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Satisfaction is one of the critical determinants of quality in health services. It is possible to mention many
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coastal resources, and tourism service characteristics, this chapter concludes that such a threat is not
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printed on 2/9/2023 12:35 AMvia . Al use subject to https://ww.ebsco.conlterns-of-use



EBSCChost -

purchase behavior. To be specific, this study examines the relationship between peers’ purchase histories
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Xiii

Preface

Quality management is crucial for firms to achieve competitive advantage in a globalized business world.
By having a greater choice, thanks to ICTs (Information and Communication Technologies), consumers
have become more demanding in aspects related to the quality of the products and services they buy,
making the business competition even stronger as organizations increase their internationalization pro-
cess. This greater demand from consumers has accelerated with ICTs because prospective clients have
more information at their disposal to make decisions.

But as companies develop, they run the risk of generating X-inefficiencies that create bottlenecks in
the organization and reduce the speed of decision-making. Given the high competitiveness that exists in
the business world, it is essential to solving problems quickly, as well as to prevent them from remain-
ing in the company for a long time to avoid them from becoming structural. Therefore, to eliminate this
problem, it is essential to digitize organizations, public and private, so that information flows quickly
to force bottlenecks to disappear because they impede a rapid resolution of issues and problems in the
organization.

It is essential in competitive environments to achieve processes based on quality processes certified
by international organizations. International businesses are now shifting from the North Atlantic to the
Pacific Ocean, which will cause a radical swift in the economies involved. This changing process ac-
celerated with the arrival of smart territories due to the Internet (Palma-Ruiz, Saiz-Alvarez, & Herrero-
Crespo, 2019). Defined by high speed (1Gbps), low power necessity, and low latency (1ms or less), for
mass [oT (Internet of Things), touch Internet, and robotics, the arrival of 5G, led by China and Europe,
will accelerate the communication process around the planet, which will, in turn, influence customers
and organizations. So, it is vital to achieving greater corporate transparency in procedures, as well as to
achieve high standards of quality.

In this context, quality takes on fundamental importance in organizations, especially in the most
internationalized companies and in those organizations competing in purple and red oceans, seas, and
lakes. In the business world, blue oceans are challenging to be discovered, and, if they are found, they
last for a short time. This is why there are so few brand-new unicorns in today’s business world. These
firms are defined by having a particular and specialized market niche for mass consumption and are
determined, in turn, by quality management.

Quality management directly links to the competitive advantages achieved by firms, as it as a tool to
attract stakeholders. Internal and external stakeholders strive for their EBITDA (Earnings before Interest,
Taxes, Depreciation, and Amortization) to survive and grow in hostile business environments to increase
their corporate reputation for sustainable business growth. Only companies that achieve high levels of
quality in their products and services offered to the market will have the possibility of becoming leaders
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within their industries. Leadership positions that will give the company the necessary financial stability
in the long term to increase goodwill. That is why achieving sustainable quality management is one of
the different ways to gain competitive advantages other than setting low prices, the existence of captive
markets, and location advantages.

The health and economic crisis generated by COVID19 is changing the global geopolitical and eco-
nomic landscape where competitive advantages linked to technology and quality are playing an increas-
ingly significant role. Especially private organizations are living in a world of economic globalization
where large corporations have global strategies and are forced to continually tropicalize their products
and services, as the customs and consumption habits of each stakeholder are different in each country.
But this process of tropicalization is not so intense in aspects related to quality, as stakeholders assume
that quality is maximized regardless of the market where that product, project, or service is sold.

Tropicalization allows companies to maximize their EBITDA by selling their products and services
based on the end customer wants. These modifications to products and services must be tiny if firms
wish not to incur high costs that lead to financial losses. Therefore, products and services endowed with
good quality management avoid wasting resources and guarantee the provision of goods and services to
the market in a sustainable way over time.

As a result, the world’s captive markets are increasingly smaller, isolated, and more dispersed, as
they are small market niches characterized by the use of barter, the minimal purchasing power of their
consumers, and by being far away from the main international markets. Given these traits, these captive
markets are mainly located in particular regions and nations situated in the African continent.

Achieving proper quality management also affects environmental sustainability positively. As a re-
sult, the combination of firms melting private-public collaboration and society accomplishes a circular
economy (Saiz-Alvarez, 2020). When a country reaches the circular economy, the level of citizens’
well-being increases. As they consume, they pressure companies to meet the sustainability and quality
requirements necessary to maintain competitive advantages. The importance of attaining this circular
economy is even more crucial in those countries characterized by high polluting emissions, which af-
fects the entire planet.

Asaresult, the competitive advantages of companies strengthen organizations and accelerate economic
growth. An ongoing process is defined by continuous and constant innovation if the organization wishes
to achieve, or maintain, leadership positions over time. Although large companies are very different in
their organization, and it also happens with decision-making and development strategies in startups,
micro-companies, and SMEs, the leading companies head the way for the rest of the organizations due
to imitation effect. The imitation effect encourages small organizations to grow and compete in hostile
environments, even knowing that their competitive advantages are lower in relative terms than those
obtained by leading companies. This business behavior commonly happens in family firms (Saiz-Alvarez
& Palma-Ruiz, 2019), in both developing and developed countries.

Consequently, the target audience of this book is made up of researchers, lecturers, professors, prac-
titioners, and anyone interested in these topics. Researchers will find cutting-edge research on the issues
analyzed in the chapters that make up the handbook. Lecturers and professors will also find useful this
handbook, who can use this book as a reference and reference book in their daily work. Practitioners
will be able to get ideas on the topics of interest. Any other reader interested in these topics has at your
disposal ideas in these chapters that can be applied to their professional and personal life.

Xiv

printed on 2/9/2023 12:35 AMvia . Al use subject to https://ww.ebsco.conlterns-of-use



EBSCChost -

Preface

ORGANIZATION OF THE BOOK

The book is divided into two sections. The first section (Chapters 1-6) focuses on different aspects related
to quality, while the second section (Chapters 7-13) is devoted to several topics linked to increasing the
competitive advantage of firms.

Regarding Section 1, Chapter 1 entitled “The Role of Quality Management in Firm Performance,” and
written by Dr. Ozgiir Atilgan, from Istanbul Kiiltiir Universitesi (Turkey), affirms that the combination
of the business environment, global competition, and consumers’ quality awareness has forced firms to
introduce quality management practices to satisfy the needs and wants of customers and thereby attaining
competitive advantage through innovation. According to this author, the empirical research conducted in
the last decade to observe the relationship between quality management practices and firm performance
revealed a significant positive relationship between quality management practices and firm performance.

This analysis related to quality continues in Chapter 2, called “Enterprise Quality Perception in
a Changing Environment,” and written by M.Sc. Montserrat Mata-Ferndndez, from Universidad de
Deusto (Spain) who gives an overview of the importance of the quality in firms due to the combination
of technology and cultural change. In this chapter, the author proposes a new framework where new
quality-related factors must be analyzed to achieve leadership and how they affect staff performance and
financial results on clients and users.

These quality-related issues are complemented in Chapter 3, titled “Quality Management Principles
for Entrepreneurial Sustainability,” and written by Prof. Neeta Baporikar, from Namibia University of
Science and Technology (Namibia) and University of Pune (India), who assures that, although qual-
ity definitions have been altered with the transition of time, needs, and demands, its relationship with
customer satisfaction is weak. For total quality management (TQM) to be successful, it is needed a
transformational preference to produce a substantial advancement culture on quality service for achiev-
ing a consistent and sustainable competitive advantage. Adopting an exploratory approach, the author
critically examines the underlying principles of quality management for entrepreneurial sustainability.

