and influencing al | di scipl i ne

siness afftRubrcoobdbmj] A 0 aefisijnagr dtiihbe cROADTF I c

ange that i s happening in the world due to
Il 1ions of people through digital net wor ks,
ficiency, and has tnhewapyost etnhtatal altloownatnhaeg ed

e environment to be reversed.DeshHawdau ars,, X

ese include the inability of some organi sa
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to i mplemehat andhéeéonewguuechnol ogi es, the pos.

security concern, and inequality and human r
intelligent computerised machines wil/ repl
madwawcturing, heal t h, finance, aviation and
j obs wi l I vanish in favour of aut omati on.

industrial revolutions have startiensthy usi gn
change. At the outset of t Hé&ceneworyd it heéu et
concentration of power and wealth in the han

changes over a 100 yeaad pefr i dedmd chrad c y ,e stul & erdi
the creation of progressive taxation and the

|l ndustry 4.0 may remain within the grasp of

borders, md sseptiomest@ maxi mise the benefit
Schwab, 2017) agree that the social, busi nes:s
wi || have to cmmarygea.ot Geverrempamnted to absorb
cceated by I ndustry 4. 0. Thus, major changes:s
be inevitable. However, the situation in th
2020) .

2. 6R@botic Process Automati on

The toRromoti csd and O6Automationd are often
As mentioned above I ndustry 4.0 which is cur
of dat a compl ement ed by comparabl e comput i
60Transfmgenatiivewhi ch humanity currently |ive:
phones but Ssmart homes and f aepthoyrsiiecsa,l asnydst

(Rubinoff, 2020) .
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As with all the industrial rewolputider®es sto
This means that the Transformative Age is b
revolutions during what is known as the 060Dig
storing and processing eanhmagledbte Bameunt ea
Learning and Artificial Intelligence?in orde
bytes of information being generated each da
i's not char adt éryi svénd cthy tthree t egdaen ol ogy i s adyv
dependence on connectivity (Rothman, 2020).

At present algorithms exist such that the
failures, |l i fe expectancy,0 dbeodvattchh elde cmaur dl
with very high accuracy. Video conferencing
etc can be used for video communication amon
same room, whi ch adHionmps amd fetrleenrci agt i ¢ietai e ¢
Most people experience this transformation n
(Rubinoff, 2020) .

During the third industri al revolution,
t r antsefxetrs,, sound and pictures into a format

be stored and processed at extremely high sy

for I ndustry 4.0 and all owed tranefiowmat don
However, there are challenges to overcome ©b
realised. The most common challenge is the r

|l egacy systems that are essentioal ahoi nbdusi ng
system (or platform) can be related to a pro
application that is stildl i n use although wuc¢g

time to createuah stimgtl ealpll asy®rems can succ
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business process. The other challenge is as

unstructured which make 80% of all dat a.

numbed spamnt codes are available in an eminen
captured and stored, neatly organised and s
benefits which is essential when dRad itngpaevit
of data is the unstructured such as texts,

Unstructured data are difficult to fi-nd by
established internal i dentai fsieearr ctho faulnlcoow otnh g
are image tagged). They are not easy to Vi sl
met hods (Taylor, 2018).

The challenges mentioned above can be mit
ProcesmsatAwtho ( RPA)i.ntRRAiive nemhnol ogy that
automation or software robots to execute nui
depl oyment of RPA software can be offered in
sbt ware automates several processes on an en

in which the software runs on many machi nes

RPA software is recommended to be deipdloyed
Il ntell igence (AIl) capabi lriutdes v ¢ o -doalchudrhee g It e
processes that in the past humans were neec
technology is made of softwar e r cabno twso rkkreaven
thus they may |l og into applications to enter
i s required in a task and | og out. Bots can
for data processing; k n oewvabr octhsi nwgh iwcehb sa-rtee sb a tos
specified information; chatbots which are v
demands for information in real time (Taull
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component of the | T atnifomsbhutucittur al li awsani tor
technol ogy speedily and efficiently without
RPA software facilitates the adaptation by s
and excepti ®RfP&A. soAs waoeniastrained to detect
a specific process within an existing softw
actions, trigger responses, and start C O mmu

aut oonuosm vy .

Regarding quality management, there is al
organi sations globally to enhance their perf
customer service, accounting, ¢€tesansuppl gect

management and many other services (Rouse,
software can be seen in Figure 2. 2.

Figure 2. 2: RPA adoption (UI Pat h,

Potential for RPA

llustrative processes with
RPA adoption potential by buyer industry and function Ltow I High higher potential

Human
resource

(S " Industry-specific
ontact center

Function F&aA Procurement

Accounts receivable, | Invoice processing, Payroll, hiring, |
accounts payable, requisition-to- candidabe Customer service
general ledger purchase order

Industry

Banking
& financial
services

management
e --

¥ Cards activation

v Frauds claims discovery

¥ Claims processing

¥ Mew business
Ppreparation

¥ Reports automation

Healthcare
¥ System reconciliation

Henutactnng -

Hi-tech
& telecom

+ Bills of material (BOM)
generation

¥ Saervice order

management
¥ Quality reporting

Energy & ¥ Account setup

utilities «  Meter-reading validation

meresl Group Seizing the Robotic Process Automation (RPA) Market Opportunity

2. 6 ABti ficial I ntelligence

The term O6Artificial intell igempret e(réAl ) 6
robwhti ch is controlled by a computer to thin
beings do. Al i's firnmagageddmrochwsadesoceaecededi fbr
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https://www.britannica.com/technology/robot-technology
https://www.merriam-webster.com/dictionary/intellectual

t heir ability to rationali se, to infer, t o

co

di

S

erience. Since the invention ofos$éieblde gi
computers to perform complex tasks such
ebraically, finding mathemati cal proofs f
en, 2018). Al t hough conmpuitsi o poewreorrsy oo
processing speed, no program has been f
Xxibility over significantly wide domains.
form specific tasks flanr tbheitst esre ntsheamMIlh umar

ful applications in diverse disciplines
aviours and voice recognition (Copeland,

As computing power s continue thonol ngyeas

chmar ks that defined Al in the past bec
ognising text using opti mal character rec
sidered as an inherent c o nthbaupgeerrd ifnugn can om
ciplines such as computer science and eng

i nguistics among others for the benefits of

seddfi ving automobilnes,anamslkrfgn awad @getoectdiuc es

Al most everywhere in the worl d, the avi at
applications of Al . | mpl ementing Al , Eti ha
El enium which i sdeanoAusatut@imiaamopr 6 eichnol ogy
servi ceectvioiacteed ki osk, baggage drop service

]

ecognition was taken to a higher-lnevelr. t hRra

flighei asbtometric data can be stored at (.

authorities before they arrive to the-airpor

drop terminals each bag can be scanbneefdoreaend
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being dropped on the belt. Therefore, ther

designed boar di ngengaabtlee dt hwaitl i ss tbaiyo naeltwaiycs o p
to go through, on condi thieointr tbhiaotmettrraivce Idl aetras

As discussed above the invention Al and
i mpact on busi ness processes, t he product.i
organi sations, and al sonst haer es cmaennacgee da f h oTwh

management theories anredvamaddalesd may thakwee itna ol
i mpact of Al . Although the core construct of

factors and forcess upmda mwhdelhs tdre tlhaoved ha

o
o
=}

temporary manner. For exampl e, the Port
successfully by many organisations during th

their compepeti vemenmnsessCofm an organisation h

each force is influenced by Al . Amazon i s
exploitation of Al i n sever al ways from its
veritghenguitability of their associated sell
that it will enter the healthcare sector soo

Al al so i mpacts TQM. As explained above
evolved out mafnutflfecetluapamgeseadustry. These tnh
science associated with the quality of proc

have to adhere to agreed specifications taki
usefT®M has retli edenmnpdat asses, proc-basedmpro
deci-mda kinng. Al | these factors can be I mprove
prediction and forecasting pr oceswsiesh cuannu sbeed

and unsold inventory can be minimised. Al C

6 2



needed to identify anomal ous manufacturing

order to optimise the overall guality.
There i s ad waryesatae nmerde tef fi ci ent organi s

of l ndustry 4.0, RPA, Al and ot her i nnovat

organi sations in most parts of the worl d.

managementi nt oredweal teo accommodate the change
bl ended workforce of skill ed workers and in
2019) .

2. 6. 4 United Arab Emirates model of excellence

At first, the United Arab Emirates model of excellence in management was
implemented inthe r i seatdr more than two decades ago with the Dubai Quality Award in
1994. This model of excellence was followed by the government excellence program which
wasl a u n n R0OU(GEM, 2019 a). A model of extension to excellence was launched in
2015 seeking to pioneer in government work.

H o w e,the UAE government excellence system expanded the scope of application
in 2015 to include education and health seotganisations; later, in 2016 the federal model
of excellence was launched to include fgmvernmental and neprofit organisations, the
program was disseminated to generate excellence of government and achieve leadership in all
areas of government wo(kGEM, 2019 a).

This expansion of the UAE government excellence system application motivated
organisations across the country to seek excellence in management in their processes and
results, generating a comprehensive movement in business managemenobrinoffav
organisational performance (GEM, 2019 a). The UAE government excellence model is known
for containing comprehensive requirements for business process excellence in UAE

companies.
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AD- Government Excellence System

Focus on the resuits of the
entity’s main Function results
and the achievement of Abu
Dhabi Plan

-

Focus on services
development and Digital

A simplified method to participation Holistic system to ensure comperhensive and linked for
in Awards associated with the all Abu Dhabi government requirements, indicating its
system. integration in achieving Abu Dhabi Vision.

I\ 4

Source: GEM, (2019 b). UAE Government Excellence Model
The requirements of the UAE model consist of the evaluation of seven dimensions,

namely: (1) focus on innovation and future shaping, (2) focus on governance and efficiency of
the financial system, (3) focus on the results of the entity main functioogc{4y bn the service
development and digital government, (5) people, (6) focus on operations, and (7) leadership

and management results with improved overall performance of the organisation.

2.7. Competitive advantage

The world is al waowsy chveor gviersg.atTeachrmpi d pace,

l ess significant, people'"s mentality adapts
fierce and ti me management is a top priority
itsifomnmntg, performance, and profitability. T
with this scenari o, companies are forced t ¢
establishing clear objectives, andgnpadopi veg
advantage. Such strategies have been consi de
and political changes, which include needs ¢
processes, stimulating entrempentancéai pf C e
social responsibility, i mplementing quality
systems or occupational health and safety ma

6 4



For an increasing number of compantegesofthbew

product s, services and/ or processes, seekin
customer s, but also of other stakehol ders.
recent . However, aspects rastatetdwtdecaddsa.ve!

companies have beeoalilmpd e@Qealti ngy Maeageoment
which aim to apply methods and mechani sms t
processeseswiatbh i phred gual i tymastteanydaddmpnswhri

commi t ment of organisations to the satisfact

monitor the evolution of markets (Bessant, C
Currently, t he economic mar knepte tiist i cvhea raancdt edryi
with several changes occurring in an acceler
political, demographi c, technol ogical. That
mar ket , it i s essenttiiatli vteh aatd vtahnetya gdee voevleorp tah
pointed out by Casades¥s, Heras and Ochoa, (
choice, that is, t hey want to be unique in

emphasi ze t hat st henagrg amids ateipaut ati on today
service that its customers attribute to it.
i s the occurrence of economic performance |
strateglepedeby the organisation (P.57)". C
creation of added valwue for the customer. R
suggests that the source of competitisve adyv,;
devel oped and controlled by companies, i n
organi sation, which are heavily based on str

environment .
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has already been seen that the quality of

valued by customers and that is why it shoul
Rosalem and Santos (n.d.), coemmpanpbéebedi whien
innovate in products or services and create
innovation and their effective management <cé&
to imitate i n a compapryes emthead ciim gt heh ep raedwiaa
studies have proven the | ink between quality
(2009) demonstrates that the i mplementation
provide the oagaompati bhvevi advantage i n re
i nnovatitoamamoket iome product s. I n turn, gainin
better organisational perfor mance.-orKireontle dan c
companyypewnriitcdhr squal ity and innovative produc
advantage and higher returns, but al so be a
macroeconomic threats, surviving in times of

Given the const anstt rnyo v etnineen tc oonfp etthiet iivnednue s s b ¢

e and mor e, and consumers are more demand

Compani es mu s t l ook for ways t o become mo

competitive advasttagedo ©Omies oif stthker wagh t he

standards capable of | everaging the quality
emerged models such as Tot al Quality Manage
Mal col m Balndrli QQuaNattiy Award ( MBNQA) and 1 SO
2005) . However, within the growing competi:t
addressed as a tool of understanding orgar
competitors. Bewns hmarldi ntgo iasssess how <chang
i mpr ovement I's working. By this, benchmar ki
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organi sational efficiency and qual-Tarydywheent c
al, 2012) .

The awass of the importance of continuous i1
compani es. Despite being a simple concept,
i nvest ment , continuous i mpr ovement has oft
(Got zamatnrigs ,&T30®2) .

Among the failure factors are the companies'
absence of a culture focused on constant sha
pointed out by Bessant , Caffy®omnd dGantl iamgu
i mprovement is a gradual process of organisa
essenti al el ement s. Hooker and Caswel | (200
companies to introduce afiguat ity manpgemeine
credibility in order to offer a better qual
requi rements, thus achieving a competitive
incentive is thatngome clhampgaeai @&@shiaghke wiilde f
The third is the hope of being able to attr a
building a reputation, or gaining benefits
recogni zed amn@ageqmeatity¥i mally, they believe
system | eads to an increase in sales, and ¢
present shows us an increasingly competitive
mak i negs sietnt i al to invest i n innovation and
services provided and the products avail abl
Report" (Schwab, 2013) , competitiveness depe
ssrong influence as a reason for growth.
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Fo

as

c h

t o

ad

r  Jungqueira, et al (2016), competitiveness
di fferentiation, that is, companies becon
oose toi esermadhiecash, distinctions and become
t he compateittiadn QIDUBGRWOIEDPr &owel gani satic
vant age comes from factors such as ef fic
IBPOVeENESS. Given these scenari os, it i's e
de in a quality service that aims to diff
ke it competitive, increasing success.
nally, the acgyeiadvaonagé& bympempani es doe
i mplies continuous efforts, t hat i s, i N
sociated with implementing quality manager
th bet taenrd pmoaockucetfd i ci ent processes i f thel
d empl oyee involvement.

