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Abstract

TQM aims broadly at maintaining and improviggality standards and to achieve
customer satisfaction and to meet their demand=lbpting the continuous improvement
approach and through staff participation in thisvrege. The present study deals with
total quality management practices and its effestsorganization performance. The
research conceptual model has been obtained frorgimgeseveral models into each
other and the statistical societf the research has included the companies thalupeo
24 HOURS E-BRANCHES Services. The conceptual mddglotheses were tested
through statistical analysis. The findings resgltfrom this study showed that the total
guality management practices effect on the orgéoizal performance. Thus, the top
managers should establish these practices in @aodachieve competitive advantages
against their competitors so that they can obtagatvantages arising from them.
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1. Introduction

TQM’s major components are quality planning, dyalcontrol and quality
improvement. scientific studies related to the Itajaality management have been
brought up more than 20 years ago. These studies defined the quality management
practices and have measured them. Various studigs bxamined the relationship
between quality management practices with diffeesgects of the performance of the
company [1]. An advantageous quality managemenbeaa source for competition and
its goal is to supply goods or services for thetmmer within a satisfactory level, and
when the customer satisfaction is embedded intccdimepany, the profit gained by the
business activities lies in the fact that how ip@ssible to provide good products with
good quality and delivering them within an appratgitime and an appropriate place [2].
In this paper, the total quality management angréstices are analyzed and their effect
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on organizational performance will be studied usstrgictural equations model method
and via the Amos software.

2. Background

Quality control is responsible for transformingatity planning and quality
improvement outcomes into daily routine warkhe approaches returning to the total
quality management has lead toward giving severfhitions. For instance, Persico has
defined the total quality management as a way fwane the culture of the corporate, to
increase involvement of staff in every departmdrthe organization and to continuously
improve the qualityo obtain some specific organizational objectivesuigh team work
[3]. Evans and Lindsay also demonstrated that tital tquality management is a
management approach that focuses on quality anectblgs in terms of improving
organizational effectiveness and flexibility [4]ofal quality management approach is
characterized by a tendency to the quality thapsheb avoid problems and provide
continuous improvement for present status and fbwerethis tendency should influence
to all levels and activities of the organization]. [Jotal quality management is a
systematic approach to quality improvement in otdeimprove performance based on
indicators of quality, productivity, customer sédidion and profitability across the
organization [6].

Many experimental studies have verified the apgili;n of the total quality
management in the companies [5, 7, 8, 9]. The wigesl application of quality tools
and techniques has led to improve quality perfolgeaand efficiency, more productivity
and better financial and business performance, murstomer satisfaction and
competitive advantage [10, 11, 12]. However, ther@a cause and effect relationship
between the total quality management practicest@dompany functional improvement
[13]. The study conducted by Flynn et al. also destated the existence of a positive
relationship between total quality management prastand the factory activities [10].

Easton and Jarrell stated that the total qualiBhagement produces high quality
products, reduces the costs, increases both cosamdestaff satisfaction levels and also
improves financial performance [14]. In additionalfRnan demonstrated that the total
qguality management is a managerial approach addjgtedmproving organizational
performance that consists of a wide variety of técdd and behavioral topics [15]. Some
researchers also demonstrated that the total guakinagement practices can have a
positive effect on the qualitative and productiviésults of the company [16, 17, 18] and
therefore must result in decreasing the produetmal and external return rate (wastages)
and the production relaxation time [19, 20]. Thonwaimed that the total quality
management may result in improvement of productigale time and the inventory
levels, productivity and the delivery time [21].  hd& organization committed to the
total quality management has a culture based onmionents toward customer
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satisfaction through continuous improvement andaih be used for having access to
higher market share, increased profits and redogst$ [22].