Quality management can also be analyzed through the application of continuous quality improve-
ment (CQI). In this respect, in Chapter 4, titled “A New Continuous Quality Improvement Vision for a
Changing Technological Market,” and written by Dr. Beatriz Olalla-Caballero, Universidad Pontificia de
Salamanca (Spain), and M.Sc. Montserrat Mata-Ferndndez, Universidad de Deusto (Spain), the authors
propose how the application of a continuous quality improvement (CQI) model is an essential tool for
those IT (Information Technology) firms that want to succeed in competitive and disruptive markets. A
suitable CQI model or framework can help a firm to follow-up the quality level of products, projects,
or services, to carry out actions focused on developing agile, immediate, and disruptive responses to
satisfy stakeholders.

Quality is also essential in the primary sector, as shown in Chapter 5, named “Extended Quality
Processes in Internationalized Agro-Industrial, Rural Collaborative Economy: Capital Accumulation
and the Association of Small Farmers,” and written by Dr. Uriel Hitamar Castillo-Nazareno, Prof. Jes-
sica Silvana Matute-Petroche, and Dr. Maria Teresa Alcivar-Avilés, all from Universidad Catélica de
Santiago de Guayaquil (Ecuador). These authors affirm that strengthening the primary sector is one of
the main challenges of Ecuador to overcome poverty. In this regard, these authors propose a collaborative
model endowed with comprehensive quality processes for competing in the global market. To support
their proposal, they apply this model in two cooperatives of the Ecuadorian province of Chimborazo.

XV
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Based on these elements, this chapter proposes a theoretical and technical cooperative model to achieve
efficiency in the internationalization process of the rural sector in Ecuador.

Also, quality has a crucial role in the health services, as shown in Chapter 6, entitled “Health Services
Delivery and Satisfaction,” and written by Mr. Fatih Altan, from University of Erciyes (Turkey), Dr.
Aykut Ekiyor, from University of Ankara Haci Bayram Veli (Turkey), and Prof. Demet Unalan, from
University of Erciyes (Turkey). Health services are those remedies applied to ensure health recovery or
to be adapted to the environment. The authors conclude that satisfaction is one of the critical determi-
nants of quality in health services, and it is achieved with a good health personnel-patient interaction,
trust in a health institution, low fees for the service received, physical facilities of the health institution,
and nutrition services.

When firms assure sustainable quality for the products and services offered in the market and entre-
preneurship, companies achieve competitive advantages. In this respect, Section 2, based on competitive
advantage, deals with different aspects of this topic. In Chapter 7, titled “From Entrepreneurial Intentions
to Entrepreneurial Behavior: The Role of Institutional Factors,” and written by Dr. Sebastian Aparicio,
from Durham University (UK), and Dr. Andreu Turro, Dr. Maria Noguera, and Prof. David Urbano, all
from Universitat Autonoma de Barcelona, Catalonia (Spain), these authors affirm that although there
is abundant literature on entrepreneurial intentions and entrepreneurial behavior, there is still a gap on
those factors enabling the pass from purpose to action. Motivated by this breach, this chapter assesses
the extent to which the determinants of entrepreneurial intention also affect subsequent entrepreneurial
behavior, using an institutional approach as a theoretical framework and simultaneous equations as a
statistical tool. The authors find that opportunity identification, business skills, and entrepreneurs’ status
foster entrepreneurship.

The next chapter analyzes how competitive advantages can also be achieved easily in a blue ocean, as
it is seaside tourism in China. This relationship is examined in Chapter 8, entitled “The Blue Economy
and Its Long-Term Competitive Advantage: An Examination of China’s Coastal Tourism,” and written
by Haoming Zhang, Dr. Rob Kim Marjerison, and Dr. Yuxi Zhao, all from Wenzhou-Kean University
(China). This chapter seeks to determine whether China’s coastal tourism industry can remain competitive
in the long run under the blue economy ideology. Current literature claims that when the ocean becomes
over-commercialized by the tourism industry, it can potentially lose its advantages to attract tourists.
The authors survey both coastal tourists and residents regarding their stakeholders, coastal resources,
and tourism service characteristics to conclude that such a threat is not delaying progress, only if quality
management is achieved, because seaside tourists and residents have not only overlapping requests but
also have interchangeable identities.

Quality management related to competitive advantages is also analyzed in Chapter 9, named “Re-
lationship Between Innovation, Human Capital, Institutions, Entrepreneurship, and Economic Growth:
A Comparative Analysis Using FsQCA,” and written by Prof. Miguel-Angel Galindo Martin, and Dr.
Maria-Soledad Castafio, both from Universidad de Castilla-LL.a Mancha (Spain), and Dr. Maria Teresa
Méndez Picazo, from Universidad Complutense de Madrid (Spain). These authors affirm thatinnovations,
institutions, and human capital are the main variables to foster entrepreneurs the creation of innovative
products to make them more competitive in the market. As entrepreneurs develop the legal framework
and the social impulse for startups, innovations are generated and assimilated, playing quality manage-
ment a vital role in this development process.

The next two chapters deal with how brands and online shopping determine competitive advantages.
In Chapter 10, titled “The Evaluation of the Service and Its Impact on Brand Value: The Case of Lan-
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guage Schools in Guayaquil,” and written by Dr. Danny C. Barbery-Montoya, Universidad Espiritu Santo
(Ecuador), Mr. Carlos Bautista-Nuques, Ogilvy-Ecuador, and Mrs. Jeaneth P. Wiesner-Mora, Conecel—
Claro, (Ecuador), the authors affirm that service companies have the difficult challenge of measuring
their brand value, as it is based on consumer perception and subjectivity. Applying the SERVQUAL and
CSI questionnaires in some English language teaching institutes in the city of Guayaquil in Ecuador,
this chapter aims to know the elements that provide value to the service company’s brand to propose a
model for this industry.

Concerning online shopping, Chapter 11, named “Exploring the Impact of Peer Influence on Online
Shopping: The Case of Chinese Millennials,” and written by Prof. Rob Kim Marjerison and Ms. Yiqi
Athena HU, both from Wenzhou-Kean University (China), affirms that the commercialization of social
media is no longer optional for businesses, especially online firms, as a significant online presence is
crucial for creating awareness of new products or services. The objective of this chapter is to investigate
peers’ influence on Chinese Millennial consumers’ purchase behavior, in aspects such as perceived
usefulness, perceived risk, and purchase intention. The authors conclude that perceived usefulness posi-
tively affects purchase intention, while perceived risk has a negative influence. This chapter provides
suggestions for online retailers to attach importance to Peer Influence when advertising their products.

The competitive advantage of a firm can also be analyzed by using managing tools, such as PESTEL,
Porter’s five forces, CAM (Competitiveness Analysis Matrix), EFE and EFI Analysis Matrix, SWOT,
strategic maps, and BSC (Balanced ScoreCard), as shown in Chapter 12, entitled “Development of an
Organizational Management Improvement Plan in SMEs: The Case of CVR Ingenieria del Conocimiento
SAS,” and written by Dr. Omar Orlando Ovalle-Mora, from E3LABSAS (Colombia), and Dr. Maria del
Pilar Ramirez-Salazar, Dr. Carlos Salcedo-Perez, Mrs. Anlly Luz Hinestroza Mosquera, all from Uni-
versidad EAN (Colombia). With the help of these tools, these authors analyze the internal and external
factors to evaluate opportunities, threats, strengths, and weaknesses in a firm to establish a correlation
between causes and effects and determine the current situation of the company to find areas of improve-
ment. As a result, competitive advantage and quality are achieved.