To develop the research understanding to
terature assumes that the concekepttbérqguwaweéeri
veral contributions that influenced the ev
e supposed quality gurus: Demi ng, Jur an,
spite approaching this i1waye T[T an@innag@uftroomm
ntrol to quality management, together they
e principles of quality management. Thus,
ere ar e di fferenst tnhoadtel sanansupipnosrttr uone g a n |
cell ence.
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Table 2.1 Recent changes in TQM mo

Deming

Quality is everything the customer wants and needksit has two fundamental elements: it has
be defined in terms of customer satisfaction and it is multidimensional. He was also known f
Deming's 14 Principles.

Juran

Defined quality in terms of fithess for use. This definition broughttreept of quality closer to
the perspective, t hat i s, to the intended
Trilogyodo (planning, control and quality i
quality by exposing internal and exnal failures that can be reduced through inspection and
prevention.

Feigenbaum

proposed the expression ftot alimppumgl i ty ¢
communication and that quality results from everyone's effort.

Crosby

Defends the aacept of zero defects and that quality is free, because the investment has a re
long as the process is done right the first time. For Crosby there is no place for inspection, O
prevention, and the quality has to conform to the customer's reguitem

Ishikawa

Defines quality management as the development, production and service of a product in the
economical, useful and satisfying way for the consumer. He became known for developing
methods for solving problems such as the caumbeffect diagram.

Tagushi

Quality is guaranteed through product design, if design doesn't make it easy, the effort for
improvement fails. It adds a dimension of consistency because more important than analysi
creation of experience.

Source: Dougk, N. & S. Chakravorty, (2006), Atil& Unver (2000), Godfrey &Kenett (2007)

Some trends were accelerated by this new
qguality: the industry movement towards compe
t hat competition takes many forms and value
corporation, making the own company its fi
customer view (recognise that the market i s

individuals with unique needs andvitealkfoeed
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achieves its potenti al to create value) and

processes (the quality company dokbemeftornan
eliminating system defects lwerciogneisngnuacrh rmeow
peopl e) .

Beyond the <classical phil osophy of TQM o
perspective currently, provides the basis fo

i nnovation as a compepe titly& Uneed 200).T agree | ar s e

di fferent |l evel s of quality, just as there
|l evel s of quality management do not match th
significant maltyc h Awt it bns hrel ated to total (
projects with potenti al future devel opment,

focusing on problems and focusing on the ¢
company vetl salalndl eegrovides a different persp

organi sation on a better cAlgUJaveri2000v eFpbdmna t

strategic perspective, the company deter mi ne
will be wused.
Today, strategic management compri ses m

competitive advantages such as cost reductio
inimtable value for the customseitiomi émtoend t
essentially-ecodosmici aslcesaci o to a scenario
computeri zat i @Al &lUnwver, 2000)o wl ed g e

2.8 The Effect of Quality Management on I nno

Financi al

Thi sptcelra anal yses the effects of guality ma

financi al resul ts. Li kewi se, the rel ationshi
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financi al results are studied, g9 nwaenlcli aals rtehs
Based on this review, the different research

proposed.

2.8.1 Effects of quality management on innov

According to the publicatEoon®orhi d h@o OErDa t(

Devel opment) with the title AMeasurement of

gui delines for collecting and interpreting
Manual, di stinguishessbetweaenmapironducThantbat
understands innovation as the conception an
product and / or in the company's process wi

l nnovation iosuugharnrhieedapeput ctahn on of new knowl

be developed internally, i n external col l abo
purchasing technology. l nnovation is carriec
acttiiwvis i ndicated bel ow:
A Scientific, technological, organisational
investment in new knowledge.
A Research & Devel opment and innovation ac

company.

A Acquisitions odnd etchhmloiiogale knowl edge thro
nomat ented i nventhoow,s,anld cdeenssiegsn,s .k now

Il n this wor k, product I nnovation and proce

i nnovation because theyhareé¢i tbepatmorsd, wwhliesl

i ncrement al and radical as explained | ater.
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Product innovation is a new or significar
technical characteristics or in termts ioS it
achieved with knowledge or technology, with
integrated computing. To consider a product
di fferentiated performance falourdierxg sitmmrgo wea m
terms or in service (OECD, 2006; Kim et al .,

On the other hand, process innovation 1is
techniques, materials or computer programs
odi stribution, Il mproving quality, or distril
For exampl e, the introduction of a new prod
intended to Iimprove the effityeri&Kpbergqgeal iat
OECD, 2006; Kim dtuzaln. et2@12; M®drle8no

The | iterature also establishes that this
2007; Kim et al ., 2012). For examplte, aKiumee tt
establish the differences between radical al
process. From here, the term increment al i s
process, i nvol ves a pr ogr eesxsiisvtei ngnpproovdeurcetnit o
does not require new knowledge (Green et al,
it is called radical product or process inno
new and requires kmawl evege aomksiloiwinl until now
al ., 1997, Ki m-Leutz -anl .e,t 2a0l1.2,; 2Molr3e)n.o

|l ncrement al and radical I nnovation i s a
management . However, t he |l iterature shows
i nnovation, compared for example with resear
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fi nanci al resul ts. I n this sense, there are
innovation (Prajogo and Sohal, 2004; Hoang

relationship does not existsoudigegsnohat!| pasi

gual ity management with innovation indicate
standard, that use quality models or i mpl eme
innovation, both product and process.

The altiutreer shows, for example in relation t
to continuous i mprovement when systematic ma

( PHDGE he-A&ti on), or cycle of i mpr ov-edaeynt ,aswhi

an organisational routi ne. Li kewi se, the 1S
results and continuous i mprovement as a bas
2000). This is where the standatrd iitncilaudess ¢
i mprove, incrementally or radically, both pr
innovation at a | ower | evel compared to qual
model s in which thepopegasi satrietmryanhat ol ead it
advanced quality management models are al so

and Guerrero, 2014)

Regarding quality management model s, it
i mportlhetauséei nnovati on and | earning enhanc
to i mproved resul ts. (Sartori, 2013) . Li kewi
criteria of the model. Further morre,i nrhcev dtSiOCo
Measuring and I mproving ability to innovate
with a description of actions to manage i nn

sharehol ders and society (I SO, 2005) .
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Regardi ng ageanleinty pmarcti ces, t heoretical

they have positive effects on innovation, al
gual ity management practices have a greater
2008af eKzopoul os et al ., 2015; Zeng et al

management , or employee management i mpact m
focus or product design. This indicatess that
can provide an i deal environment for the d
innovation (Hoang et al ., 2006; Mc Adam et al
I n this sense, the |iterature indncatersoduhatt
innovation (Foster, 2014). For example, Praj
practices are organisational resources for b
i nnovation. I n this semrsseae,anguial ipt ani una ma ateimaio
and reduce time and cost in developing new
i nnovation (Kim et al ., 2012) . For exampl e,
management car ee shtl aalbloirsait i ooangvi t h suppliers.

suppliers is very -gmpbrtgnmat arohbht ai 6Lemkhbi g

t he exchange of information through the mana
it eatshercdmpany to reduce costs and ti me 1in
can i mprove the innovation capacity of the p

On the other hand, gual ity management pr
process innovati oen I|(iKtienm aetturael .s,ho2wsl 2t)h.atT hq u a
can i mprove processes, applying informati on

and thus generating knowledge that can be sh

t hese neetdsi sa,ndi,mgrickvee or i nnovate in operat
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(2014) shows that quality management practic

management facilitate employees' i nnovative

However]itkbrature also finds that this r

practices and product -eexndstpemdcgesast ilnenacsvta tdiiori
Singh and Smith (2004) show that thereenti s no
practices and product and process innovatio
related in a more complex way. I n this sens
(2000) argue that not al | qgual ity pmandgetne a
process innovation. For exampl e, a quality
indirectly contribute to product innovation
as Kim et al. (2012) tywpedheofr gtescdiaexc,h.c Desip
gual ity management and the empirical wor ks
gual ity management and product and process i
effects on essdunhoaatdi pnoc

Deepening these relationships, as indicat
be increment al or radical. However, the | i1t:¢
i nnovation. When it has bdéaemedomag, bet wdchi eisnf
i ncrement al product i nnovation (Cheng and K
observes that | eadership can influence this
who make the decisioni nfoorn mptriovr @yngarke mhsgcft or
Li kewise, changes in customer needs and thei
can show whether the company should innovari
strategies. This melhsucemeany ctame i maedataef tio
are stildl determined to buy its product and

75



company will be able to take charge of these

(Kim et al. 2012).

Similarly, gual ity management practices ¢
process innovation (Sim, 2001, | den, 2012; K
and external data and these areusmadehamai hab
work to i mprove or I f the company encour ag
processes, for example through an I ntranet,

their processes (Watson, 2012)

Quality managememtl spr atviecepsoscda i ve eff e
i nnovation (Chiao, et al . 2009; Kim et al
(information systems) or other similar measu
create an ehacirlonmanésthadi cal product innov

Similarly, gual ity management practices ¢
(Kim et al. 2012; Watson, 2012). Empl oyee tr
can dopobbebretter, and this I ed to an i mprov

create new ways of working or new work proce
such as | eadership play a fundamenhall eaterts

of the company who ultimately make the deci ¢

substantially (Gowen et al ., 2012) .

This review indicates that there is a pos
and innovatiooctbanhd in the pnodement al and
above, the following research hypotheses <can
Hl1: Quality management positively influences
H2: Quality managememnde posiinnowvdtyi omf(iurearcem
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2.8.2 Effects of quality management on ope

The Il iterature shows that the quality ma
chapter (i nformation and anal ydiise,r pmramdweetme
peopl e management, etc.) have positive eff e
2000; Rahman, 2001; Yusuf et al ., 2007) , e m

management (Kaynak,-ti2mé 3y ed fipvytwmdeu cptu rva htays e d nm

final product and production costs (Yusuf et

Il n this sense, a summary of the main cont
bet ween quality management and bpdraadatentahat
relationship does not exist, most of them cl

in relation to the |1 SO 9001 standard, studie
standard on operabitmgmaesuét sal s, pp806j) vEe I IG
et al., 2009) and others that indicate ot her
One of the main reasons that can | ead many
9001 sd ama@m become a mandatory requirement f
mar ket s. Many companies that i mpl ement it I
management would bring them in the e&f¥ent to
obtain the internal benefits that the standa
| SO 9001 standard is going from being an adyv
basic need or even a di sadvparnetcaigsee |l iyn wthlae &
happening at present with the I SO 9001 st anc

to remain in the market (Gotzamani et al ., 2

Regarding quality awards, the | iterature

these awards on operating results (Juran and
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reviewed is unani mous on this relationship.

obtain financial amounts bbbt absmpanhesraocdgh
I n this way, the awards publicize good pr ac
cust omer focus, among others, t hat i mprove

satisfaction (Juran aad. Go2d08rpy, FAODOExamph

empl oyee motivation can | ead to increased pl
the performance of his work is recognition.

Regarding quality management ppacsomcres| (
management , process management , i nformati on
management and product design), the literat
influence operating results. t ihlkag witsheo,s ea pp a
associated with soft aspects such as | eaders
the most relevant to i mprove operating resul

This review indicatesotshati vogeu aelfifteyc tnsa mang &

Deepening this relationship, it can be obse
customer satisfaction, that a focus on the c
compl ai nt s I fe qg@ormmmdreire se mplhacsi s on knowing
customers products. This could reduce compl
satisfaction (Das et al ., 2000) . Similarly,
customer sanmnah aaznd o@hd&Kn, 2007; Parra et al
be satisfied not only by the utility functio
el egance, ease of transport and managdgeahi |l it
gual ity management practices such as | eaders
of customer satisfaction (Parra et al ., 201
homogeni zation can | ead toamnl dadc rteam siend me g
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satisfaction. I n this sense, the quality of

the degree of customer satisfaction.

Regarding the effects on employee satisf

ma neamge nt practices also i mprove empl oyee sat.i
Cort®s et al ., 2008) . For exampl e, a compan
work of its employees because theyheawobl ¢
carried out. This makes empl oyees know at e
Li kewi se, empl oyees must observe that their
which allows them to havek aan de xtt rear ecfoonrfei diem
satisfaction (Terziovski et al., 2000; Sil a,

Li kewi se, | eadership and quality planni ng

mi ssion of the company with peopl e manageme

wo kers, which can positively influence produ
standardization can make it easier to perfo
defined), which can make it ptoesrsipbelrei otdo ocfo npi
shows t-lhatsedt aclkj ecti ves can be accompli she
productivity. There are also detractors of

(2006) state that theridisvheouled artdtonrsehd eps s aruit
significantly negative relationship between

correctly performing the different practi ce

perfor mance. prodluictevat yr e Howetveer sbhpport s
bet ween quality management and productivity

The reduction of defects is another of t
(Keiningham et al ., 198bepct i Foes eamaempkeeamwhe
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quality planning), the processes have been
there are forms of employee participation (e

in the company. vOremnt heh ef wn chteirorhsa nadr,e i nt er

errors in the process of developing operatioc
experience curve, which | eads to decreases i
al ., 2012).

Li kewi se, technical efficiency i n process
tasks, reducing errors and eliminating unne
internalize the process management rpaotpiosed
( Mohr man et al ., 1995; Do Nasci miento et al
example, in a rational way an empl oyee who n
his individual memory in ordiemt modude ictonmt h
coll ective memory, in the rest of the empl 0\
mi stakes. I n this way, the management of peo
devel op the coll ecobiveetmemoegducdtamnaloso diehgr
2007; Al falla et al ., 2015) , since the empl c

necessary ski-whsnaddf wr |l Hi beEepeert etvdayual it

basi s

Ot herata peral results related in this stu
management and product quality. I n this sen:
management and product design, help to prod
deamnded by the customer, improving productio

standards affect the homogeneity of the qual
care must be taken because I f quiatesy manmagt
out correctly, the opposite could happen, th
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service. One of the possible causes is that

it is difficultthedsea Itehveerd st oo fi ngcu aelaistey . Howev
positive impact of quality management on pro

Li kewi se, gual ity management <can al so i mg
(Wu & Zhang, 2013) . For exampl e, when t he ¢

performance time of the process and tw©he tin

introduce i mprovements (for example, optimiz
compani es) (Wu & Zhang, 2013) . Li kewi se, c
rapprochement -bestwemar cowlpiaaly i n maenxya ncpd see s
the delivery of products from the company t

be adapted to the characteristics of the de
i mpact on delivery on tientudtoi amei mugu olmetry ac

and Apaolaza I b8fez, 2012).