In most studies the impact of TQM practices hasnb&pproved on the organization
performance. In these studies performance indisaibthe organization has been various
such as indicators of quality performance, coslivels, productivity and so on. Other
studies have reported positive effects of implemgnTQM in the factories. Based on
the strategic management, marketing, and operatizarsagement literature, there are
three dimensions of firms’ performance relevant TQM. Financial and market
performance indicators include return on investn{&®I), sales growth, profit growth,
market share, and market share growth. The ind®dir quality performance are
product/service quality, productivity, cost of gerand rework, delivery lead-time of
purchased materials, and delivery lead-time ofshied products/services to customers.
Two indicators of inventory management performaace purchased material turnover
and total inventory turnover [23]. Quality perfomea improves financial and market
performance, and the literature offers several angtions for these effects. First, as a
firm acquires a reputation for delivering high gtyaproducts and services, the elasticity
of demand can decrease, which, in turn, can erteblérm to charge higher prices and
earn higher profits. Second, improving product gyddy reducing waste and improving
efficiency will increase the return on assets, Wwhwill increase profitability. Third,
reduced rework, less scrap, and improved prodagtwill lower the cost structure of a
firm, which enables the firm to offer lower priceg—# is motivated to do so—for
products and services without denting the profitgima Low prices can increase market
share and sales. Last, improvements in quality reflult in more satisfied customers
with greater loyalty, increased sales, and an e#thncompetitive position. The
beneficial effect of product/service quality on ketrshare and profit when measured as
return on investment is a consistent finding okezsh published in marketing literature

[7].

3. Methodology
3.1. Sample

The statistical societgf the current research consists of the 24 houbsaBehes in
Iran-Tehran which give the services (22 E-bran8imce the mentioned statistical society
is limited, therefore, the whole socidtgs been studied instead of using sampling and as
a result 190 managers and experts of these congpdnien departments of quality,
commercial, engineering and production answereddbearch questionnaires.
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3.2. Data and Scale

In this study, the questionnaire has been used data measurements. The
guestionnaire variables were extracted by the psid@als having enough specialization
in areas being studied as well as research literatn addition, the questionnaire for
increasing the data accuracy has been selectedghéneg format of 10 options. Since the
scales for evaluating mental and quantitative perémce are correlated and have
significant relationships [24] and also since ndg@nance indicator has been presented
for the studied organization, the mental and judgsaleevaluation of the experts have
been used for the present research. To collecttjat@nsidering the research literature,
a questionnaire have been collected. Then, forptmpose of obtaining the research
objectives and answering the research questioesiéimtioned questionnaire having a
10-points range was distributed among the expsttigtical society). After collecting
necessary data and information by means of questian the data analysis was made by
SPSS and Amos software applications. Thereforenlézrch’s alpha reliability tests were
made on the variables of the conceptual model. Timenstructural equations model was
created by Amos software application in order jeateor accept the correlation existing
between conceptual model variables and to ideritiy significance of relationship
between independent and dependent variables.

3.3. Validity

The significance of validity is to the extent thaty inappropriate and insufficient
measurement can disvalue each scientific researcimake it inadmissible. In fact,
validity refers to the accuracy and precisenessi@isurements done by the researcher.
The purpose of validity is that the measuring tmlable to measure the required
attribute. In this study, in order to prove thetfétat the questionnaire enjoys a good
level of validity, the statements of understandadnhel without ambiguity have been
applied for the design of the questions. After ctatipg the questionnaire design in two
stages the experts views were used for increabmyalidity. Finally, the questionnaire
was made available for 25 members of the statlstioaiety and in accordance with
corrective views of these people; it was ensured tire questions are all in association
with the research concept and the conceptual model.

3.4. Reliability

Reliability is one of the technical specificatiooSthe measuring tools and it points
out the fact that whether the result of a reseadmilar to the previous one or not if it
is conducted based on the previous conditions anchplemented once again? In this
study, in order to determine measuring tool relighi the internal consistency
measurement method has been used by means of mgastwonbach’'s Alpha
Coefficient. Although the minimum acceptable amotantthis coefficient must be 0.7,
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the amounts of 0.6 and even 0.55 are also accepfiab] 26]. The questionnaire of t
present research is reliable because the Cronbagts coefficient calculated for tl
qudity management practices, organizational perforreaand the Cronbach’s alp
coefficient for the total model is more than (

4. Findings

The collected data and information are considesetdasic resources that should
analyzed and explained byitable tools in order to be able to convey theiplagable
informational capacity. For this type of researthe statistical tests are the m
convenient tool for data analysis. The raw dataasma&yzed using statistical techniqt
and after processingake available for the users in the shape of in&ion.

4.1. Research conceptual modt

The structural equations model of the conceptualehbas been designed by An
software and been shown in figure 1. Table 1 atkmtifies variables in strucial
equations model.