Finally, Chapter 13, titled “Shopping for an English Language Tutor: Factors Affecting Chinese Col-
lege Student’s Selection of English Tutoring Institutions,” and written by Mr. Hao Zheng, Dr. Rob Kim
Marjerison, and Dr.(c) Oliver R. Keels, all from Wenzhou-Kean University, China, affirm that English
is often considered the international language of commerce and, more recently, e-commerce. English is
also the predominant language of the Internet, science, and many, the language of higher education. As
a result, English tutoring institutions are thriving in the Chinese Mainland recently in a substantial and
competitive market. The goal of this chapter is to reveal what are the factors that affect Chinese college
students’ selection of English tutoring institutions in China to make tutoring institution managers focus
on the most important criteria for their prospective customers. Through data analysis, the authors show
that price, brand image, service variety, and customer relationships are positively associated with Chinese
college students’ purchase intention of English tutoring institutions.

In sum, this Quality Management for Competitive Advantage in Global Markets is a valuable asset
for researchers, academicians, practitioners, and any reader interested in optimizing their quality man-
agement to strengthen competitive advantages in firms to maximize EBITDA. We invite the prospective
readers of this Handbook of Research to wisely internalize and assimilate all the information written
by experts and specialists in their areas of research and knowledge. We hope that these pages will be an
outstanding benefit for researchers, academicians, practitioners, and anyone interested in these topics.
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The Role of Quality
Management in Firm
Performance

Ozgiir Atilgan
Istanbul Kiiltiir Universitesi, Turkey

ABSTRACT

In today’s business environment, global competition, which has gained momentum with the increase of
consumers’ quality awareness and consequently, their expectations, has led to the rise of quality man-
agement practices by companies. Hence, companies, with the aim of satisfying the needs and wants of
customers and thereby attaining competitive advantage, see the inclusion of quality management in the
managerial process as a necessity, and they develop optimal performance criteria for such manage-
ment. In this context, researchers have investigated the effects of quality management applications on
innovation performance, production performance, marketing performance, and financial performance
of the organization. The empirical research conducted in the last 10 years investigating the relationship
between quality management practices and firm performance revealed a significant positive relationship
between quality management practices and firm performance.

INTRODUCTION

In today’s business environment, global competition has gained momentum with the increase of con-
sumers’ quality awareness and, consequently, their expectations, has led to the rise of quality manage-
ment practices by companies (Agwu, & Afieroho, 2016). In general, quality is defined as the wants of
the customers. Based on this definition, arguably, quality is directly associated with the satisfaction of
customer demands, necessities, and expectations (Wu, Ai & Cheng, 2019). As such, it is the customers
who determine whether the products or services are of high quality. Hence companies, to satisfy the
needs and wants of customers and thereby attaining competitive advantage, see the inclusion of quality
management in the managerial process as a necessity, and they develop optimal performance criteria
for such management (Thakur, & Workman, 2016).
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In this context, the most prevalent quality management practices across the world are Total Qual-
ity Management, Six Sigma, and Lean Management (Zheng, Phan, & Matsui, 2015). Moreover, the
implementation of these systems varies according to the geographical location of the companies. Yet,
regardless of which of these quality management practices are preferred by a company, the main reasons
for implementing them are improving competitive advantage, generating customer satisfaction, increas-
ing firm profit, and/or maintaining firm sustainability, all of which can enhance the firm performance.
Firm performance is defined in terms of the financial and non-financial results obtained after operations
(Silvi, Bartolini, Raffoni, & Visani, 2015).

In a broad sense, firm performance evaluates to what extent a company is successful in various busi-
ness operations, such as the supply chain, production distribution and/or after sales (Ralston, Blackhurst,
Cantor, & Crum, 2015). Firms operating under extremely competitive conditions periodically evaluate
their performance to determine how far they have achieved their goals and objectives (Ji-fan Ren, Fosso
Ramba, Akter, Dubey & Childe, 2017). Therefore, it is of great importance to identify the link between
quality management practices and firm performance. In this context, recent literature suggests that qual-
ity management practices can positively affect firm performance (Kumar, Maiti, & Gunasekaran, 2018).

The purpose of this chapter is to prove quality management practices to determine how they can
help companies to gain competitive advantage and thereby lead to better firm performance. The chapter
is composed as follows. First, the methodology of the literature review is explained, and the types and
characteristics of total quality management practices are identified. Second, the measures used to evalu-
ate firm performance are described. Finally, the role of quality management practices in increasing firm
performance is explained.

METHODOLOGY OF THE LITERATURE REVIEW

An integrative type of literature review for eliciting comprehensive knowledge of the role of quality
management in firm performance was deployed. Specifically, 78 documents from electronic databases,
including JSTOR, EBSCOhost, ScienceDirect, Scopus, ProQuest, Springer, and SAGE, that reported
quantitative and qualitative study findings on quality management associated with firm performance
between 2001 and 2020 were scrutinized. For identifying the relevant studies, the following key terms
were utilized: quality, quality management, total quality management practices, Six Sigma, Lean Man-
agement, financial performance, and non-financial performance.

Quality

The word “quality” originates from the Latin word “qualis,” which means “how something is formed”
(Gokdemir, & Ali, 2017). Today, its meaning is associated with superiority and goodness, but there
are many perspectives on quality, and a wide variety of definitions have been put forward by various
schools (Beckford, 2016). For example, Joseph Juran defined it as fitness for use. Philip B. Crosby, who
introduced the concept of “zero error,” defined quality as the usage of goods and services according to
the customers’ needs and convenience (Aft, 2018). The American Quality Association defined it as the
characteristics of a product or service that demonstrates the ability to meet a specific need. Alternatively,
according to the Japanese Industrial Standards Committee, quality is a production system that economi-
cally produces products or services and responds to the demands of the consumer. This definition is
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influenced by the “Lean management approach,” which originated in Japan as a Toyota production
philosophy (Kiran, 2016).

Quality Management

Quality management is a holistic approach to achieving and maintaining high-quality outputs, and it
gained substantial importance in recent years owing to the globally rising fierce competition (Mont-
gomery, & Borror, 2017). Notably, as national borders have become blurred, new international markets
have opened up for global companies, and as a consequence, competition has grown proportionally.
International markets for many products and services have now matured, with those offered by different
countries or even by different companies have become, basically, identical. Accordingly, the basis of
competition has come to rely on the quality of the products and services offered (Garza-Reyes, Rocha-
Lona, & Kumar, 2015).

The Aim of Quality Management

The primary purposes of quality management are to increase organizational consistency, improve customer
satisfaction, and reduce business process costs. As markets, products, and technologies have become
mature, the basis of competitive advantage has increasingly become concentrated on quality. Hence, qual-
ity management is considered a fundamental approach for gaining or sustaining competitive advantage,
thereby increasing firm performance (Goetsch & Davis, 2014). Nowadays, for many organizations, the
only certainty about competition is that it will become even stricter and one feasible way to survive this
fierce competition is by implementing quality management. The importance of quality management was
also emphasized by the founding father of total quality management practices, Edward Demings. He
articulated how there will be two types of companies in the future, those that practice quality manage-
ment and those that must leave the business world (Anderson, Rungstusanatham, & Schroeder, 1994).