Thi s l' i terature review shows how qualit
compani es' operating resul ts. From this | i

proposed:

H3: Qualitnt meamsag@emeosi tive influence on oper
2. 8. 3Effects of quality management on financ
The | iterature shows a | ess clear relatio

results when compared with thepewartksonah qe

However, i n gener al ter ms, the |iterature al
results generally show that quality manageme
of studies indicgtentfhaengesal fipyanodalkecebu

operating results (Wu & Zhang, 2013; Sadi kog
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Zehir (2010) also pointed out that quality
This redsews| ¢o consider t hat gual ity manac
indirectly through innovation and operating
The most common financial resultsr thhahhsedeen
measur ement i n this wor k ar e i ncreased sal
profitability of the company. These studies,
perspectives on the termdgeal ohy tmanagege mdento
gual ity management and operational resul ts.

gual ity awards and | SO 9001 certification.

Regarding the studies on | SO 9001 certifi
rationship (Wu & Zhang, 2013) and others the
However, in gener al it can be indicated that
has positive effects on finamcerbmplsul ter ti
all ows you to work with clients that you dic
your costs and, as a consequence, increases

mar ket can react pesttovebyqualihg aenodouhcem

2002). This certification reduces the asymme
from companies and the information avail abl e
be usedméyscamsa sign of good quality of pro
by companies as a measure of increased res

advantages when acquiring projects or be «cl

cefrited. On the ot her hand, certification can
increase in sales due to an increase in mark
Regarding quality awards and their posit.i

studiedous,unaaimirming this relationship (K

8 2



Research has been carried out before and aft

and it is observed that there is a shioghaer nperc
(Kumar et al ., 2009). For example, some autht
t he Mal colm Baldrige Award had increased the

Regarding quality management pnryacd ti icckise s

indicate that companies that have made seri

practices obtain a greater positive impact ¢
can be observed, among othepragampesssuthat
management , information and analysis (Wl so
|l eadership (Powell, 1995), and focus with th
Il n many cases, this ienpacnt ewitl | ardde ptemel o©ma rt
company ( Gotzamani et al. 2010). I n this sen

effective process management has a direct e

variati on.

Li kewi se, agueareintty tmeacrhni ques and tool s
i mprovement and in turn these tools impact f
make it possible to determine the cause of q
Li kewihegy, serve to identify opportunities fc
positively affect financi al results (Terziov

However, there are studies that indicate
For exampaned OMIllIsioenr (2000) state that | eaderl
on financi al resul ts, per haps because it 1is

practices that could make this relathidonshi g

supplier management are not related to finan

8 3



i nfo

rmation design and analysis (Demirbag et

relationship is indirect.

This review shotwerehas, aigrganerahumber o

' ink quality management with financi al resul
these positive relationships come from the
whichiftfacies a greater degree of 1 mplementat:i
and to make greater use of available resourc
Delving into the different financial resu
i necased profitability of the company), qguali
increased sales (Berna et al., 2008). Carryi
benefits the consolidation ofand etshee pmaarcgtiinc ec
of companies with respect to the results pri
having a set of tools to measure and anal ys
financi al results iawprbevembkeacosempati adrd o wa
objectives. Similarly, practices such as sufg
delivery times through greater efficiency ¢
process managememdaseani 1 etalde ttoi medet o carry
influence can be a consequence of an increas:s
and an increase in data analysi s. However, t
al sobdver voed t hat gual ity management practic
management, information and analysis, proces
results (sales growth) through operatinng re
addition to the above quality practices, anc
customer's decision to purchase. That deci si
but al so on the treatmensh|l esasesbacei ofhi pa

8 4



all ow an increase in sales due to the increa
al so mean increased sal es. Do not forget tha

customer and tthhee pwoerskcerri bhears, tshoe ipfer cepti on t

of quality, it can be a decisive el ement 1in

Anot her financi al result that i's i nfluen:q
positive influence odr eguwalnigt ymama&reageaneaarte iir
l'iterature (Mohrman et al ., 1995; Juran an
Chatzoglou et al ., 2015). However, the |iter
Qi n et al . (20i0t8y) nowabnsaegrevnee nth aptr agcutailces such &
peopl e management, i nformation and anal ysi s
increase in market share, at | east by direct

However, other authors paichnti cest stultdt agu a
and analysi s, increased communicati on, dat s
management can | ead to an increase in the m,

the compl aints and s uggceussttioomesr ss ytsot ebne claons tal
reduce the mar ket share and even increase it
design is innovative and generates expectat.i

out accordingotns,t hdier max kedt asathare can be i

l' i kely that the market share wil/| i ncrease (
customers into account when designing the pr
from supplier management, this can facilitat
prescribers, as was the case with workers.
Similarly, companies that use qgquality ma
(Kumar et al ., 2000). Gelowaman| ®thealiteflatur
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this relationship (Bresnahan et al. 2002). F
managers are asked in general (not specific
gual i gemmana (for exampl e, | eadership practic
and management of people) can directly infl
you ask quality managers they do accept this

This reviewqualditctyt manadgament can i mpr ov.
companies (increased sal es, i ncreased mar ket
indirectly. In this sense, this work indicat
oper ateisudts and that t hese, as analysed 1in
i mproved financi al results. Thus, this thesi
financi al results indirectly. Thidiscatspewhet s
based on the proposed model , the relationsh
results is direct and / or indirect.

2. 8.4 Rel ati onships between innovation, op

As noted, gualityimaoagément andf lopemae¢s o
turn, i nnovation and operational results ha
indicated that a relationship between innov
(Bresnahan et al . 2002) .

Regarding the influence of i nnovation on
show that companies with a high i mplementat
(education, training, decematkrianlgi)z aumdeosné natnidd yay
| evel 7% higher than that of companies that
Hernando and N¥%“Wfez (2004) observe that there
i n innovation and businesisnpproadduedtivvittyy gir o w

8 6



of the total. Kaynak (2003) also points out
production of products and reduce duplicatio
and materi altsh.eslen ptrtaicd i wag, make it easier
products and processes to meet changes in cu
2005) . I n this sense, Eng (2011) observes t|
wi t h qouoalsi,t ysutch as Si x Si gma, can i mprove t
products and processes, and this ability to
Similarly, quality management can b®ad to
better. This training develops skills that
(Rungtusanatham et al., 1998). In this way,
t o devel op a greater experienceinffbhetr tw
(i mprovements that can be incremental and r a
and therefore the productivity of the machin

positive

al

H4 :

HS5:

an

r

, 2011;

Produc

Proces

Regar di

i nnovat

processes

ter ms

of

introduce

al

OWwWS

t

he

el ationshipnibet avteieoin pamadlucp eraatdi @n

Lin et al., 2013). From these ide
t innovation positively influences
S i nnovawipemaposnigtiresuytisnfl uences
ng the influence of innovation on

ion rate higher than the sector ‘

with a higher demrlkiegldr i fninroaradii al

ales growt h, mar ket share or profi
a new product which | ed to rapid
S e caotnep acnoinessu ntear a natsitceisp and prefer
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Li kewi se, process innovation all ows wus |

produce differentiated products that contri6b

i nnovation into a bomp2a0608)ve advantage (Pin
Equally, it can be observed that communic
that they are realistic Iimproves the gap bet

what they should do and do mdtu hawde Ztedhi be 210
relationship is important for the realizati
i ncrement al or radical way . I f the worker i s

intended of hi m, ohuet woitlhle rb ea cftrieveirt iteos ,c asrurcyh

ideas to iIimprove the product (increment al é
processes (incremental or radical process in
an increase tm ®dffests such as: being the f
existing ones. This indicates that there may
financi al results (Rahman & Bull ock, €e005;
foll owing research hypothesis can be raised:
H6: Product innovation has a positive influe
H7: Process innovation positively influences
Regarding the influence of operating res
(2013) show that increased productivity 1in
sense, il ncreasing the number of pbedasseantoira

for customer demand or for the price of the

reduce the waiting ratios due to the increascs
and therefore increastheheompagvyentheofiepuea
the product by the company can cause it to |

8 8



sales and in many cases an increase in marKke
insights showvemenani hmoperating results can

(Chuang &Lin, 2013; Yu et al., 2013). From h

H8: Operating results positively influence f
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Co

co

ncl usi on

Changeggliomatthéusi ness environment have s

how to produce goods and services. Such
vision of | abor, I n mar ket dynamics and i n
siness organi sations in the Uni ted Arahb
mpetitive and unstable environment due to
t hel 9Copvaindd e mi c . The Iliterature nhigfhl T@Wt s
used by | ack of education and experience i
ssible problems that would occur during th
the top management i n txpercioeomwrecdd na@aft i tome t ¢
am in the i mplementation process as the ma
this way, business managers need to make
e resources, c apmapdatlandess afn dt heesisre ndri qgd nics
em competitive. I n this sense, busi ness
tablished by decision makers to achieve s

gani sati oms meo hmallse tpho®cesses and technol o
anges, emphasi zing the importance of qual

mpetitive increments in the value chain to

ofhits study on the concepts and model s of quz:

It

t h

or

an

Il n this chapter many iIissues associated wi

can be confirmed that TQM is a comprehens

e qualdiutcy soft hppagh ongoing refinements, a
gani sations. It i s an integrated manageme
d activities to include continuous | mprov

copreti tive Dbenchase&kd nmr,obalnedm tseaalmvi ng. Wit hi

ac

tivities innovations can be i mplemented.
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Ot her related models were also discussed
Management ( EFQM) Exhcaesl | beenecne uMvsoedde | s iwhciec hl1 990
of organisations. Anot her model was the Si x
and a performance i ndicator. Six Sigma can |

for minimishinlge oif nawvraessa i ng customer satisfac

9000 which has gained increasing attention.
Japanese for policy management. This is a s
progras all | evels such that employeesod6 pertf

pl anning of middle management .
As discussed above quality management st

culture that <can enablfeectthiev edryg anoi scaotnitoinn gteon

right the first time every time, and to eva
this regard were suggested. Those includect
management. Epfempilves|l ehdéroshgani sations cl
vision and core values, and deal with implem

and knowledge to employees.

Creativity and innovation wer e tfhoeunnax itsot ebnec €
gual ity management approach that | eads to pr
were reviewed. I n al l of these either TQM o
in a Philippine publit $OMIiDEODOO@RnNnhast been

continuously succes3¥heallsyudyeromahydegaedathbhat
TQM/ 1 SO 9001can be considered as a political

own the process bushounktiebd sobgbtd sauppoces

pl ace such that it will not be necessary to
|l everaging cultural val ues. The success of
contrastslwirehofhe mphementing TQM at all t he
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revi
resi
may
A
chap
t hes
expa
bef o
t hes
tech

ti me

ewed. This is mainly due to a | ack of |
stance to change; and political Hassstues,
not require to I mprove performance.

few innovations and their association w
ter. These included I ndustry 4.0, RPA,
e innovations were found to hebhpgebssmoes
nd their thinking to i mplement systems &
re to achieve results that were not pos:
e innovations is basedf odi gihteale xtpeomlemd li
nol ogy advances the physical worl d and

data and predictive maintenance will al

Within the fourthcharegne, lHeeentredevelanpgme

i nte
i nte
T
Seve
empl
| ead
and
For
t heo
wer e
wer e

i mp |

di scussed. These were related to the
rdependencies between t hem. During orga
rdependencviee se fcfaenc thsa voen poorsgiatnii sati onal p ¢
here are sever al barriers that can 1| mpac
ral key barriers were analysed within t
oyee empower menk, Awarenegs, teasmwur ces
er ship. It was found that every aspect
al | barriers need to be identified and o
this resdaradh Isittveddyatasrerireview in relat
ries and model s, was conducted. From t
hundreds of published articles sBnce th
carried out according to the associati

ementation of TQM at developing countr.ie
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research gaps that were identifired. gaptst dmpt

empirical work that was carried out.
Several TQM factors wild|l be subjected to tes
be utilised to collect and analyse data as w
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ChapTlkmree

Research Methodol ogy

troduction

e aim of this chapter i's to expose the
ical approach, thus making known all as
di ssertatt oins wiarst edredveed otpe dex pl ai n, I n
rch met hodol ogy and, I n a second st a
dol ogical choices, covering the foll owi
e rjeescetaracnhd pcroonstraints inherent to this

scuss the strategy and the research des

e selection of the samplelandseartchedat
e intention of this work is to test t
ement (TQM) ati nUA Earodr yga@mpsattiitoinse adva
gual ity management st rraotaecdiecs, airref cwromaesti
endent vari abl es of the study while t1}
ation, process innovation, operation r
dent variabl es. Tehde swadriks fpaecrtfoarymeadn di sc ac

esearch objective.
cording to Martin, Bel | a, and Haningtor

se of scientific met hods o, so for rese

met h auds eids The reliatlsicliietnyt i éifi <t tnletsaeiasadtiy od

S ome

usi

t

h e

ng

(0]

procedures. (Saunder s, Lewis & Thornhi
t he Onion Logic proposed by Sduhdems,
utside in, as shown in Figure 3.1.
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Positivism

Philosophies

Deductive

Approaches

TN
T

/ / Time
horizons
P Interpretivism
Inductive

Techniques and
procedures

Data
collection
and data
analysis

Pragmatism

Fi gur®o Br.Skeu n dleerwsids o r ,n h2 0l0l9 , )

Research philosophy contains proposition
interprets the worl d. (Saunder s, Lewis & Th
research strategy foll owed and the Lmevtilsod&s ¢
Thornhill, 2009). For this research, positiyv
works with observable reality, ai ming at a
Thornhill, 2009). Resear cnhsiudseirnsg tthhaet poonsliyt ipvi
can be observed |l ead to the generation of r e
Therefore, this work observed how total gua
organi sations, initoinatihwesefdrdtt Weinresismmpdc t c

3.2Research Philosophy

Research, according to MépoprdgeOdd:tpat

researcher to work systematically. Tlae eigh
Research Topico,; AConduct a Literature Revi
Et hical |1 ssueso; AColl ect Datao; M@AAnalyse Da

Wil son (2010) provides a usef uls efarracnhe wworrkk ttl
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started with establishing an intention to co
the thesis.
The research philosophy is related to t|

connection with how the kowwtbhdgeutsi devwebo

(Wil son, 2010). What researchers normally d
in a specified field (Saunders et al ., 2015
how wuseful iiat el st hteo raepsperaeccch phil osophy. Fi
phil osophy can facilitate the refinement of

needed are specified and how this evidence i
uderstanding the researcher can identify the
me et their objectives. Thirdly, with this

research design taking any coabobrvei nnhdensoac
the research philosophy | eads to cl earer r es
research questions. Accordingly, the researc
gat her, interpret rantdheainralryessee adractha o bnj eocrtdiewe ¢
study is subjected to constraints or any asp
experience, it is essential to identify and

sotliuon may be -$miutnld dtEaaslt,erd@10) .