/ Y1

TQM Organizational @ v
Practices performance >

\ 3

| 2

1000090080

Fig. 1. Research conceptual model provided by thenos
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Table 1. Variables presentation in structural equabns model

Variable Variable name | Variable type | Variable | variable name | Variable type
code code
. . External Total quality External
Supplier quality TQM .

observed . management hidden

X8 management Variable practices practices Variable
Product/ services OES(;E:C:L Top management ()El;(;n:ld

X9 design Variable X1 leadership Variable
cnenal | e e

Y1l performance Variable X2 Customer focus Variable
Internal Olgge;rr:/ﬂ q Continuous Et;(;i:?/zld

Y2 performance Variable X3 improvement Variable
Financial Internal External
Y3 performance observed X4 Training observed

_ Variable Variable

Measuring error of| Measuring errof Quality data and External
D1- D9 external observed|  of external X5 reporting observed
Variable for X1-X9 observed Variable
I\_/Ieasunng error of Meas_unng errof Employee External
E1- E3 internal observed | of internal %6 involvement observed
Variable for Y1-Y3 observed Variable

Error explanation £ P External
7 of organization | rrort_ X7 rocess ‘ observed
performance expianation managemen Variable

In this study, the quality management (QM) pradidnclude top management
leadership, customer focus, continuous improventeiting, quality data and reporting,
staff participation, process management, suppliewality management and
product/service design and each of which have ectiand/or indirect impact on the
performance of the organization and result in imprg indicators of cost, quality,
market share, delivery, productivity and so on. sThéesearch have gathered and
completed the quality management practices analipzedifferent researchers and has
analyzed some of the practices and methods lessarsk also the practices in contrast
with quality management system in accordance vt 9001: 2008.

The effect of total quality management was evaldabn the indicators of
organizational performance in this study. The pennce indicators in this study
include the external performance (customer satisfacon time delivery, competiveness
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and market share) and internal performance (org#éoiz productivity, quality and staff
satisfaction) furthermore financial performancendficial status, return of capital and
profitability).

4.2. Suitability indicators

The acceptable scientific parameters for approtiegpretical model formulated
using the collected data constitute the main statput the indicators of model
suitability. Indices that are sometimes referredaw the suitability goodness of fit
indicators (since the more the amount of thosecatdrs increases, it will be interpreted
as a symbol of stronger data support of the theatemodel) and sometimes as the
suitability badness of fit indicators (since the rexdhe amount of those indicators
increases, it will be interpreted as a symbol obkex data support of the theoretical
model).More than thirty indicators of model suitability havedneintroduced and most of
which are reported in the output of Amos. In spitéhe fact that there are a huge number
of these indicators, most authors are in agreerabatit classifying them within three
main groups; however, few of them agree about houchmeach of them are
advantageous. Three general groups of the modebdity indicators consist of absolute
suitability indicators, comparativeuitability indicators and parsimonious suitability
indicators. The mentioned model has been analyyealllihree indicator types. In this
study, the GFI absolute suitability indicator haei selected and it amount has been
estimated equal to 0.914. However, this indicasistrongly affected by the sample
volume and it can show very high amounts for vegakvformulated models, thus not
using these indicators has been mutually agreebc@fparativesuitability indicator has
also been selected as a comparasivigability index. Amount of 0.95 or more for this
index indicates a good model. The amount of CFexnoh the present model has been
estimated as 0.965. Therefore, the model has tbessary capability. For parsimonious
suitability indicators, root mean square error gb@ximation(RMSEA) and normalized
chi-square (CMIN/DF) have been selected. The RM3&Aased on analyzing the
residual matrix and against many other suitabihiyicators in modeling that only have
point estimation, this indicator is also estimafae different confidence intervals. The
acceptable models have 0.05 value or smaller anfouriis indicator; however, values
less than 0.1 are also approved. The suitabilityhef models having higher than 0.1
values is estimated to be weak. In the presentystB¥ISEA value has estimated as
0.081 and the research model is verifiable. The UMF index is one of the general
indicators for considering free parameters in eatiing indicator of suitability which is
calculated by dividing chi-square to degree of dmra of the model and is reported by
label of CMIN/DF. The majority of researchers adceglues between 2 to 3; however,
the viewpoints are different in this regard. Di#fet researchers accept values between 1
to 5, values between 2 to 3 and values between3l lto the present study, the value of
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2.250 has been estimated for this index and consgléhe mentioned explanations, the
model is approved.