The Brief History and Evolution of Quality Management

With the introduction of mass production in the 20th century, the demand for product quality control
significantly increased. In the 1940s and 1950s, organizations’ pursuit of competitive advantage by im-
proving product quality and lowering costs led to the increasing importance of quality control techniques
in business management. After the Second World War, Japan made significant progress in this regard,
which left Western countries far behind. In addition to Japan, some other Far Eastern countries, such as
South Korea, Taiwan, and Singapore, made significant advances in quality management. As a result of
these efforts, new management techniques, such as Total Quality Management, quality circles, equity
circles, supplier partnerships, cellular production, just in time production, and hoshin kanri planning
emerged (Fisher, & Nair, 2009). In the 1960s and 1970s, the achievements of Japanese manufacturers
changed the emphasis from quality control to quality assurance. With the participation of more business
functions in quality management, a more comprehensive implementation of timelines became a necessity.
In the 1980s, it was not enough to consider the cost element, and the concept of quality began to come
to the fore concerning competition (Dooley, 2000). In the 1990s and 2000s, international competition
led to a “total approach” to quality management, which meant every employee in the organization was
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to participate in product development and the prevention of mistakes, with an added focus on teamwork
and the customer (Schroeder, Linderman, & Zhang, 2005).

Quality Management Practices

As aforementioned, the three leading quality management practices that are implemented globally are
Total Quality Management, Six Sigma, and Lean Management (Raja Sreedharan, Raju, & Srinivas,
2017). Below, each of these quality management practices is explained in detail.

Total Quality Management

In the early 1930s, the first regular studies on total quality management were carried out by Shewhart,
his work being Statistical Quality Control. In a similar vein, Edwards Deming contributed to quality
control studies through statistical research. Still, his work did not receive much attention from American
companies or the US government. The main reason for this situation is that it was a period in which all
products produced could be sold in the USA, even those of dubious quality. The size of the market and
the lack of consumer awareness led to the neglect of the quality concept. In 1949, Deming was invited
to Japan, a devastated country after World War II, where he delivered lectures on quality management
(Ross, 2017). He combined the statistical dimension of this new system and the Far East teachings to
form a new management philosophy called Total Quality Management (TQM). This theory emerged
during the postwar reconstruction of Japan came to affect the whole world. It refers to a management
philosophy that disseminates the understanding of quality throughout the entire organization. Japan’s
approach became a model taken up by the other countries by the 1980s, i.e., they began to implement
TQM management practices.

The philosophy of TQM is based on the leadership of the top management, customer orientation,
teamwork, training of the employees, zero error, and continuous improvement. In particular, the suc-
cess of TQM activities requires the support of the top management team. Under TQM, managers are
the trainers, and the players are all employees of the organization. Top-level managers should provide a
vision for their companies and a unity of purpose (Dahlgaard-Park, Reyes, & Chen, 2018).

Moreover, the success of the business greatly depends on understanding customer needs. The orga-
nizational philosophy underpinning TQM can be explained with the following motto: “The customer
pays our money, not the boss.” With TQM, customers are divided into two groups: internal and external.
Regarding the former, each person working in the organization produces a good or service for another
employee. Accordingly, each employee (worker-officer) should be aware of the idea that another em-
ployee uses each good or service produced by him/herself. As a result of this type of mindset, the quality
of a product or a service that reaches the external customers (or end-users) is more likely to be higher
(Psomas, Vouzas, Bouranta, & Tasiou, 2017) than when such practice is absent.

According to TQM, the most effective way of solving problems and improving processes is by involv-
ing employee participation and teamwork. Full participation requires the questioning of why employees
do their job, how they do it, and how they can do it better, with the use of scientific reasoning on these
matters. Under the TQM lens, it is asserted that those who know the business function best perform it
(Lam, O’Donnell, & Robertson, 2015).

Another principle of TQM is continuous employee training. Employees of all levels should be
provided with this on subjects involving TQM activities, and managers should train them personally.
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Training, like other processes, is an issue that needs to be monitored, measured, and developed in an
ongoing manner. In this context, quality training can be classified in terms of three groups. The first is
business knowledge and skills training, including basic quality techniques, problem-solving, commu-
nication techniques, statistical methods, and process control techniques. The second group is training
in support of attitude change, such as customer service, participatory management, teamwork, process
management, and change management. The third group relates to behavior change, covering leadership,
self-management, time management, and reporting management (Petrick, 2017).

One essence of TQM is emphasizing zero error or error prevention. It is argued that, with meticulous
planning of work, it is possible to prevent the vast majority of errors that may occur in the later stages
of the operations. While it is impossible to predict all sources of error, it is possible to be prepared for
unpleasant surprises in advance, which is vastly preferable to being entirely unprepared for situations.
Hence, under TQM, the concept of an “acceptable error level” is rejected and replaced with the mentality
of zero error. The main logic in error prevention is to generate solutions before problems arise, thereby
striving to create superiority and perfection (Nanda, 2016).

Continuous improvement or Kaizen means searching for never-ending improvements and develop-
ing processes to find better methods of converting inputs into outputs. By improving interconnected
processes, a company can be more successful in satisfying the needs and expectations of its customers.
Continuous improvements in processes, products, or services will reduce scrappage, reprocessing costs,
and waste, leading to higher efficiency, delivery time, and delivery performance, which will eventually
improve customer satisfaction (Carnerud, Jaca, & Backstrom, 2018).

Six Sigma

Total Quality Management is applied in various forms in a range of business processes as a management
philosophy and understanding, rather than merely a management technique. One of the main points of
this understanding is the “zero error” principle. To achieve this as a criterion of excellence, in other
companies, rather than TQM, the “Six Sigma” management technique is pursued. Six Sigma can be de-
fined as the effective use of all employee information and quantitative methods to evaluate and improve
its core processes to meet customer needs (Surange, 2015).

The Motorola Company firstintroduced six Sigma quality management systems in 1981. The company
primarily used it to increase customer satisfaction by minimizing the number of errors. The company
aimed to increase its productivity to higher sigma levels according to a set of indices and achieve radical
organizational change. Later, Six Sigma quality management systems were used by General Electric
between 1996 and1999, with the company attaining a $2.2 million profit due to such applications (Ak-
polat, 2017).

Six Sigmais an enterprise and management strategy aimed atincreasing the profitability of enterprises.
According to this strategy, the purpose is to decrease error and waste rates in the context of meeting
consumer needs and expectations through a holistic process management approach. Six Sigma should
involve measuring and analyzing all processes of the business, not just a few functions. That is, all opera-
tions within the organization are re-evaluated to generate more profit based on customer satisfaction. The
data obtained as a result of these analyses are expressed statistically. The Six Sigma approach aims to
achieve near-perfect results statistically, i.e., with a probability of 3.4 errors per million (Muralidharan,
2015). As a result of the Six Sigma, and based on customer satisfaction and the quantitative methods
applied together with the process management regularly throughout the organization, error rates can be
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decreased. Also, stock levels can be lowered, efficiency can be increased, costs can be reduced, customer
satisfaction can be enhanced, and profitability can be improved along with a rising market share (Munro,
Ramu, & Zrymiak, 2015).

While Six Sigma and TQM are applications for the same purposes, meeting customer needs is
somewhat different under the two philosophies. For example, when companies apply TQM to satisfy
customer needs, very few enterprises make intensive efforts to understand them. In contrast, Six Sigma
has all the necessary tools to meet these needs, and prioritizing reality becomes a reality, rather than a
paper exercise, as is often the case with TQM (Tennant, 2017).

Hence, Six Sigma is a more detailed approach than TQM and deals with continuous improvement
practices. The numerical data from the former allows for measurement regarding business operations,
which is utilized to enhance performance. Thus, a scientific perspective is adopted, rather than the in-
terpretive one of TQM (Furterer, 2016).