A few different philosophies exist that <c

in Table 3.1 in association with the most ap

Table 3. 1: RecCpraoacds pdd | osomhSaesnder s e
Pragmatlnterpr Positiwv Real i si
Data QualitatQualitaMainly Qualitat.i
coll equantitesmall squantitatquantitat
n mi xed oridepth canquaé¢i tmet hods ¢«
met hcmul ti pleinvestidata, hic¢cmust fit

structurematter

| arge sar
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3.2Pasitivism

According to positivists, reality is sta
obj ecwiitvredwt the need to interfere with the |
that phenomena to be studied need to be i sol
repeatabl e. Predictions from phenomethheto
previously observed and interpreétaed omesdliptsi &
t hem. "Positivism has a |l ong and rich histo
knowl edge <c¢l aims not garroeu nsdiemdp liyn dpiossmitsisveids ta
therefore invalid" (Hirschheim et al, 1985,

and physical sciences (Wi lson, 2010).

Grounded theory is a strategy toseamclept t
through constant comparison (Kaufmann and V
coll ection and analysis an inductive approa:
from the dat a. The devel opingtdhegoriyexwt |1 on
coll ection and which focused questions to as
is investigated until a significahnfammani oo
Syst ems, Grounded Thoeody hashibelemgiucsaeld dhoan

associated with the adoption of new technol c
al ., 2017) .

The objective of this study is to presen
alternati ve efnar otfhe ndkeeweplroepm ve studies with
offot al Quality Management, specifically 1in
and Whu (2011), grounded theory can be defin
dathl eoti on that uses a systematically appl

about a substantive area (p.36)0
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Grounded theory met hods ar e based on S
collecting and analysinguddéedowt hbormi 8 ewntt
data form the basis of the theory, and the a

built (Char maz, 20009, p.76). According to Stk

start with omer duestsieadnonarmsdci al processes
clarify fAwhat happenso and Ahow people inter
observations, I nteractions and materials tFh
envimeah. The subsequent steps, starting fr

classafdgisgnt hesi sing this data through qual

mar kers with data segments that reasmneagemmtndw

coding numerous comparisons, an analytical u
this end,t o tdeivel @aipméhdy i nduction a theory th
2002) . Al t hough the grotumaeedr itdhiemaly ad¢e®mitmintu

Gl aser and Strauss (1967) remains the same w
codes, and analyses their data deciding what
their emergirngexpheerotrsy.i n Otthies field such as

(2014) had similar definitions.

I f the researcher follows the same proce
natur al or physical scientistskethet phbkogpo]
(Bryman and Bell, 2015) . Positivists are ki
from those who are involved in their resea
phil osophy, the researarhcelhr wist h nad enpiemidneanlt ionf
the researcher and their participants. When
truly objective, with their biases having ve
the sciendafi fibeinratuegearch, whil st their er
gui delines that are al waytsr afionleldo wsecd ebnyt iesxtpse r(
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3.2l Bterpretivism

Il nterpretivists believestmagt soambmljychy vient &
t hat reality may be fully appreciated. The
scientists have no option but to have effect
do not object thanh oherentanpbet ambrentof rea
interpretations themselves are key parts of
2015)

Criticism of positivism can be based on
andparticipation by the researcher. Ther e
phil osophy in their research that requires

social world they investigate ( Wédrsalni,s e 0als0 )1

consi der -bept h.ssukoweaver, they may analyse s
As a result, they can get involved in obser\
of quantitative. a nUnsdoe rssotcainadli nwgo rtlhde rpeamatiincsi
research, thus interpretivists want to be su
inductive approach, as they wusually move awa
as opeant etrpretation and compl ex. As a result
measurement wil |l al ways be a probl em. Howe
produce insights into a particular context (

Positivi pmeandi smtare the most frequent.l

research studies. As mentioned above they ar
However, whi chever phil osophy is adopted, 1
argumewctasn tclhat i rm their results to be valid.

as related the researcher can have the Dbenef
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po

ssible to facilitate the valawlmtiino nc hoafp tfé rn:

d five.

. 2PBagmatism

As a research paradigm, pragmati sm has
agmati sm ( Maxcy, 2010) . Therefore, the pl
at the ressa&r dcher meh dwldd | wgii Icial and/ or t he

e compatible with the phenomenon they are

sociated with mixed methods of research (M

sktageesti on instead of the method that has
According to pragmatism philosophy, conce
agmatists believe that no singl e wlptiingloen
alities may exist (Saunders et al ., 2015)
d interpretivism are mutually exclusive p
owl edge, as most researcht semnai ase fatt a i

sumptions over time must be shifted from o

sitivism and interpretivism. This is the
searcher (Collis and Hussey, 2014).

Td he pragmatic researcher, as mentioned a
at determines the research philosophy. The

combined by pragmatists baskHdwewnern het may u

t combine approaches, i .e. what is importa
e best possi bl e way. As shown in Table 3
il osophies, pragmat i sem anpay oocarc hneasy amadt scto nab

me research study.

Tabl e 3. 2: Research approach, ontol ogy and

Research approach
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Ontol ogy

Axi ol ogy

Research strategy
Positivism
Deducti ve
Objective

Valfuree e
Quantitative

Il nterpretivism

|l nductive
Subjective

Bi ased

Qualitative
Pragmati sm
Deductive/lnductive
Objective or subjective
Valfueee/ bi ased

Qualitative and/ or quantitative

3.2Réalism

According to realism phshosbghbe ubel s§6kd

knowl edge and reality should be independent
are two categories of real i sm. hThédef wost di
conceptuali sed Thyey Bemamdsesseg.i ti caworrledal i s
subjecting human beings to Iimages and sensat

may not be portrayed correwitkRgygv,or2@IcX)u.r atTeHh g

optical il Tusions to illustrate this point.
circles in the middle have the sdameaddisamdet er
of circles | obksebhlgges. ar gbe r ethaand tshied ec i g ect
circles is bigger as thisalisstwhwaoulodheasges,t

a human beings and possibly other foawoéds <car
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the researched reality. This means that the

according to the critical real i sts. It can

are in a better positialhisis, compari svas wi ¢ a:

as they can see the fuller picture.

Figure 3. 1: Two sets of circles with the n
(uk.i mages. search.yahoo.com, 2018

3-Besearch Design

For scrieesnetairfcchc to be reliable, it must be
meet this objective, this section contains t
the research met hod, addressing Iitshehataptste
and procedures for data collection and analy

The scientific method used in the resear
|l nduction is a ment al process, which based

uni versat d¢conmthi,ned i n th&lLakatygsed2pad)s. A¢
Dresch, Lacerda and Antunes J¥nior (2015, p.
and on the inference of an idea based, on pr
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uently, this research adopts the mixed

antitative research techniques includi

tification for the Paradigm and Met hod

stgmdkafjs with the concept of acceptab

ture of reality. Ontol ogy asks how one
to ask whether the world is exboersnaf

creating phenomena. I f the researcher
research wil|l be based on interpreti\v
l ate the subjectivet vdatewas!l lacovd tahemt wua
ul ar manner (Wil son, 2010) . For I nst
tion of managers regarding the effect

ons in thislrkekwprwh!| Woré&cottdegi mbseten
mpl oyeeds perception and experience.

on the analysis of the subjective expe

lhiee vieo rilnd 6ts ext er nal view which is rel
s that phenomena depend on external re
xampl e, objectivism wil!/l vi ewantghieb | eef f e
may seem | ogical to select positivism

ch questions of this study to be cons

s that any judgmenal umeadfer ena,l | b udte, iwhdeery
igated the managersodo perception of the
reali sed that those perceptions depend

fectivemessvalfudtQMd wodded on the mana

r, objectivism means that such a phen
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based on external real i ties, I . e. according
vi ewed als texngirnl e object (Wi lson, 2010) .

Il n this study the researcher was able to
values and those that depend on facts. Thi s

pl ay as the rersfearmrmed.st uldty iwsast pe desire and

for all judgments made to be independent, va
However, on occasions, the values <can be ex
jdaigment al sampling to select participants s

occurred when the researcher developed the ¢
From the above argument it can be concl ud

meet se aclrli ttehri a required by positivism with

and there were qualitative data as well quan

Phil osophic realism can be defined as fit
beng perceived, or independently of our 't hec
Ascientific realism is the view that theori
refers to whatever It I S iawn dt hseo uonn)v etrisat (d

phenomena perceived with our senseso (Schwan
during most parts of the past century by poc

during the past thpeeviddeadesi theypbepgasi tio

However, disagreements remain among schol ars
as Acriticalo realism (Bhaskar et al, 2017)
real i sm §lL)akofdybtll9eo reali sm (Hammersl ey, 1
realism (Giere, 1999) , Afemergent o realism (
2007), and Anatwuralo realism (Putnam,ed®®99) .
to confusion. For i nstance, Bhaskar and Ca
criticism is based on the analystds privil e
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soci al condition and thoseesedigongdii zli s mf ars
scientists apply to each othero (Maxwell, 20

decided to avoid the realism philosophy.

3. 5Research Approaches

These are procedurceacsl laescstoicoinat ean aniytshi sd aatr
which decisions are made depending on the a
assumptions (Creswell, 2013). The choice of
the probl em, frecthveneasasepft i@Mef Whil e th
recognises otheelexpér TiQMe Demi hg, Juran and
t wo, can provide the appropriate framework f
statedsdyexmerts can be either directly or
guantitatively mEasurablanparamensumsmer sati ¢

waiting time to be served at hospimaadsur eder

and its association with consumer satisfact.i
can be generated. This issue will be discus

This researcher will d®pemndgonJoodmadpnd d
were discussed i n chalphtee ro btsvea v(altii toenrsa tdwierpes nrde
and interpretation of the data collected ut:i
be explained in chaptersbd oappl ifedet @antdheiwh
and the results are reliable as they were ba
foll ows:

One may categorise research approaches diffe

anidnducti ve.
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3.5.1. Deductive Approach

The most i mportant feature of research <co
theory is formed at the beginning of the re:
Experi ment al sd e tag remgiyn el st hues erde [taot i onshi ps Dbe
hypot heses. In the |ight of the data obtaine
When the research process I s accepted as a ¢
witlleductive approach i1is theory (Wi Il son, 2 (
devel oped based on a certain theoretical bas

that are claimed to exist betweear ivabl adl telsa
be measured in quantitative ter ms. I f the hy
is accepted, the theory is confirmed by a va
can be used as a ouleheofmakeep(WwWdi sonpn2010

I n appswa&mhown theories or concepts are
concepts of O6bzero defects performance stand:
(1984)yticlanmdas ase afiowre it chses ed ff elcQM. This 1 m
is applied rather than being developed. T
hypotheses to test a certain concept or the:q
2010) . For t hesthaympowd heses that the applicat
satisfaction and high performance can be te:
feedback records and accounts of that organi
3.5l Bductive Approach

| nducitsi odefyi nteyddeb (2000-buialsdiamgteaxerygi se

observations are used to generalise aspects
the observations have to be made first in o
i nduct iavweh,apdpartoa i s <col |l ected, anal ysed and

devel oped (Bryman, 2015). There is no predet
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approach. Based on the descriptive aegd tdet ai

reveal the main themes related to the probl e
meaningful, that is, to form a theory based
the inductive approach i s bdasaetd tohne tbeesgtiinnngi
research, replacing it with hypothesis for m;:
l eft its place to the purpose of wunderstandi

of research. Thecoimpdaucitbil vee wa ptphr o ahceh pihse n o me n c

arg

c
(¢]

s that the meaning of the socRakeatrrchct
with an inductive approach uses qualitative

The dichotomy between the two approaches
(Wil son, 2010) . |l ndeed, they overl apped i
generated by the interview schedules were ¢

obtained from the questionnaire survey to p

The two approaches were required to fild]l SO
summary to highlight the distinction between
Tahb3.e3: Research approaches (adaped fr .

Deducti on

Il nducti on

Logi c
|l nference: when the premises are true, the con
|l nference: known premi ses are used

t o genercatne | wrsti eosntse d
Generalisability
From the general to the specific

From the specific to the gener al

Use of dat a
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To evaluate propositions or hypotheses related

To explore a phenomenon, cdeotepfyalt heEmamewodkpa
Theory
Theory falsification or verification
Theory generation and building
3.6 Devel opment of Grounded Theory
The most frequently wused gener al strateg

analytic inductipyn a@Qdagtriouatdiedetth@aoba anal ys
data is collected, while qualitative data an
is achieved iteratively with a continuous il
( Sirlmaen, 2019) .