4.3. Testing the hypothesedhe Amos software outputs in form of estimation of
regression weights have been shown in table 2:

Table 2. Estimation of regression weights

Standardized Regression Weights: Estimate p
(Group number 1 - Default model)

Organization Performance--- TQM Practices 1.069 *hk
X9 <--- TQM Practices .640 Fokk
X8 <--- TQM Practices 794 ok
X7 <--- TQM Practices 787 ok
X6 <--- TQM Practices 672 ok
X5 <--- TQM Practices 77 ok
X4 <--- TQM Practices .815 ok
X3 <--- TQM Practices 127 ok
X2 <--- TQM Practices .782 ok
X1 <--- TQM Practices 779 ok
Y1l <--- Organization Performancge .849 rx
Y2 <--- Organization Performance 872 ok
Y3 <--- Organization Performance q74 rx

Considering the table 1, the amount of 1.069 vssnated for the effect of quality
management practices on the organizational perfocenand according to the P-Value
(tiny amount) the quality management practices readirect effect on the organization
performance. Structural equation models are contibmaof structural models and
measurement models. Based on the measurement ntioelelesearchers define which
observed variables measure which hidden variabiegRis conceptual model, all the
observed variables that are explanatory variabiéseohidden variables considering the
amount of P-Value (tiny amount) in table 1 are Bigantly associated with their hidden
variables.

5- Discussion and conclusion
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Many studies have been so far conducted in relatith the total quality management
however; few studies have reviewed total quality nagement effect on the
organizational performance. Some studies have leenlucted each of which has
examined the conceptual model of the present sindythis study has been conducted by
considering all other previous studies as well@ses of the total quality management
practices that have not been studied yet. fb@ quality management is a production
plan to continuously improve and maintain the gyadif the products and processes by
putting emphasis on management involvement, warkek suppliers and the customers
in order to meet the many expectations of the coste.

The importance of total quality management havenbalready approved in many
studies and their impact on various performanceacatdrs including the customer
satisfaction, wastages, productivity and so onlieen approved. Therefore, within the
last decade, the necessity of establishing themhenproduction and service providing
companies have been highly taken into accountaontiost organizations are attempting
to implement the standards such as ISO 9000 derigg®ir own organization and/or the
auto-manufacturing companies have obliged themseatvestablish these approaches for
their own suppliers. All members of the organizatishould understand their own
working procedures including who their customer®, awhat are the customer
requirements and expectations and how they caredelthose requirements and
expectations with their own suppliers. The sattsbacof the final customers is met only
if the whole supply chain becomes integrated, hairgal and committed to be able to
follow up integrated and innovative functions

The organizations should take measures for impiimge quality management system
and then operate its functions in order to havessto high indicators of organizational
performance. The top managers of the organizatshmsuld provide the necessary
resources for the implementation of such systemimrdase the participation of the staff
in the organizational decision makings and prowadatmosphere which both quality and
tendency to customer can be improved. Noticingfalee that survival of every company
depends on its customers, therefore, the orgaaizatiould be focused on customer and
his requirements and expectations and should tnyetet those requirements and even go
beyond that. Culture of continuous improvement afydprocesses and activities should
be flowed through the whole organization from tlop tmanagement to the workers
working at the workshops. The training needs of itstaff influencing on the quality of
product/ service should be identified and the piagrior training these staff should be
made in shape of internal or external. The staffugh take part in the organizational
decision makings, the processes improvement, desrgducing wastages, and
responsiveness to both internal and external cus®and so on and make use of quality
data and information that have been comprehensmefityzed to solve organizational
problems. Also, the suppliers should be improvedhiwi quality scope. The
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organizational processes should be monitored ev@e than the product itself by quality
tools such as statistical process control and offtatistical techniques so that the
organization does not have to produce defectivdymisservice. Besides, an environment
should be provided in the organization where botst@amers and suppliers can take part
in the process of product/service design and abtiesign products with productivity and
high required quality under the total quality magsmgnt system.
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