Lean Management

After World War II, Taiichi Ohno, who investigated the Ford manufacturing system, applied what he
learned to the manufacturing processes at Toyota using a different management approach. As a result of
this, the foundations of the Lean Management “’philosophy were laid down. Unlike the mass production
model of the Ford production system, Ohno came up with lean thinking and managed to achieve the
same production capacity as at Ford with just 1,500 workers (at Ford, the same level required 6,000),
thus attaining more production and sales per employee. Moreover, the factory was physically reduced,
the production line was shortened, and diminished all the resources allocated in the company, including
financial ones. By carrying out this work, he brought quality up to the highest level, thereby providing
optimum customer satisfaction and business excellence (Bhasin, 2015).

Toyota Motor Company President, Fujio Cho, described the success of the Lean Management phi-
losophy as follows: “What makes Toyota stand out is not a particular element. What is essential is to
keep all elements together in a single system and implement them consistently every day.” The concept
of simplicity under the Lean Management philosophy means minimizing the elements of stock, error,
waste, cost, production area, and customer dissatisfaction, i.e., it is focused on getting rid of all the un-
necessary elements in the organization. The lean Management philosophy is based on meeting customer
expectations on time, using precisely the right amounts of raw materials, tools, equipment, and labor
(Agarwal, & Sharma, 2016).

Womack and Jones (2003) classified the basic principles of lean production under five headings in
their book “Lean Thought”:

1)  Value should be determined according to the customer’s point of view;
2)  The value flow must be determined, and the waste must be eliminated;
3)  Continous value flow must be maintained;

4)  The pull strategy should be created according to the customer’s demand;
5) Continuous improvement must be kept to achieve excellence.

Alternatively, Japanese managers adopted the 5S rule, including the following stages: Seiri: Categoriza-

tion, Seiton: Ordering, Seiketsu: Standardization, Seiso: Cleaning, and Shitsuke: Discipline. According to
them, Lean Management starts with Seiri: Categorization, which refers to determining what is necessary
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and what is unnecessary and deciding the steps of organizing accordingly. In the classification stage, a
quarantine area should be identified, with everything not being used in production or not anticipated as
being needed, later on, being labeled in red and moved to this area. This classification aims to keep the
materials in the right place.

After eliminating unnecessary things identified in the first stage of categorization, the second stage
is ordering. The basic approach here is to create a place for everything, i.e., all elements of production
to have a specific location. The stage has a 30-second rule, such that any employee should be able to
find, retrieve, and replace something within this timeframe. Some of the issues to be considered during
ordering are: making sure that everyone gets everything from the same place and returns it there, ev-
erything in the warehouse has an allocated shelf, everyone should know everything by the same name,
and tools will be appropriately kept.

Standardization pertains to developing systems and procedures to ensure continuity of the first two
stages. The usage of markers, marking of borders with tape and paint, coding, layout plans, information
showing the minimum and maximum quantity levels assigned to the products, and documented and
displayed cleaning plans are part of the standardization stage. As a result of standardization, it becomes
easy to determine whether there is an excess or missing material or equipment (He, & Ngee Goh, 2015).

Cleaning is the fourth stage when a cleaning map is prepared to identify contaminated sources, and
cleaning zone workers are appointed. Dust, rubbish, and foreign substances should be removed from the
working environment by the chosen people. The purpose is to create a clean space and, thus, minimize
inefficiency. All employees should be responsible for daily, weekly, or monthly for cleaning their work-
space. All workplaces, worktops, machines, cabinet interiors, exteriors, and undersides should always
be kept clean and bright (Swarnakar, & Vinodh, 2016).

Discipline is the last step of 5S and implemented to ensure the uninterrupted continuity of the system.
Continuity should be conducted and controlled in parallel with the disciplinary rules. The improvements
achieved due to implementing 5S, such as the lower costs and convenience, should be demonstrated to
everyone by supporting them through slogans and ongoing communications (Sunder, 2016).

Recent literature suggests that all of the aforementioned quality management practices are related to
firm performance. Before elaborating upon this relationship, the meaning of firm performance and its
different types are explained below.

Firm Performance

Performance is usually defined as the relationship between the means of production and the resulting
production amount. Performance can also be defined as the level of fulfillment of the task, and achieving
the goals or objectives set from the beginning, meeting the previously specified standards or criteria. But
no matter how it is defined, it can be argued that performance is an evaluation criterion for determining
quantitative or qualitative output achieved. The evaluation of the result can be explained as absolute or
relative. For example, the amount of product obtained from a person, unit, or department in a company,
or the ratio of production to planned production, can be evaluated as performance (Kaplan, & Atkinson,
1998).

Performance is defined as the degree of fulfillment of the firm’s purpose or objectives at the end
of a specified period. Firm performance is measured to determine the level to which an organization
achieves its goals. In the literature, researchers and academicians have described company performance
according to different dimensions, such as innovation performance, production performance, marketing
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performance, or financial performance. Below, each firm performance type will be explained in detail
(Vij, & Bedi, 2016).

e  [Innovation Performance

The word innovation is derived from the Latin word “innovare,” which means to do something new
and different in terms of product or service. Based on this definition, innovation performance in firms
refers to evaluate the process of inventions, ideas, conversion of these ideas into products or services, and
their presentation to the market. Innovation performance covers the company performance from R&D to
product promotion; in other words, from the beginning to the end of the innovation process. For example,
in the plaster industry, Saint Gobain’s new generation gypsum board called Habito, which can carry
a 15kg point load with a standard chipboard screw without a dowel is a product that has increased the
competitiveness and market share of the company and thus, its performance (Saunila, 2017). The success
of innovation performance is dependent on the new product development rate, the revenues generated by
the latest products, the contributions of new products to the profit margin. Innovation performance can
be considered one of the most critical performance measures for businesses in today’s global world due
to its positive effect on competitive advantage (Ritala, Olander, Michailova, & Husted, 2015).

e  Production Performance

The role of production in supporting business strategy and creating a competitive advantage has been
an essential issue in production management literature. In case of an inconsistency between production
and business strategies, overall firm performance can be lowered due to diminished competitive advan-
tage. Therefore it is of utmost importance in business to create efficient working systems that are less
capital and time-consuming (Salguero, Munoz-Cauqui, Batista, Calvino, Aguayo, & Marcos, 2015). At
this point, efficiency is the core element in production performance. The production performance of an
organization can only be evaluated by the measurement of operational efficiency that includes time spent
in production, production costs, and flexibility, all of which are depicting the degree of fulfilling the
predetermined objectives in the production process (Fullerton, & McWatters, 2001). Yet, it should not
be forgotten that the purpose of measuring a production performance is to provide value for customers
from operational outputs by optimizing the use of material and human resources. Because value creation
positively connects with quality, a high production performance also means a higher level of the qual-
ity manufacturing process and reducing defections in the whole production process (Topalovic, 2015).

e Marketing Performance

Marketing performance is defined as the degree to which a product or service maintains, increases, or
improves its market share for a specified time. Marketing metrics are the internal and external measure-
ments obtained from financial or market-related data. Marketing performance criteria can be divided
into financial and non-financial, with the former generally being the first to measure such performance.
Market share is one of the most used metrics by both academicians and practitioners in this regard since
it is considered as the source of cash flow and profitability (Farris, Bendle, Pfeifer, & Reibstein, 2010).