According to Katz (2001) analytic induct:i
findings of qualitative dat a. This strategy

explain a certain phenomenmlnl gt isars tuwan tnii In gn a

remai n. This implies that analytic inducti ol
data analysis as encountering a single incon
cases under i nfversmulgatiiom off the aorei gi nal hy
of the data collection and analysis processe
t wo weaknesses that are | ikely to occur wher
expktaoa obtained from the analytic inducti on

phenomenon to occur but rarely provides the

occur . Secondl vy, i n contrast t & draauu mnd edy i fc
explanations, i.e. its user does not know ho
(Kat z, 2001, Bryman, 2015) . Therefore, itow
analytic induction, in this study.
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3. 7Pil ot Study
The piloting process is normally perfor me
the number of participants in the real sampl
the characteristics of particdspasnhtosulid hbeotahs
as practically possible. There are certain
order for the piloting process to be effecti
As mentioned above fiweugbd tentesspandemt
guestionnaire, an interview schedule or a fo
sample, the researcher needs to involve mor e
relationship beowegmrthei pambe i n the pilot
sample or its level of complexity, although
study, the piloting process can be repeated
mai fied depending on the findings until the
to meet their purpose (Peat et al 2002) .
Table 3.4: The major steps of the pilotin
9 The method has to be performed i
as similarly as possible, e.g. 1if
are to gather at a hot el room, t
gat hewrotaetl a oo m.
T The participants in the piloting
process and any issue related to
di fficult, offensive, omitted oM
be added.
T The time needed for the process
process is performed more than
l ongest time taken i s reasonabl e
has t ostbheed.adj u
T The appropriate action needs to
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di fficul bmi bdré dinrsrievlegevant questic
to be added.
T There is a need t o deisstcaubd siesdny wh e «
can be interpreted differently f
T 1 f required, the piloting proces:
again until t het incentnhaoidr e)e .igs. atsh ep
When data needed to be collected quantita
to conduct an initial trial in which a few i
This i1 nput ted htohes raemmgdedrmcsh rmments i nforms t
of data collection. 't i s also advisable t ¢

mul tiple

waste of

coll ectii

and five.

particip

real i se

feedbacks and the procedure can be

whole sample (Collis and Hussey, 2014). Ha
resources. Yet , it is often the c:é

on processes in taeaxplaindg weprehapbe

The piloting participants were f

ated in the process under the same

t he s carleq uwifr etdh eb aasmeedn dome nptisl ot i ng i n

the pilo

(Poli
2014), i
deter min
confirm
sponsor
Howeyv

resour ce

—
8]

ting process were not used for analy
udy c afne =i Itiolnisti yd egtewdd ya,s tahat nor mal
nd Beckri aD18), equi pment to be used
n preparation for the actual researc
e whether the actual study witlal me e |
whet her the research protocols are s
of the study that the study is worth
er, as noted earliediien ¢bvmattr pstd ott o n

s, it 1 s almost always the case that
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surprising to realise the scale of the amend

of individual s13)Pol it and Beck, 20

|l f the sample is small, say about 60 resp
to participate in piloting. | f possible, th
group under investigationp@otsise bt ar go®t ber clbhm)

similar as possible plmgrtohips (P®dedr amds tBled ¥k ,
selected from the -ténget igteupi ¢éws ame 3 @&c:q

guestionnaire suowp,y das otnmhe hreumbaerg eitn gtrhe su

More details can be found in chapter five.
Depending on the issues to be studied, th
range of attributes of respobmdeaquasl ihi tatr men
6 piloting respondents may not be a | arge
anticipation in terms of the missed issues,
to be i mproved. eAfti emname edionmg tthlee iaqu er vi e
feedback received from the piloting respond:
many times as prspetcii@dlllyy igoddieblsampl e i s |

the intbedukw bBooks perfect (Polit and Beck

census was piloted many times on 100,000 hou
guestions that were asked in 1991 census, E
coelclti on and processing (van Teijlingen and |

The questionnaire has to be completed by
manner as it is completedabdy tshhadryes pdirfdédrhtes

papbearsegpi tbeing respondent-babadeone. compl et e

piloting respondents must complete a digital
be completed in the same manner and untdter t
constraint, or completed in stages or al/l a
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express their feeling to the investigator re
frustration or discomforgt i gattori sr erceocrodnsmetnhde
and act to modify and i mprove the questionna
practically possi bl e. This researcher has w
i mpl emented alsl rtelgaai medi.f i cTatkiimmg all the abc
i mproved questionnaire and the i nterview guli
to complete, | ayout, content, structure, avo
related matters. This process of piloting \
satisfied with the final versions (Bryman, 2
to the questions, S 0 M) ,ueGmmeacwresdr ebeyr enparr eew or rec
guestiobhyrp amd ¢4e question (6) was removed b
focused question was added.

The piloting process can be applied to qu
case sgthudy.is It is possible for the research

process but ends up using a quantitative dat

and Teddlie, 2010). As an exsmgteupHundeéey
during piloting to determine key issues rel a
research work. Their questionnaire for the s

intervi ews.
Anot her benefit to the piloting process

di fficulty that may be encountered during t|

techniques and | ow rate of rgehst p opnrsieo,r stuoc hs tte
actual process of data collection (van Teij |

As discussed above the piloting process &
wor k. Yet , the process has i tmsi lowni g martade
successful as measured by al/l known criteri e
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d

a

nec

at

pp

dy wi | | be as successful. For instance,
most | i kely raspéongereadees HoweWwWwawe fh a
ual response rate to be inferred. Many p
they become apparent during the actual S
otdergys paro assumption based on its outcome
k experience, or some incidents may occur
Having di scussed the advantages and | i mit
arhdiisngmatt t er for this research work are;
stionnaire survey and the interview guide
ucture and | ayout that the tparquestpiaonns ff
erstandabl e, clear, i noffensive and wunbi
erview guide that the majority of respond
rantee a high resgptoanseolrlad et.edl hwirlelf of @ ¢ i
isfying the objectives of this research s
Met hods
I n the mixed methods research approach qu
anal ysed within the sa3ne QCreesevaalclh avod kP I
1). Although there is a paradigm argument
uments in its favour have proved to be o
wth in its use ¢glokeasl!| yfhandarignmemanhyg di $ei
comb and Hi ckman, 2015) to support the wu
l ude research strategy, research approach

a col | ecitss oaanda nat haincadly sconsi der ati on. Al

l ied to this study in chapter four. The

met hods, such as the opportunity to uncove
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perspi ves, and to answer complex research q
achieve (Shorten and Smith, 2017).

There are four types of mixed methods re
sequenti al; parall el ;mamd Z21&kk5)e.d ( HEX gloandba tao
selected for this study as the researcher w
survey by collecting and analysing qualitat:
3.9 PhBrticipants

The respondéeirmtes pMelrcet ssetluedciteesd at random

depending on gender and . posiTo orl ii miatahteei rt |
contamination, they were not considered for
in each pilot study were divided into three
explained in Table 3. 4. Altithepaotosmant saah
recorded. Participants were asked to give

Appendices 1 and 2. Consequentl vy, by conduct

proper anal ysis of tTthee pri d wd d usrteusd ya nads rae s

researcher to identify the weaknesses in the
amendments to the process. Ac<coorrgdainni gz etedo pMallon
enables thencesaaechbe gaoal ity of the resear
about the following parts of the research pr
By processing the pilot study new changes h
gual ity of data andnttaomianvadiidnt he€Conlsamuenof y
gual ity of questions has been i mproved as so

of the study and to answer the research ques
found irrelremoatedveand replaced by more rele
modi fied and reworded for better understandi

added.
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3. 1Research Desangdn ,h PrStcreadtuer geys
The research design can be considered as
coll ect and analyse dat a. A few resmeastch d

appropriate that can serve their purpose.

sectional; experi mental; comparati ve; case
(Bryman, 2015) . For this st ucdhygn gad tvhiotuhg ht ipm
cresesstional design was found to be the most

Saunders et al (2015) suggest esdurrveegyegsar c h

case studies. The most appwopraicatoe ssttrmatieng
opportunities available to collect dat a; ai
guestions; and resources (e.g. time).

The resul t ¢ -6farcoens stehoeic tfuarceed I ntervi ews, te
guest isowunrnvady ewi | | be analysed and evaluated

With regards to the research procedures,

published articles, books and internet websi
3.9Quantitative Research: Questionnaire
A questionnaire survey was designed, pil c

The Wenalon of the questionnaire covered ma

organi sations with al/l guestions being rela
research questions. -dihet fii hwtl e dq uiers t Nmenerrab & re
estimate and investigate the perceptions o0

certificates within their c evmpvaan i persa c eTshsi saip
comparing the effect of wusing cetiaftiecatQaa | d
Mar k (EQM) , EMAS/ 1 SO9001 on the competitivel

and financi al results) of the companies unde

115


https://writepass.com/journal/2013/04/sample-dissertation-methodology/
https://writepass.com/journal/2013/04/sample-dissertation-methodology/

It is believed that quality is everybodyds b
training is a significant component of TQM.
the 1 mpact of traihhege cweladbdet xtvedmabedl d
empl oyee engagement as both <concepts are r
organi 8asitemf iTdhled,e 2v@X=®) some indirect quest:
an understanding of theUAMoagp nloheea hai nbsymseer nsp |
t he survey qguestions have al so provided
recommendations. For example, binary data was
to decisions of parties pamnatsi sfThealquasal pyaina
A questionnaire is, by definition, the st
during the field work of some quantitative I
out with survey metdbodoltogioaid d lbre & afiewtwarn
the social scientist to pose a set of quest:i
of peopl e, using the quantitative and aggr ec

respohdedescribe the popul ation to which the

relationships between measures of i nterest.
i nstrument used, the survey met hodiogmoggnd s
administration, and for the collection of th

The questionnaire covered many aspects of
shown in Appendix 3 together with anymitter t
and confidentiality (Appendix 4). All quest
and the research questions.

The research aim of this study focuses
effectiveness o f t he UAE organisations. F
organi zations subject of this study have any

(EQM)S09001/ EMAS or Six sigma, this questic
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nvestigate the effect of QM on the competit

i nanci al resul ts) of organi zati omsbusiAnesos,
raining in this regard makes a significant

f the key barriers to successfully i mpl emen
rom which the i mpact oifngtraan ond ,ngq west iben ewd a:
ual ity training needs ever beefiDodiysoau shsedd ew
hat your quality training requiremeifhe have

ffectiveness afatB@Mwidrm EEenphoy@ee engagemen
Wel |l -Dbbougituellatteyed training activities <can
ngagement . 0 asked the respondents to rate i
e measuetkthebyemml oyees feel valued by their
heir employer to their friend and family.

onsider your organisation to be a good eno

risenodd family meniseras ptho |waorokp hfygr TdQM goes

oncerns of an organisation. 't gives high
eam building is an essenti al faxcadri n ns & dtii
. Therefore, respondents were asked to rate
key el ement of quality management o on a Li
There were a few indirect questions to e:

hTeQM approach by employees Baevh Bbeqoentéenhn
ast training session been off erTfhle troe syenaur chha
elieved that having a ment orLeecdhladn, i R@dbt) .
his purpose, he included question 16, MAHave
his organisation?o9

The answers to the above questions have

bjective rel at edectoomnpernadvaitdiomgs .sui t abl e
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3.90Q4alitative -RespataohedSemterviews

Coll ecting data by intervinewssispappeppri
attitudes are targeted (Bryman, 2015) . T h e
face and by the telephone. It was possi bl e
by allowing the qgqealeiatry hregspgon e bebdowause o
able to build, validatéenaerdvaesweg waseatchi
advantages to include the existence of verba

t hat can be achieved by digital recording; t

QD
>
>
—
(]
—

vipéewttead beemeadmately (Wilson, 2010).

Seven face sttcoutaoeedemnterviews with pe
organi sations were carried out. The process
guestions were modi bbedt atber dini@lrw.i ewDetrai
telephone interviewing can be found in chapt

S e mi st uctured interview is a data coll ecti

-

than the structuredfoomspl beoaedsgquebeyorsary

the interviewees (Reiter & Rosenfeld, 2007).
subjects with enormous possibilities to mot
ambigui edeseahdr mali sms (Reiter & Rosenfeld,
structured interviews with personnel from ve
process was piloted with six respondents and
The interview questions and the ©piloting q
respectivel y. As noted bel ow, i n section 3
collection using interviews; face atng f28dé&;) . |
Both face to face and telephone interviewing
practical di fficulties with focus group inte
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gather in one place atchear catrtteammt ¢ d meo wphielno tt
details about the interview processes for th
3.9QB8alitative Researvcdhe:ewsTel ephone I nt

Il nterviews by telephone as an alternatiyv

coll ect guantitative dat a, with relatively
(Bernard, 2017) . One of the mMane T &0 NS e v
that visual cues do not exi st which can | ea
probing, rapport, and interpretation of some
expensi ve, easier t o ceontdsuctto amrdo va adne aslelnossw
(Bryman, 2015). There is no empirical evid
| ower quality data than face to face intervi

Tel ephone inter vtiaenwi nfgori st hviesr yr eismepparc h st
this approach to collect qualitative dat a, [

grounded theory.

3.9Cdntent/ Document Anal ysis

Mo s t t heori es, concepts anhldapmoedel tswot hwit |
i mpl emented in the analyses, discussion and
provide suitable, but specific, recommendat.

3.1Data Collection

Data need to be gathered from al/l avail at
sources. The process al most always starts ju
guestions are determined and déeftiaedcts aRdi mb
are those gathered specifically for the pur|

e. g. the effectiveness of TQM i mpl ementatio
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obtained from bDbser voaexvyeenrsisma nwtesy.s, Bot h i nt et
were used in this research work as it was no

l nterviews can be considered as the most

are approprieteasesintthwas dsthudy, when det a
attitudes are targeted (Bryman, 2015). The
the telephone. Therefore, it was possible t
al owing the researcher to probe for quality

able to develop his grounded thedreyvagwivnpl

i mpl emented in this study as itohawvembnay act
nonverbal communi cati on; the high accuracy
responses; the flexibility of questioning; é

i mmedi ate (Wilson, 2010).

3.18amplings Met hod

To have the accurate sample size Iis a key
process. The sample has to be free of any b
representative (probabil ifpy)basmamppliinigg.andTh
representative sampling includes simple rani
mu ksttiag e, and the judgment al sampling- inclu
selection, and snowball (Partington, 2002).

Collis ag@g@lBWMpusseaeggést that up to a | imit
significantly i mprove the reliability of fin
generalisation to the popul ation caondki pasi

bet ween the sample size and the margin of er

the more information available, the more acc
a certain point increaseqgng gtihbel es aimmpclree assiez ei nw
et al, 2017) .
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Tabl e 3. 5: Sample size and margin of error s
of 0.5 (calculated by the resear
Sampl e Margin of

100 9.

380
600
1040
10000
20000
40000
10000

O O O Fr W H~ O

Mo s t research studies in social science
(Bryman, 2015). Also, a good sample size is
1000, for pxpmunpdtei,on nofa 10, 000, 10% woul d be

Thi s researcher deci ded to start wi t h 600

guestionnaire that is not completed for what
fullytedmphe questionnaire. More details ab
wor k wi || be shown in chapter five.
3.1Primary Data Collection

The success of the research depends on tF

appr oprhioadt ef omett he topic of the research and

how to choose the technique that is most in
choice of met hod and technique is not enou
researcher i's aware of the fact t hat the <c¢h
guarantee the full success of their work ( Ma
The survey is a systematic search fortenforrm
about the data they want to obtain, and the
data during the evalwuation. Wi th the survey
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manner, i nformation on t hetivgaartiiaobnl,e sa ntdh atth iist
popul ation or sample. This information refer
desire, want or hat e, approve or disapprove
attitudes" (Wiotshher, 20tl®nvi éwml|ti &ehni ques, t h
that 1t asks all/l the interviewees the same
situation; so that the |l ocalized differences
intervi ewed.

Surveys are extensively used by mar ket re
and pedagogues, heal th professional s, stati

research aimed at wunder stodngienmggon@nsumer eldal

concern for publ i c heal t h, eating habits,

expectations, the estimation of sales, knowl
of this instrumerets lgyeneéirat esemt gdiesacti pMarni e
fundamentally defined by the different fielc
However, the classification of the types of

nor evehewdt&&cipline in which the survey is
subject usually distinguish surveys accordi
(surveys referring to facts, opiguess$sjoandi &

administration procedure€oMmMpkeesedal nteelvveptwp

temporal di mension of the analysed phenomena
(croescsti onal and |l ongi tudisnuarlv esysr vtehyast, arneaslpy
moments in time can be reclassified accordi:

and according to the research design (Mal mqgyv
The process of coll ecting dat af ugsaulggi nggu
representations of the views, attitudes, e xXp

the researcher to make appropriate decisions
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The process of collecting primary data
( Wiolns 2010) . Firstly, someti mes no data exi

with subjects that are only recently the res

of artificial I ntelligence g, manygaveailhéelie
not be credible, e.g. data regarding the spr
and credible to a | arge extent, but data reg

but | ack credy bbd idiyf.f i cTthluts,t o tutmal i se t he d:

the spread of Covid 19 in that part of Afri

sponsor s, or governments that the research ¢
|l ekto evaluate the healtthdatre seéstan Yemen, t

Regarding this study, l' i mi ted data sour
i mpl ementing TQM at UAE organisations. The
face et os-sefrcuctured iIinterviews and the telerg
researcher to satisfy all of the objectives
remained a challenging, yet an i nttoe rkensotwl negd gpe
of the subject being investigated, i.e. the

3.1Bnalysis of Research Findings
Every component lbé déedecmielsad t si lhlass ttroat ec
systematic application of statistical techni

can be obtained from the results by wusing an

accuratefamalswdits which is referred to as d
stages of analysis. Ot her wi s e, scientific
the public trust in research wilalt hatadvern e
is to be applied to every type of data analy

When results are analysed, it is always |
patterns. Thus, there may be a neetdo ttoheapp
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results to find the types of relationships t

among variabl es, and to determine the signi/
Thi s can all ow accurate compear made s ammmo AP p
conclusions to be drawn which can | ead to be
the research work (Collis & Hussey, 2014).

3. 10umlmti tati ve Dat a

The analysis omeagusanthiat at heecesuwét setave
that can be summari sed andstdaspbayedl i g gnap
to illustrate i mportant features. Ther e me
di fferences among vargabliesancendt haot taess$pédc
phenomenon did not simply occur by chance (
presentation of data wil./ be described in th

| n t his research wor k terteerrdnsi nadd Eorrda

correlations were found between first attemp

by the piloting participants. Results were
regression | ine.

Chi squarecdt aont fwaad whet her t wo wvariab
significance of using Chi Squared test s 1

determine the differences between the two da
of the study.

It was carried out to test whether sex, gua
respondents were employed can influence thei
Chsquare tests are a groumteimehypotabhesits thes
functions (or density) of one or two random
parametric statistics since they do not est:

variables theyfaedmsmitp bhbeirnpwbaabiéity dist
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t h

owl edge of their parameters. They are appl
tends to check if a variabl e, whose descr

mmnt.i The corresponddgugr d efsitt .i sb)c aWHend &a rcehs

t i f two variables (or two classification
st that wil/l b-eqappéi ed ovm dskgpuéne de¢ focfe a«choint i
urhan, 2020). Thesguwadeaearsalofsiappil yitnga tc hii

responses from a sample to expected respo
tail s.
lQuadlitative Dat a

Qualitative data are gathered as opinior
ecdot es. Ther e | snuwmerniecead tvoalrueedsu caes tthheen

formative when they remain as narratives.

alysis of quantitative dat a. The aim here
enomenormer(se.tg. ThQaW)r. i The analyses may r e

i mpl ement some software that may help to
15) .

Il n this study, position, age, qualkrtiacat.i
estions in the interview schedule as was f
om the interviews has | imited potential fo

identify and | abel adabae. peCbotmatd anhahygh

the process of categorising verbal or b ¢
bul ation (Collis & Hussey, 2014) . Cont ent
alitative dat a uindeasrntoondt asnal ysxit of r eseeé

the search for the meaning or meanings o
alth of information about the method, of t e
e rsdaldiiteyd due to the multiplicity of prob
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work i s to present, in a c¢clear way, i mportar
analysis method and to analyse someepoéemntsat
Content anal ysi s i s a set of communi cati on

i mportance of semantics for the development

2004). As noted by the aut hoorr st hsee maena nicnsg hoefr
this way, it is feasible to delineate the fi
of linguistics, aesthetic and formal | ogical

structural semannauwt imesd h(oWasn ga,n d& hGaome 2004) .
It can be said that the method of content an
the frontier of traditional l i nguistics and
meaning of wor@&€sl|l (hermef860Qi)cs)f(the chosen
traditional ' T ngui stics, content analysis w
formal aspects typical of the author or text
ofmeani ng, rhetoric (for mal styl e), | anguag:
' inguistics, to Adiscourse analysiso (Colll i
her meneuti cs, the methods are pur-glimanseman:
met hods, which research the connotations th
statement , and into structur al S esmtama n tci cmed rt
soesieomanti c universes. I n theemamtire, Itdegirecal
because if the scope of content analysis is
it follows more or |l ess defined parameters a
of |l ogic (CotlHiilserst 2dy, 1)t he Icnontent anal ysi
because it is significantly more interpretiyv
inferences (Wang, & Gao, 2004) .

The content of a communicati®nsonoiwht Rasatdarm

polysemic and valuable vision, which notabl
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interpretatdi

ons. Perhaps the bi Aknot o

ggest

to visualize ittimhitdte mojecpavepalbli el dand i n
wh at 'S not apparent I n the message. This |
"mani fest content" and "l atent content" of a
Il n relation tpol itchea ) maminftextt , (e xX is from it
mani fested) and not speak "through it", I n
same way it is important that the results of
the research and have as support evidence ma
(Collier, 2001) . However, It is often heard
really meant, or even that thetevesyacmheasagdg
researcher has reached the crossroads, wher e
with absolute clarity, or where objectivity
the qualitative recsffapahamoustuchmpomoameae, | &
to the detri ment of the other <can place th
subjectivity or, on the othewowmnhamndyreglaedi mpc«
assumptionhi vwé mexac¢eatah, t hat i s, the data &
meanings attributed by the research subject
believes that these extremisms should be av
guatnattii ve and qualitative methods but consi c
content analysis should not be extremely |
formalism, which impairs the cr eahteirveiftoyr ea n dn
so subjective, | eading to the iIimposition of
function merely as a confirmation of these (

Thematic analysis, which can be theoretic
analysis of the qualitative results generat ¢
with responses related to the homas vardveldasdd
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2007) . For exampl e, it was used to deal wi t
TQM.

I n this study, content analysis is obtained
TOQM wi th di mensi ons goefs. cowWnptentiint i vbi sadananatl
Ssubcategories and themes are obtained. It i
construction of typologies, categories and t

Ssituations anmi nqhtefr pwliecd stowaisbneg atihde phenomen

|l evel ), discover their covariations or assoc
categorical anal ysis) and discover relations
under study (interpretive |l evel and roughly
3.14.3 Qualitative analysis

These results reflect the | ast step of the p

and rest of cases)thédsemeesulbhedanbobased o
througliephé& i1interview (personal I nterview w

direct observation and company documentation

First, a pilot case was catricedil dutpro¥voteo
information on i mportant aspects related to
to i mprove the structure in the rest of the
2005) . I n this yemass,udged tOA acarmpywnout the p
was a company that complied with the char a:
management, pioneer in some aspects and a | e

i mpor ttame rfecarl i zati on of the study because f

were eliminated and others were introduced,

to provide more information t o stthuedyi mwse sat ipg a
enabled the researcher to identify the weal
assumes potenti al amendments to the pfrocess.
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organi zed pilot study emebduwal itthye aofe stelae crhey
pil ot study can inform about the foll owing p
on pilot study were noted earlier in section
By conducting the pilot studyr,vematnhye qauiens toifon
in addition, some wording which were diffictl
the ease of participants understanding. The
the means and met hodsTIlpdraemfnerde ,f oirt tihg st st awud
research that it is possible to test the ade
the method to allow adaptations that deemed
3.14. 4 IQu arla ssteyarcah t er i a

The most widely used quality criteria are tfF
validity, internal and external wvalidity, an
extent to which a meaas utrhee bceohnacveepst itno tbhee nweaay
with respect to other measures already estab
to identify the validity of the construct, a
to cormeset rcwomtsttructs on quality management an
coherence of established relationships. To a
used t hdreoputghh iimmt er vi ews (with oprenamddds aed orsdcka
data obtained from the company. The external
cases. External validity was increased by r
comparing the resul tlsi abeitlwieteyn rtehfeenr.s Ftionatl h e
repeated application to the same subject ani
case study protocol was designed and applied
data were reviewed.
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3. 1Bt hi

The

of st ak

et hi cal

individ

certain

durati o

activia

3.1Priln
Ther
rel at ed

justice
researc

6Benefi

cal Considerations
maj ority of definitions of ethical CQ
ehol ders, e.g. the public, the indiuvi

conduct cadamshensees asdtbkéapdandspt

uals (Trevino & Nelson, 2017) . St ake
ervisor, the employer, empl oyees of 1
Siblseg arlkeemsganiTbbati ons, groups or i
degr ee, thus any i mpact on them by
n of the study. This researcher belie
ivity related to this research is per

about the wishes of every participant
UAE society has i mproved recently 1in

sesravehling or shopping on their own
relative) that was not previously per
't with it sensibly when heiaoendudctngd
ucting the interviews at the responde
i dence at the ti me.

ciples of Research Ethics

e are a few ethical i ssues that may
to matehomgnceomnd beneficence, conf
and inclusiveness. With regards to
her that they were all owead iteov wsicthhedrud

cenceb6 refers to any act t hat may be

contramgl éfnionenceod refers to any act that me

(Kar a,

way or

2018) . This reswar olhgranesaudn ed twhaast

f or m. However, recommendations that
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AJusticeo in this regard implies not to dis
This researcher igdica imommaamed agiali hshotangbody
findings of his research. The researcher

Participants were only promised the | evel o]
resear chersame aprvarrtei dihppgant s do not want thei |
participants insist on their identities to I

were al ways respected.

3.16i mitations and Delimitations of Study
The |l imitations of any research work are

interpretation of findings and on applicatio

of the resea& cMursnaund,y 2(0POrdi)c.e These | imitati

shortage of reliable dat a; shorepogetetl pdabhbi

the measures that mu st be used for data col |

The | i m tany omssearch work can be defined
that will i mpact on the interpretation of r
research is applied to generalisability and
Regarding any research wor k, there are few
shortage of data, shortage of reliable dat a,
seldported data, and sample size (Herman & E

The success of this study depends greatly

t hat reasonably accurate and reliable resul
available and the l i kel i hood of a t c eUsAsE. /
organi sations was possible. The research wo
enough time available to analyse the dat a.

they happened and were explained.
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The obvious mohrilciemi todt remsssaare ti me and

the control of the researcher. These can 1in
can be protected i f the sources of | imitatic
| itmrdt i ons. Firstly, this researcher has jus
to be the first researcher to collect and an
are gaps in research, theyrecraucthiemg i meé w nidr
wherever possible. Thirdly, when the data
researcher wil|l admi t those deficiencies an

recommend further riinevdesdutg.ati Boagr tt ol y,e Iciaas e
reported dat a. These occur as a result of
possibility of selective memory, (Brutus et

wherever poédgsitlmalke ame mwi nto account when dat

Del i mitations are the characteristics of 71 e:¢
These may | imit the scope and define the bou
objectives, research questions, research pro
and the theoretical perspectives associated

3.16. 1ILi mitations

The most obvious reseanmdchtilmenidati b@asr as ¢
control over them. These may i mpact negati Vv
the researcher discloses these | imitations (
but others daeexisstt.he Hisrssute, otfh sampl e si ze
generalise to the whole popul ation. The samg
|l ess than 5% margin of error at 95% signific
for this type of study. Second, there was ¢
the i mplementation of T QM at UAE organi sati

and accepted the chall engeo odordckuntg osneh od <«
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wh e
exa
res
mo r
Fou
The
( Br
ar e

3.1

wer

rej

org

nor

res

stu

n the results are analysed, the research
mpl e, such that a certain issue was not

earcher wil |l asd noi ctc utrhraetd , s udci hs cau sfsa utlhte hoau t
e interviews or recommend that further I
rthly, biasesemaytexdi satan abeté&debt canno
se bi agescoormdlue to exaggeration, select
utus et al, 2013) . These wil/l be i dentif
anal ysed.