While traditional performance metrics are based on the financial accounting system, since the 1980s,
there has been an increasing interest in non-financial measurement tools for evaluating marketing per-

8

printed on 2/9/2023 12:35 AMvia . Al use subject to https://ww.ebsco.conlterns-of-use



EBSCChost -

The Role of Quality Management in Firm Performance

formance. Among these tools are customer satisfaction, channel satisfaction, customer loyalty, economic
added value (EVA), brand value, lifelong customer value (LCV), customer value, relationship value, or
new product development success. With the change in market structures, businesses have been striving
to provide a competitive advantage by using these non-financial performance criteria. It is argued that
quality, customer satisfaction, innovation, and other non-financial metrics generally reflect the firm’s
economic status and growth prospects better than reported revenues (Wongrassamee, Simmons, &
Gardiner, 2003).

Especially in the 2000s, the measurement of customer relations gained more importance than product
success, with the concept of “make customers not sales” being introduced. According to Achrol and
Kotler (1999), one of the most significant changes experienced by marketing is that the marketer has
increasingly become the consultant of the customer, instead of being the sales representative. This fact
can be considered as the main reason why customer-related factors have become more critical in the
evaluation of marketing performance.

Yet despite these developments, there has been no significant change in the details of corporate report-
ing. Despite substantial literature on brand success measurement, the results are not usually included in
the reporting of companies (Arifeen, Hussain, Kazmi, Mubin, Mughal, & Qadri, 2014).

o  Financial Performance

Financial performance evaluates how much of the organization’s predetermined economic targets
are achieved and in terms of profit/loss. In short, financial performance shows the extent to which an
organization achieves the economic objectives it sets to accomplish (Upton, 1994). Understanding and
interpreting the financial position of the enterprise is not only crucial for the users of the financial state-
ments within the organization, but also various stakeholder groups. In particular, the financial position
of the business is of paramount importance for stakeholders who aim to invest externally in the industry.
However, the massive amounts of data generated by the company’s activities and included in the business’
financial statements are highly problematic for both managers and investors, being thus tricky for them
to assess. Making this information easier to understand and more usable is achieved through financial
analysis (Merton, & Bodie, 1995).

The purpose of financial analysis is to examine and evaluate the financial statements of the company.
There are three main parts to financial statements: the balance sheet, the income statement, and the net
cash flow statement. The primary function of the financial statements is to provide the shareholders and
the stakeholders, including creditors, reliable information about the company’s current status, and past
financial performance. Moreover, it allows for a template to be created for shareholders for financial
planning and to specify performance targets to the managers (Brigham, & Houston, 2012).

To measure the financial performance of a company, much financial analysis, such as ratio analysis,
comparative tables analysis, percentage analysis (vertical analysis), trend percentage analysis (trend
analysis), fund flow, and/or net cash flow analysis, can be utilized. However, financial ratios are the most
commonly used indicators for measuring the financial performance of an enterprise. The reason for this
is that relations between items in the balance sheet and income statement mean more than the figures
seen in the financial statements of the business. The ratio is a simple mathematical expression of the
relationship between any two items in the financial statements. Yet, they can give important information
about the business management and the financial situation of the company, when they are compared to
the previous ratios of the enterprise or the ratios of others in the same sector (Mun, Yuh, & Hanna, 2002).
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In ratio analysis, the most common evaluation is comparing the ratios of the companies operating in
the same sector with the sector average and their financial performance, accordingly. However, sometimes
there are structural differences even between businesses in the same sector. In this case, even if these
companies are operating in the same sector, it is not correct to make comparisons between enterprises,
as they will exhibit different characteristics. Hence, in the interpretation of the analysis, ratios that give
meaningful results appropriate to the purpose at hand should be used. The most commonly used ratio
analyses are liquidity ratios, financial structure (leverage) ratios, activity ratios, and profitability ratios
(Ross, Westerfield, Jaffe, & Jordan, 2011).

To provide a clear understanding of the relationship between quality management practices and firm
performance, qualitative and quantitative studies carried out within the last ten years are reviewed next.

The Role of Quality Management in Firm Performance

In general, researchers have investigated the effects of quality management applications on innovation
performance, production performance, marketing performance, and financial performance of the orga-
nization. These are important for the competitiveness of the organization and its existence in business
life. Despite many articles published on TQM, the vast majority have been focused on the philosophy
and methods of quality management practices, with only a tiny amount involving testing the strength of
the relationship between quality management and organizational performance. While some researchers
have identified high costs and barriers to implementing quality management applications, most have
concluded that these applications increase firm performance. Those who have been skeptical about quality
management implications on firm performance have pointed to the burdens regarding these practices,
such as excessive training costs, disproportionately consuming management time, increased paperwork
and formalities, unrealistic loyalty demanded from employees, and extreme results orientation (Kumar
et al., 2018). Below in Table 1, the results of some studies conducted in the last ten years about the re-
lationship between total quality management practices and firm performance are summarized.

In this context, Sadikoglu & Zehir (2010) investigated the effects of innovation and employee per-
formance on the relationship between TQM practices and firm performance in 373 ISO 9001 certified
firms in different industries Marmara region in Turkey. The results of this study elicited that employee
performance and innovation performance partially mediate the relationship between TQM practices and
firm performance. Kim, Kumar, & Kumar (2012) examined the relationship between TQM practices
and innovation performance in ISO 9001 certified 20100 manufacturing and service firms in Canada.
The findings revealed that total quality management practices are positively associated with all types of
innovation performance, i.e., radical product innovation, incremental product innovation, radical process
innovation, incremental process innovation, and administrative innovation. Sadikoglu & Olcay (2014)
conducted an empirical study on the effects of TQM practices on firm performance in 242 firms located
in the Kocaeli-Gebze Organised Industrial Zone in Turkey. The results revealed that such practices
significantly positively affect operational performance, inventory management performance, employee
performance, innovation performance, marketing performance, and financial performance.

Jimenez-Jimenez, Martinez-Costa, Martinez-Lorente, and Rabeh (2015) conducted a study examining
the link between TQM and firm performance in 111 medium-sized Spanish manufacturing companies.
They elicited that such practices have a positive effect on innovation performance through increased
employee idea exploration. In another study conducted by Kafetzopoulos, Psomas, and Gotzamani (2015),
287 certified Greek manufacturing firms were examined to determine the effect of TQM practices on
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product performance, operational performance, and business performance. According to the findings
of the research, these practices significantly increase product quality and operational performance. The
results also revealed that the product quality increases with enhanced operational performance. For this
reason, it was suggested that industrial organizations should focus on achieving quality management
targets to gain a competitive advantage.

Table 1. Studies covering the relationship between total quality management practices and firm performance

Year Authors Sample Results

Employee performance and innovation
performance partially mediate the relationship
between TQM practices and firm performance

373 ISO 9001 certified

2010 Sadikoglu, & Zehir firms in Turkey

1SO 9001 certified 20100
2012 Kim, Kumar, & Kumar manufacturing and service
firms in Canada

TQM practices are positively associated with
all types of innovation performance

TQM practices have a positive effect on firm

2014 Sadikoglu, & Olcay 242 firms in Turkey
performance

Jimenez-Jimenez,
2015 Martinez-Costa, Martinez-
Lorente, & Rabeh

TQM practices have a positive effect on
innovation performance through increased
employee idea exploration.