PeRPi mitations

The research topiche taiemreaemsdk aglxjhe qtuievsd s ,or

e discussed in chapter one. Al l t hese we
ected. For example, this research work
ani sati ontshert hceorvenftorrye inno tohe Mi ddl e East
wai t, UAE, O@Qatmand, SBalinaiAr,abi a) was consi
dings can be applied to organisations wi
enat e S 0ome empl oyees of UAE organisatio

stionnaire wasnet o bHowewmpl ettehde onrelsiear ch
eptable as the number of such individual ¢
topphosesaytor other devises is very | imit

The results of thassestdudoy W5% chafadahygee i
m in similar studies as suggested by Coll
ults based on higher confidence | evel, tF
explanati on.

oncl usi on

Many aspects of research methodol ogy wer ¢

dy is related to the i mplementation of TQ
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theories and concepts associ at ed hwisteh wle@M & =
account when the research study was designec
gaps in the Iliterature. Attempts wil/l be ma

The objectives of stahtiis fri ede aryc hc od tl ledccyt i megt
form of especially desigeeduandrpid|l ohéedr gquesv
tel ephone interviews. The objective to pt
pri mary and asreec oanrdaalrys eddateand di scussed. Thu
conclusions upon which suitable recommendat:i

the final chapter of this thesis
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Chapter Four

Data Analysis and Findings
4. 1 ntroduction

This phase of the study corresponds to a
i nterview techntbgausee.d Irte siesaracnh imettehrovdi etevh at i r
phenomenon -lwiiftéhianorat erxta,l bwehtewne etnh et hbeo upnhdeanr oi neesr
context are not <clearly evident (Yin, 1994) .
with the interview developed, the effects o
results are analysed.

The effedtys mamagambkent on competitive adyv
product or process iIimprovements that modify
service errors, quality costs, product or se
i nrmdv on on products are those i mprovements
profitability. On the other hand, i nnovati o
demand conditions, related suppmd treidv alnrdyu stthrr

operating results.

4. 2 Design of the investigation

Within the research design, the five c¢comg
Yin (1994) are i mportant. I n our research,
foll owed

Components of the research design
Tabl e« odmplonents of the research desig

Design comp(Application to this study
Questions of Effects of quality managemert
organi sations

Study purpost-Exploratory part of quantit
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-Prteest to improve the questi
-Support and / or compare WwWi:~
Unit of anal‘'Five service companies oper a
Logic that j(Qualitative @a&nalayssi ssttubdryqgqu gih
as a technique (cammparhi son
observation and secondary d

qguality criteria in the rese
Criteria for Exploaatbyygis, contribution
findings the initial theoretical fran

and first approach as phase

The research design is materiali zedntt hr ou
t hat contains the gener al rules and particul
investigation. For the elaboration of the pr

wor ks have been taken i n2000 4a;c cYoaucnutz z(iY,i n2, 0 0159)9.

of this first phase of the research has the

1. Objectives of the investigation.
2. Criteria for selection of participants.
3. Dbata coll ection sources.
4. Access to organisations.
5. Results of theudwterviews: pilot s
4. 3. Research objectives

~+

The objec ve of this first phase of the
management on competitive advantage resul ts,
i nformation obt astnedly tihg oangta u shtei wealsye anal ys
the quality management process and its influ
in the model, which in turn, are based on th
4. 1)hi sl nwaty, the results of this first phase

context, as a first approbahebttboothmpobyecthe

guestionnaire of the second phase of the inv
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Wit hinrtoversgntof why sel ect some cases O
deals with the number of cases. To do this,
study of a case and a multiple studycaocsfe cas:
study is more convenient depending on certai

When the case to be analysed represents a
When the <case offers the researcher t he
phenomenon htematwawsntiinlaccessi ble to scienti

T A revealing purpose is served.

On the other hand, the multiple case stu
i nvestigations because the information obt ai
tdh study is considered more robust. Likewise
can compl ement each other or, as in our case

subsequent quantitative stuadayufBamameel 1, 02 @@
the questions raised in the research object
companies studied should meet the foll owing
T Sector of Caemtpiawniiteys t hat are notecdompet i tc
T The size of tCloemparng aersi dt idarf:f erent si zes

T Location of tQemmparmiaens sraggiosnt:ered i n UAE

for greater efficiency in economic resour
T GrowOhgani sations thatn héawe |Imasd dtiakel e eaqrr

T Leadership i n prlLoefaedsesriso nianl tahcetiirvipgryaf es si

have a greater knowledge of the topics in

1T AccessCompanyes that agree to participate

From the i nformat ipomstcbl eecoctoenp,ant es t ha
investigation were collected and a screenin
accessibility and potenti al Il Nt erest . Si x ¢

requirements.
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que
rea

t he

Howevertheneompanies, the day before the

stionnaire and interview were to be carri
sons of discretion. The study was eetonduct
selection criteria of t he cases |l i sted

comparison could be made with the theory (Da

Bus
OA

OB
ocC
oD

OE

Tableomp2anies participating in the st

i ne Si ze Activity Locati QMcer ti fi
Medi urQuality mana Abu DhiYes
construction
Medi urFinanci al enti tAbu DhiYes
Medi urEnvironment al rDubai I n proce
Large Consultancy i n AIAin Yes
territory and ¢
Large Distribution o AIin Yes
decoration mat ¢
om the European Directive (2013/34 / EU). Small ¢
(between 50 and 250 workers) and | arge compan
Dataomolslo@ace ces
For the data collection of the five compa
us o, 2004) . Pri madeptsho uirrcteesr viinecw ullaes e d hceel
stions (questionnairej()oandediractudbdeduva
corroborate and augment the information f
umentation, as indicated below, from the
t he dat abase,cearutail fiitcyatpiloamss. and t heir
angul ation has been used to compare the d
angul ation has four categories (Casey, &
The triangul ation of theori es: | tonceonsi s
di scipline to explain situations in anoth
The triangulation of data: It refers to t
moments in time.
The triangul ation of researchers: It refe
thame situation and then compare it I n
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coll aboration of di fferent researchers to

objectivity.

T The methodol ogi cal triangulation:tildn i s

met hods or techniqgques.

I n the present study, the triangul ation ¢
come from at | east three sodepel ohtenvioewat
and closed questioakbysi siardtrebsewvafti dogcuete
company. Regar di ndge ptthhe iinntteerrvwiieewss ,we7r e nc o nd u c
and October 2020 (see Appendices), three to
three companhesperasdntwo ¢thbatge of strategic

and another two to the managers of two compa

and human resources tasks (both were interyv
operathnagaemema). The tot al number of compani
interviewed were specialised in TQM and st
i nformation was obtained from two informant.
andatsdgi ¢ management) . The interviews were
compl ete the information obdaphldi nhent hiee WD C
of a personal interview with a seroinescl mfsedp:
guestions that allowed the information obtai

to be expanded and refined.

Tabl el Mdt.e3r vi ewed Compani es

Busi niNo. of contDuration Document Cont ascdan
contacts contri bu

OA 6 6 Yes QM+ SM

OB 6 6.5 Yes QM+ SM

ocC 3 3 Yes QM

oD 4 3.5 Yes QM

OE 5 6 Yes | N+ OP
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Reg
wher e
t her e

a syst

docume
gual it
compan

interv

A futu

(I
guest.
develD
action
interwv

gual it

Ther e

T A f
ana
obt
dat

1T Tel
res

ava

T The

arding direct observation, it was carr
they explained the different processes
were conversations withThihse eglalradwed paant
emic vision of the i1idiosyncrasy of the

y manageamkewan & acdoensppent ol vtai tvieo n

arding access to internal and external
nts were analysed: business plans, an
y document s, gual ity certificafes$heinf
ies. This analysis made it possible t

iew (through open and cl osed questions

searcher did not i ncdagrdee megmte samd mender
re wider study could include these.

the personal interview based on open (
ons were used for quality management.
pmment he quality management di mensi on e
s, methods or techniques to develop ea

i ew, a closed questionnaire wasnsalfoo U
y managememdi nMtAnmnex!l d ()t otnalal y7 di sagr e

Access to organisations

are three fundament al steps that were

irst conver saei connwast hpkedswont bf the <c
|l ysed to verify the adequacy of the or
ain relative information from the per s

a for the cdt udcky:eprhaomes i Hauambtea or e

ephone or emai | contact was establ i st
earcher, briefly announce the objecti
ilability of dates t oamnciasrartyi oonu'ts tfhaec ifli

way to access the organisation's faci
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Il n al |l visits, in the first pl ace, a common
4. 1) .

Company name of the «
Activity:

No.empl oyees:
Geographic scope:
Contact person(s):
Contact instrument
|l nterviewed peopl e:
Position:

Dat e:

Visit start time:

Visit end time Duration:

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,

ceeeeeeeeeeceeeeeceeeeceeeeceeeeeeeeeece.

I n the second step, a confidentiality st
Fi gurPer idgmazy i nformation sheet of the ¢

No. of empl oyees
Geographic scope
Contact person (s)
Contact instrument
I nterviewed peopl e
Position

Dat e

Visit start time

Visit end time Duration

Thirdly, the personal i nterview was carri
guestionnaire (closed questions). I n the cas

guestionnaire wer e -mpaielv.i okuisd eyl Idyel idvwefrpeadmyavtiwea
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required: qguality manual s, corporate inform

information given by the company, etc.

4. 6. Analysis of the qualitative data obtai
The presentation of results is organized according to the specific objectives of the study

which were established in the introductory chapter. The analysis of the information collected

from the interviews allowed to identify the following sets of codesQLjality management:

contains l.aLeadership, 1. -bquality planning, 1. cPersonnel management, .Rfocess

management, 1.-kformation and analysis, 1.- fCustomer Focus and 1. gupplier

management. 2)2.a product design and-3jesults: contains 3-dnnovation result, 3. B

Operating results and 3; Einancial results

4 . 7. Effects of quality management on i nnova

The information obtainedysmawsgboenti prg
facilitate innovation (table 4.4). As a summ
been taken in order to be able to observe wi

guality. A AYens® timat htethe¢ amhmagner s i nterview

items of the questionnaire, showed cl ear ev
contrast with some secondary data. A ANOO me
t he eftfhecti tems, they did not show clear evi

no secondary data that supported the studied

Tabl Resud ts about the innovation
l nnovation OA OB OC OD OE
Quickly introduce new productYesYesYesYes-(1
Quickly introduce new productYesYesYesYesYes
Uses the | atest technological-(1 YesYecsYes-(1
(1) The perception among the interviewed managers Ww:
evidence to justify that they were ob
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Table 4.4 shows that, in general, four C O

management of quality, even i f one of them (
and that innovatriiens owdn barnl vy elad lya do not p
result. Concreting what type of innovation t
interviewed managers of the OA, OB and OC co
workemorar @redi sposed to innovate processes
motivated because the workers try to improv
i mprovements in their procedures that make t
Regarding how the different quality manage
example, the interviewed managers of the <cor
indicate that the | eadership it stehlef choansp ainnifel
that develop a major | eadership through di al
ot her practices, are companies that in turn
radical type. I n words roesf: one of the intervi
OB: ALeadership has an influence on innov
through motivation, through economic incent.
With regard to the practice of quality man:
companies indicate that the use of guality
empl oyees to share information, for exampl e
areas that allows diagnosis of fptbolkelsemssandh
can innovate processes more quickly and incr

changes.

Regarding personal management and innovati
management are more innowvateidve Fos thkammbheag
directors indicate that:
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OA: ACommon places are facilitated in worl
experiences. This practice is promoted beca

i mprovement sashead by eamplnayee contri butionso.

OB: Al nvol ving workers in projects so that
ideas to the company itself, without fearo,
Li kewi se, according to the interviewees' i
internal or external processes, help to i mpr
a selection of personnel that val tes btheaeorl
way simpler for the introduction of new pro
process innovation.

Concerning process management, companies Ww
(OA, OB and OC) amesmoracicomadvatgi v® béde mana

documentation and standardization activities
of work that have introduced I mprovements ofr
many caseds,t ohalwemohgaeni ze processes that t he
occasi ons, duplicating tasks. For compani es,
(i mprovements in existing work processes) an

e xtiisng ones) .

Similarly, gual ity management practices su
effect on innovation because, according to
enters the company as new indormatdi emansfiern
devel op i mprovement, whi ch, i n principle, [
Li kewise, the external information coll ected
obtain i mprovements. TMhoire meyauncedmeadamp ano re s
management practice the possibility of gener
products to the customer's needs, whi ch meat
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Li kewi se, as thieewmdhageir st i ot e, it al so ma

deficiencies and i mprovements based on ti me
satisfaction through surveys (externally), v
productws wom&kimeg methods that are more easily
product and process innovations, respecti vel
managers points out, that these companies ha
Wit regard to customer focus, |l oyalty and c
surveys, they facilitate greater i nnovation
forces the company to continuallycompanye t
through incremental process innovations that
2015) . Li kewise, the suggestions and the sur

the working methods and adatpitornsheimn tpr aduec tce
processes, that i s, product innovations (ne\
can be increment al and radical. I n this way
customer through s a@teissfi ot iboorx sawnrdy, e yisn gae nseu
participation in product design are the con

manager affirms that:

OA: "We need to know what the customer want

fasterdf aedwant to stay in it we must adapt. "
Regarding supplier management, companies Wi
OB and OC) have an action protocol with sup,|]
and price, i n thatseolrdetred L$ kppli iser,s oare per
guality, delivery time and price, i n that or
suppliers allow for clearer and more conci s
supptoecdPnti nuous i mprovement that facilitat
radi cal process innovation.
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Finally, product design also has a positiyv
hi gher |l evels of quality anmanagtimemt pi ®@Ao c @IB
design, which -makuonguraemd denpirivement to a
facilitates business innovation, through inc
i mpr ovement I n i nnowvratiiconp ad 0o mens off r otnh et hdee p@e
product design and design policy. For exampl

OB: Ailt does not mean that before the intr
innovation, but prmadudtns ,sotmeatc aise,s maadvi c al p
successful because only the department invol
not the rest of areas involvedo.

OA: NANA Project incubator has besemrdee s ingmeodv
modi fied. This came from employment ideas o0b
new production methods have been created as
of new projectso.