111 medium-sized Spanish
manufacturing companies

2015 Kafetzopoulos, Psomas, & | 287 certified Greek TQM practices significantly increase product
Gotzamani manufacturing firms quality and operational performance.
2016 Aba, Badar, & Hayden 1SO 9091 certitied 397 US TQM pfactlces are positively associated with
companies production performance
. TQM practices have a positive and significant
. 254 ph. 1 . .
2016 Modgil, & Sharma 4p a'rma}ceutu?a effect on production performance in terms of
companies in India . .
product quantity and quality
Bazazo, Alansari, TQM practices have a positive impact on
2017 Alquraan, Alzgaybh, & 191 hotels in Jordan marketing orientation through increased market
Masadeh orientation
2018 Iqbal, Hug, & Bhutta 2.48 Pakistani apparel export | TQM practices posmvel.y affect marketing
firms performance and financial performance.
Jimoh, Oyewobi, Isa, & 155 med1.um & large .31z§d TQM pfactlces have a mgryﬁcar}t effect on
2019 Waziri construction companies in production performance, financial performance,
Nigeria customer focus, and quality improvement
TQM practices have a significant positive effect
2019 Anil, & Satish 2.60 Indian manufacturing on quality gr.owth,' ope'ratlon performance,
firms. customer satisfaction, innovation performance,

and financial performance

Source: The Author

Aba, Badar, and Hayden (2016) investigated whether TQM systems impacted the financial success
of American firms over one year before implementing such practices. The production performances of
397 companies that had received ISO 9001 certification were investigated. The findings of the study
showed that there was a significant ten percent improvement in production performance in the year of
TQM practices compared to the previous year in terms of production quantity and quality. That is, an
important finding obtained from this study is that TQM practices are positively statistically associated with
product performance. Modgil & Sharma (2016) investigated the impact of TQM practices on production
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performance, innovation performance, and technology management in 254 pharmaceutical companies
in India. The results indicated that these practices have a positive and significant effect on production
performance in terms of product quantity, quality, product innovation, and technology management. The
findings also revealed that TQM practices reduce the cost of quality attainment in reduced scrappage
and fewer defective products.

Bazazo, Alansari, Alquraan, Alzgaybh & Masadeh (2017) analyzed the effects of TQM practices on
marketing and e-marketing performance for 191 hotel employees from different hotels located in Jordan.
The findings showed that such practices have a positive impact on marketing orientation through in-
creased market orientation, whereas they have no significant association with e-marketing performance.
Igbal, Huq, and Bhutta (2018) investigated the relationship between TQM practices and organizational
performance in 248 Pakistani apparel export firms. The results revealed that such practices positively
affect marketing performance, as measured by sales growth, market share growth, sales performance,
and financial performance, as measured by return on assets (ROA), return on investment (ROI), and
profitability.

Jimoh, Oyewobi, Isa, and Waziri (2019) investigated the relationship between TQM practices and
organization performance for 155 medium and large-sized construction companies in Nigeria. The results
demonstrated that such practices significantly affect production performance, financial performance,
customer focus, and quality improvement. Anil and Satish (2019) explored the effect of total quality
management practices and firm performance in 260 Indian manufacturing firms. The findings indicated
that these practices have a significant positive impact on quality growth, operation performance, customer
satisfaction, innovation performance, and financial performance.

As can be inferred from Table 1, the findings of these studies, TQM practices have a significant posi-
tive effect in almost all companies from different parts of the world subject to the investigation. Below
in Table 2, the results of studies in the last ten years that analyze the relationship between Six Sigma
practices and firm performance are summarized.

Table 2. Studies covering the relationship between Six Sigma practices and firm performance

Year Authors Sample Results

Six Sigma practices had improved
marketing efficiency, increased the
number of customers as well as increasing
the speed of marketing operations and
workflow

Oliya, Owlia, Shahrokh, & 5 top managers of Saman Bank in

2015 Olfat Iran

Six Sigma practices have a significant
positive effect on net profit margin,

2017 Uluskan, Godfrey, & Joines 115 US textile and apparel companies | order fulfillment cycle time, full and
on-time delivery rate, product quality, and
employee performance

Six Sigma practices have a significant
positive effect on production performance
and financial performance.

91 Tunisian companies across

2018 Lamine, & Lakhal .
different sectors

201 respondents from various
companies that were qualified
2018 Hwang, Lee, & Seo Champions, Master Black Belts,
Black Belts, and Green Belts in
South Korea

Six Sigma’s structured methods are
positively related to employees’ idea
exploration and exploitation and improve
firm-level innovation performance.
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In this context, Oliya, Owlia, Shahrokh, and Olfat (2015) investigated whether Six Sigma practices
deliver improvements in marketing processes in a banking environment. For this purpose, a case study
was conducted with five top managers of Saman Bank in Iran, with the findings demonstrating that Six
Sigma practices had improved marketing efficiency, increased the number of customers, and increased
the speed of marketing operations and workflow. Uluskan, Godfrey, and Joines (2017) conducted an
empirical study on the effects of Six Sigma practices on organizational performance in 115 US textile
and apparel companies. The findings demonstrated that such practices have a significant positive impact
on net profit margin, order fulfillment cycle time, full and on-time delivery rate, product quality and
employee performance, and satisfaction and lead to a decline in the defects rate.

Lamine and Lakhal (2018) investigated the effects of Six Sigma practices on production performance
and financial performance in 91 Tunisian companies across different sectors. The results of the study
inferred that such practices have a significant positive effect on production performance and financial
performance. Hwang, Lee, and Seo (2018) studied the relationship between employees’ idea exploration
and exploitation and Six Sigma practices for 201 respondents from various companies that were quali-
fied Champions, Master Black Belts, Black Belts, and Green Belts. The empirical results of this study
indicated that Six Sigma’s structured methods are positively related to employees’ idea exploration and
exploitation and also improve firm-level innovation performance.

As can be inferred from Table 2, the findings of these studies, Six Sigma practices have a significant
positive effect in almost all companies from different parts of the world subject to the investigation.
Below in Table 3, the results of studies in the last ten years that analyze the relationship between lean
management practices and firm performance are summarized.

Table 3. Studies covering the relationship between lean management practices and firm performance

Year Authors Sample Results

Lean management practices
improve business performance
through increased marketing and
financial performance.

2011 Yang, Hong, & Modi 309 international manufacturing firms

Lean management practices a
positive effect on all financial
2012 Hofer, Eroglu, & Hofer 229 manufacturing firms in the US A performance measures, i.e., return
on sales (ROS), sales growth, and
net sales.

Lean management practices

400 manufacturing firms operating in . .
increase overall production

2013 Ghosh

India
performance.
Lean management practices have
Khanchanapong, Prajogo, a significant positive effect on
2014 Sohal, Cooper, Yeung, & 186 manufacturing plants in Taiwan production performance measured
Cheng in quality, lead time, flexibility,
and operation cost.
Abdallah, Dahiyat & 238 international manufacturing Leap .management p Factlces.are
2019 . . positively related to innovation
Matsui companies

performance.

Source: The Author
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In this context, Yang, Hong, and Modi (2011) explored the relationship between Lean Management
practices and business performance outcomes in terms of market and financial performance in 309 inter-
national manufacturing firms. The results indicated that these practices improve business performance
through increased marketing and financial performance. Hofer, Eroglu, and Hofer (2012) investigated
the relationship between Lean Management and financial performance in 229 manufacturing firms in
the USA. They found that such management positively affects all financial performance measures, i.e.,
return on sales (ROS), sales growth, and net sales. Ghosh (2013) investigated the effects of Lean Man-
agement practices on firm performance in 400 manufacturing firms operating in India. The findings of
this study indicated that these practices increase the total amount of output and quality and, thus, overall
production performance. Khanchanapong, Prajogo, Sohal, Cooper, Yeung, and Cheng (2014) explored
the effects of Lean Management practices on the production performance of 186 manufacturing plants in
Taiwan. They found that these practices positively affected production performance measured in quality,
lead time, flexibility, and operation cost. Abdallah, Dahiyat & Matsui (2019) analyzed the effect of Lean
Management practices on innovation performance in 238 international manufacturing companies in eight
countries across three sectors. The results of structural equation modeling led to the conclusion that such
practices are positively related to innovation performance. They also indicated that Lean Management
practices are more associated with incremental innovation rather than the radical form.