I n general ter ms,i nt hfeosuer roefs utlhtes fsihvoew ctohnapta r
OD) radical or increment al product i nnovatio
the five companies have introduced or are in
incrementatabngdroécessriadnovations. No compan
t hat quality management can | ead to process
and in many cases also product innovation (I
the effect of QM on innovation results.
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Table 4. 5 Effect of QM on innovation results

Dimensions Category Subcategory Note
1-Quiality 1-Conflict resolution, observatiol 1-Leadership create
management and motivation. The leader commitment and engagemel
1-Leadership promotes values that impact environment that encourags
employees towards improvemelr employees to discus
and innovation. Leadership problems and sugge{ Prudence is
influences learning culture and | solutions to the problem needed to identify
organic structure. using different approachg the innovation
and methods. outputs that are
intended to be
2-quality planning | 2-Planning is a set of practices | 2- employees to think an( reinforced in order
and principles with which organize actities to meef to invest in the
organisations can comply to innovation objectives appropriate TQM
standards. principles.
3 i mprove or
3- guide managers to induce competitive advantage b
3-Personnel innovation utilizing technologies an
management enhance performance
4-Process 4- exercise the documentation | 4- duplicating tasks
management and standardization activities of| improvements in  existing
processes to changes the meth¢ work processes) and radic
of work that have introduced (new work methods differen
improvements or innovations from the existilg ones).
5-Forecasting, marke
5-Information and | 5- use technologies in new wayq analysis  using Atrtificial
analysis aiming at aligning initiatives with Intelligence and data analyti
business goals.
6- create solutions, comply t
customer so
6-Customer Focus| 6-understand customers and proper technologies|
markets, required technology ar customesfocused innovation
customer & market problems
7-Supplier 7-Leveraging innovation power | /- i ncr ease
management supply innovation performance
shorter time, new ideas
8-Product design | 8-Create innovative product by | higher margin, growth.
means of create ideas and
technologies 8Examine use
experience, understand are
of improvement, enginee
designs t o m
expectations.

Il n view of the effect of QM on innovat
obtained in this invessuggésbnhnogenpraséngtsdp
all ow us to conclude that the adopti on
management , and product design have thei
identi fied in the diabferendt. 5M di mensi
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management , process management, i nformati on
management have di fferent | mpact s on t he

Continuous iIimprbobumwemenati peg omet Eer mance i n al
out put s.

4. 8 Effects of quality management on opera
The data shows that quality management has
in all compani es, dlsterou b | &t 4di6f) f erAe Mty EIS@ Vv ¢
the interviewees highly value the effect or
evidence in the open questions and could be
means that theei nther eifé wees onathe items | ow,
in the open questions and there were no seco

Tabl eEfaf.ebct of quality management on oper
Statement OA OB OC OD OE

l ncreased cust omer sati sfacYesYesYesYesYes

I ncreased employee satisfac-(1YesYesYesNo

m

Il ncreased productivity (1 YesYesYes-(1
Reduction of defects No YesYesYesYes
Il ncrease in productgquality Yes<No YesYesYes

Il ncreasentke aorelivery to custc-(1 YesYesYes-(1

(1) The perception among the managers interviewed wa

evidence to justify that they are obtai
Going deeper irndsoultthse s ei tt ypeers lod obser ved
customer satisfaction that, according to the
positive. For example, in the customer surve
howag ity management increases customer sati s
indicated that it was due to the foll owing:
OA: "This is because the certificates and
its i mage. "
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OocC: "Qualityhamsaniamgepmeweéd p-podpets a B d Vv ipcoe

consequently, customer satisfaction."

Regarding t he i nfl uence of qgual ity manag ¢
management has positively influenced four ¢
However, a manager of the company OA expl ai

empl oyees but the company does not provide
exampl e, the managers of three ¢ onopuagrhi etshepo
gual ity manual and work procedures, has faci
is greater clarity in the specifications whe
OC: nAlt has all owed whatkeals) @ ot ikvweosyv and atlds
out, since before, neither the objectives nc

given workers greater autonomyo.

OB: "Workers prefer to work with fomrdnal pr
therefore an i mprovement in their satisfacti
Regarding the relationship between qualit)\
gual ity management has had a positive influe

standar di zadntoat iacmmm afoctuhme processes have f a

—+

asks (because now the work to be carried ou

completed in |l ess time. For example, one of
OA:Wor k times have started to be analysed,
This is evidence that some companies have €L
all ow them to analyse and measur e.t hfeort i eea g
completion of wor k, It can be analysed and
manager supports this idea:

OC: "The control of hours for the realizat

such as the bindlitng &M ipnojeadses hmsprdeductiv
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Regarding the influence of guality manage
management has had a positive influence on

companies (table 4. 6putOnhbabf the directors

OB: nlt i's because now the objectives are
there Iis a suggestion system and wor k teams
the company in different tasekserrdohssi has hmad

of processes. 0

Ot her managers of the OA and OC companies

has reduced the time in the accomplishment
unnecessary | ossesaiofs ttihnaee.: A manager expl
OocC: "The quality certification has all owe

therefore reduce defects. ™
As noted above, by detecting and standardi
the work process andl ttihme.ef ore reduce tasks

Anot her of the operating results on which

in increasing the quality of the service. Q
companies (table 4.6). | n gemdr atlh e ntaonnapgaenrys
i mproved and, as a consequence, they now get
OA: "The certificate has allowed us to hav
guality of the service."

However, i n one compadynot whbtechdit bat gdat
because, according to the interviewees, its
Regarding the influence of quality managemé
seen that quality manlagemeea to m atsh éh afdi vae posmp
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OA: AThe new documentation has i mproved t hi
with the new documentation regardi-olgi esemtoyr ttem
steps between ctompangyoanhdcitwitbspberse have

oB: "Before, it took two weeks to deliver
able to deliver the same day. "

These results show that quality management
resul ts. However, It I's i nteresting to note
personnel manager from OE company pointed ou
empl oyee satisfaction in his c¢ompwonryk b ewchai ucshe
means completing a greater number of reports
paper wor k. Al ong the same |ines, anot her di
benefits of the system areigseatkbedwhaeanempte.
manager also pointed out that in his company
but that, for example, it has not influenced
was already highhese héesefwiorsisarandchi eved
analysed di mensions of operating results). T
the i mprovement processes is 1Important so t
Second,plticemata on of quality management has m:
example, time to carry out processes and tim
of processes and therefore introduce innovat

Finally, thectesaoer clUustomef satisfaction,

guality, and the effectsi ma eéepl ogegy tSatcebt

The degree of maturity in quality managemen:
magars of one of the companies. This higher
means that employees are more involved and t
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more internalized. Table (4.7) wi lolpeprad s enmgt
resul ts
Table4.7Ef f ect s of quality management on o
Dimensions Category Subcategory Note
-l ncr eas € 1-QMaims atexcellenceand 1-Sat i sf y cust
cust omer | focuses onimproving the exceed expectations, determi| The imgementation
sat i sf ac 1 effectiveness of the customer soé halof QM benefits the
organisation, its ability to organi sati on6|company in many
respond to the needs and services and capabilities. aspects, such 4
satisfaction of customers product quality,
2-additonal sills, exercisg customer  service
27l ncr eas g2 employees care about the| training, increase workplac| duick response
emp !l oy e e | productor service, work satisfaction competitiveness,
sat i sf ac{harder, achieve bigger and customer
provide bigger values 3-from sourcing raw material| satisfaction,
to production line (skills, | employee
31 ncr eas ¢ 3-using TQM, Enterprise technology, keep cost low satisfaction ang
time productivity, motivating gg;ggptzge ;;)rfodn?:rt]
employees IV u
ploy and the value of th
4Reduct i ¢5developsuitable product | 55O, SixSigma, EQM| company's shares
defects design, flexibility in the EMAS
production process,
inspection, prevention
measuresapply TQM
standards and principles
uality Control .
(quality ) 5-customers will know an(
51 ncr eas e h i
product 5Maintain cus trustt.ecompanyandW| bu
loyalty, brand recognition, more in reduced costs.
managing costs . N
6-l ncr e as ¢ 6-the retention of customer E-insures reliability
ti me del {forthebrand
customer
From the foregoing, it can be stated that
empl oyees wh o ar e encour aged t o be mor e f
organi sational activities. Table (4.Dy indi
focusing on both the satisfaction of custom
results are strongly linked to increasing pr
and quick response in delivetywe Tlhenpampl e me

aspects, such as

product

qgual.i
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satisfaction, empl oyee satisfadefectamd mooOI

and the value of the company's shares

4. 9Ef fects of quality management on financi a
As in the previous cases, in general, It
positive relationship between quality manage

Tab4 e8. Ef f entatn aogfe ngeunat! iotny fi nanci al resu

OA OB OC OD OE

Il ncrease in sales YesYesYesYesNoO
Mar ket share growth (1 YesYesYesNo
Il ncreased profitability of tlYesYesYesYesNo

(1) The perception among thefmacadageonsciunt ebut ewbeywd

evidence to justify that they are obta

From the table above, quality management h:

in four of the five companies analysed (OA,

not the case. This company i semaet ohastpanel
Ared taped and the quality culture has not b
|l ow | evel of quality management and therefor

Regarding t he reasons whyueguoel iftiynamahnag e mee

companies (OA and OB) i ndicate that it IS
corresponding certificate. Other managers po
OC: "The company has enhanced commenidcaatai or
collected from them more frequently and in t

website and a suggestion box.

OD: "Thi s has all owed the services of fered

customer s, whi che®as had ani mati on sal
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Regarding t he positive influence of qgual.i

management positively influences the increas
and OD). Two quality managers noted that:
OA: "The certi fi ctaot iaocnc ehsass calileonwesd whhoe, m wi t

t o attract . "

OB: "Now services are more in |line with cu:
and, in turn, i's increasing market share. "
On the other hand, another adf edthed fby agao
management 1is profitability. Quality managen
profitability in four companies (see table 4
OA: "The certification hadraal lwewead dusnott o hw
which has increased sales, which together wi
I n the other three companies (OB, OD and

efficiency. For examples aedompdnyheOB) mehow
the service per employee. These results show
financi al results. As indicated above, there
become part otirehandompaengfoukt the benefits
case, according to the data obtained, the ma
increase the financi al results of the compan
Rel ationships betweerdiinmmavatli ore,sudpger atni @ar
of quality management on innovation, operat:
there are also relationships between them.
i nnovation os,operaannigerebsétved that the m
for them to innovate, not only in products b
in the study (OA, OB and OC) hold competiti

wth incentives. A manager explains that:
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OA: "Every year there is an idea that i mpr .

These innovations, whether product or proc:
empl oyee satisfaction. pForveaex dmglaai,s epr o ciu cthi

manager s:

OA: "I nnovations make work more comfortabl
to i mprove day by day." I n this way, they re
OocC: Al nnovations genertabhe ttiime, sfaori n @< a my
competitionon innovative ideas. And since it
i deas, they try to make them result in impr
increase in produactiivaon.y and worker satisf
For their part, they can also I mprove wor k:
to better job performance. According to two
OC: "On many occasions the innovations do
t her kwor hi mself who proposes these innovatio
i mprove their daily work."

OA: "Once an individual i's hired, he, acc
experience, proposes pewfessvboonabk phati bhdj tus

position".

Regarding the influence of i nnovation on
relationship. However, not all companies t he
obtain i mpriowaemeinagls riesufl t s. For exampl e, [
relationship is observed but not in company
has been considered a | eader in the study ¢k
rel at isotnusdhiiepds so f ar . It has been observed i
because, as this is a company that innovates

155



the words of a manager of t he compuwuntys ,i ttshed

perception that the managers is that this re
common in the company. Perhaps if the inno
managers interviewed woul dt so,bsa&eg vec d thrag itri ¢
However, these innovations allow | eading col
i nnovations, all owing them to increase thei:
managers interviewed:

OA: "It Btaeascestbmers with a new product ¢
producto that is already produced by the comn
OA: "Creating or modifying products and pr
means mor e csaasleess. "i n most

OC: "Then novelty effect allows increasing
OC: Al ntroducing new products on the marke
mar ket share. This producto i s made because

Regardingntédeoif nbparating results on finan
relationship is positive in most companies (
indicators, measure these indicators f{land no
suppliers that increase the productivity of
productivity improves in many someti mes the

are the companies that obt ai gprela¢e ehi glhestsfa

customers, suppliers and a decrease in the o
sense, l i kKewi se, these companies are the co
exampl e, the managtletr st hemtfeolvli ewiedg:poi nt

OA: fAThe protocol of action with the suppl

in the delivery and there fore we have more
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our <clients. Bef or e,elewerdy, twiemeh aad proo drniackteo av

to customers. Today this item has decreased
OB: "The productivity of the individual or
ability of té er edumptaingyn ifm oanmost s. "

OocC: "The company already proposes producti
counts on them to obtain profitability."
These views indicate that managers do bel

influenceresuftsanAcabrdi ng to some managers

that the productivity objectives were not me

exampl e, one manager states that:

OE: "The workers are pajregcdgtciiypanafs tme themp.
know that this objective is necessary for th
These qualitative results support the | itert

management has a positsuvuketsn{Baendeebnabper 2
2012a and b); i n financi al results (Kaynak,
i nnovation results (Kim et al . 2012) . Li kev
operational ( Ra h2n®a0On5 )a nadn dB uflilnocacnkc i al ( Gr andzol
how the positive effects on operational res
(Hart mann &Apaolaza | b8ffez, 2012; Chuané& Lin

The managers of the cbompamine®ganbdl pgeduabr

practices in the company can | ead to an i mpr
previously noted, managers note that docume
simpl er tasks, perfprmfaoir ki tmotree ienfrfdwa teindn
cust omer i nformati on. This indicates I mpr o\
i nnovation. Il n addition, as previously indi
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motivating emplragyeesexabnhhate facilitate t he

operati onal and financi al resul ts.

I n this context, when the culture of qual.i:t
advantage of the quality systlkBms 8s68ne, nit £
management involves bureaucracy (example pap
been instilled in pedpllaegy aonfd tihse ncootmppanryt, afl
some i mprovements iIineahmhebepefiat s ngr e egahersat
and innovation results. Il n this way, the pr
(operational resul ts, financi al results and

managementf oprr aecxtaincpelse ,( process documentation

surveys customer s, indicat-boay efc.t)hearce mpa
empl oyees are involved.

Finally, to finalize this qualeidt aftriovne tahnea |
guestions, the questionnaire and secondary d
actions, met hods or techniqgues to apply eac
identi fied. guality managémeneint baisend oh 1t e
management practices (see tabled4. 10): a) | e\
the process of certification, with further d
|l evel -Qewotri hioemd dceempanimpd,emeintthat i on of qual.
From here, companies with a higher | evel of

OB and OC that develop quality management ptr
a | ower ¢ vOE. cODpami es are <classified at
management). Likewise, the degree of innovat
of gual ity madnagesnemws tThadtl ecompani es with
devel mpatiinoan to a greater extent, thus suppo

gual ity management on operating results
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