Ascanbeinferred from Table 3, the findings of these studies, lean management practices have a signifi-
cant positive effect in almost all companies from different parts of the world subject to the investigation.

New Trends in Quality Management Practices

In recent years, the focus of quality management practices has shifted from production to service indus-
tries. Therefore, we mainly see the implementation of quality management practices related to employee
empowerment, corporate culture, process improvement, and leadership. In this framework, all of these
implementations concentrate on the human side of quality management practices (Valmohammadi, &
Roshanzamir, 2015). The role of human resources in total quality management is to ensure that employ-
ees are committed to quality by helping them develop an innovative idea. In order to be successful in
quality management practices, companies should operate by combining human resources practices such
as employee empowerment with the objectives of quality. At this point, it can be argued that leadership
can be an essential element of quality management practices (Jasti, & Kodali, 2015).

It should not be forgotten that the injection of quality management philosophy to an organization
is usually dependent on the top management’s ability to take the leadership role. In this connection, a
democratic leadership style should be adopted to implement and apply the philosophy of total quality
management, since democratic leaders try to ensure the maximum participation of each employee in
group actions and try to reduce tensions and conflicts, conflicts and resistances within the organization.
Generally, the characteristics of the ideal of leaders who promote total quality management practices
should have internal and external customer orientation with coaching and mentoring abilities towards
employees (Ali, & Khatoon, 2016).

14

printed on 2/9/2023 12:35 AMvia . Al use subject to https://ww.ebsco.conlterns-of-use



EBSCChost -

The Role of Quality Management in Firm Performance

SOLUTIONS AND RECOMMENDATIONS

Despite some researchers being critical of the claimed positive implications of quality management
practices due to high costs and barriers of implementation of such applications, as aforementioned,
much of the research conducted over the last ten years has revealed that such practices, including all
related to TQM, Six Sigma and Lean Management, have a positive effect on company performance.
Yet, it should not be forgotten that the success of quality management practices is contingent upon top
management leadership and internalizing these practices by the organizational members. In this context,
it can be argued that training of the employees may help them to adopt changes that are required by
quality management practices.

FUTURE RESEARCH DIRECTIONS

This present chapter has been focused on the systematization of the concepts relating to quality manage-
ment and firm performance concerning TQM, Six Sigma, and Lean Management. Moreover, production
performance, innovation performance, marketing performance, and financial performance have been
explained. Finally, the empirical research conducted in the last ten years investigating the relationship
between quality management practices and firm performance has been reviewed. From the review of the
extant studies, it can be seen that most of the research has involved investigating this relationship in the
context of manufacturing firms. Hence, future research would benefit from an empirical investigation
into the relationship between quality management practices and firm performance in service sectors.
Moreover, future research would also benefit from the inclusion of top management leadership and
employee training and/or empowerment as a mediator in the relationship between quality management
practices and firm performance.

CONCLUSION

Globalization has brought about fierce competition among companies, along with an increase in consum-
ers’ quality awareness. Consequently, their expectations have grown, which has led to the rise of quality
management practices in companies to provide goods and services of higher quality to customers. Based
on the definition of quality, it can be argued that this is directly related to the satisfaction of customer
demands, requirements, and expectations. Hence, firms have the objective of satisfying the needs and
wants of customers and thus, attaining a competitive advantage with better firm performance.

In this regard, the most widely utilized quality management practices worldwide are TQM practices,
Six Sigma, and Lean Management. Under TQM, the aim is for zero error or error prevention with me-
ticulous planning work by preventing a large part of the errors that may occur in the later stages of the
operations. With Six Sigma, the effective utilization of all employee information is encouraged, with
quantitative methods being deployed to assess and improve the organization’s basic processes for respond-
ing to customer needs. Lean Management, on the other hand, involves concentrating on minimizing the
elements of stock, error, waste, cost, production area, customer dissatisfaction, and getting rid of all the
unnecessary processes that do not create value for customers. In sum, all of these three quality manage-
ment practices aim to provide goods or services of a higher quality to customers.
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Nonetheless, despite the evident advantages of quality management practices, some researchers remain
skeptical about the performance implications of quality management practices due to the difficulties
associated with excessive training costs, disproportionately consumption of management time, increased
paperwork and formalities, unrealistic loyalty expectations from employees, and extreme results orien-
tation. Overriding these concerns, the results of those empirical studies conducted in various settings
in the last ten years display positive performance implications for quality management practices. More
specifically, the findings have revealed that there is a positive relationship between quality manage-
ment practices and innovation performance as well as the financial performance of companies. Given
the fact that the vast majority of these studies were conducted on manufacturing firms, practitioners
should be careful about the implementation of quality management practices in service-providing sec-
tors. Accordingly, future research necessitates more effort to investigate the effects of such practices on
firm performance in service sectors. Also, top management leadership and employee training should be
included as mediators when examining the correlation between these two variables. It should also not
be forgotten that the success of implementing quality management practices is highly contingent upon
the guidance of top management and internalization of these practices by all organization members.

To sum up, it has been elicited that quality management practices, such as Total Quality Manage-
ment, Six Sigma, and Lean Management, have a positive effect on firm performance in manufacturing
firms, in particular, on innovation performance and financial performance. Moreover, it has emerged
that top management leadership and the training of organization members are critical enablers in this
positive relationship.
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KEY TERMS AND DEFINITIONS

5S Rule: It is a strategy used for optimizing business results and formed by Seiri: Categorization,
Seiton: Ordering, Seiketsu: Standardization, Seiso: Cleaning, and Shitsuke: Discipline.

30-Second Rule: It is a rule that forces an employee to find, retrieve, and replace something within
this timeframe.

ISO 9001: It is an international standard that specifies requirements for a quality management system
in providing quality products and services to meet customers and regulatory requirements.

Kaizen: Also known as Continuous improvement, it consists of searching for never-ending improve-
ments and developing processes to find better methods of converting inputs into outputs.

Lean Management: It is a management method focused on improving business performance through
developing capabilities of all of its human resources.

Quality Management: It is a holistic approach to achieving and maintaining high-quality outputs,
and it gained substantial importance in recent years owing to the globally rising fierce competition.

Six Sigma: It is the effective use of all employee information and quantitative methods to evaluate
and improve its core processes to meet customer needs.

TQM (Total Quality Management): A sort of management based on the leadership of the top
management, customer orientation, teamwork, training of the employees, zero error, and continuous
improvement.
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Chapter 2

Enterprise Quality Perception
in a Changing Environment

Montserrat Mata-Fernandez
Universidad de Deusto, Spain

ABSTRACT

This chapter gives an overview of the importance of the quality as a whole in a company, considering it
moves in an environment not only determined by the velocity of change of the technologies but also by
the cultural change suffered in recent years. It has been proposed a new framework where new factors
have to be analyzed to achieve a company pioneer and leader in the industry. Also, it explains all the
benefits of doing it and how it will affect the performance of the staff, in the vision of clients and users,
and the financial results of the firm. In conclusion, all these advantages will have a great benefit to society.

INTRODUCTION

Although quality and value have always been a concern for small or large entrepreneurs, this vision
must be checked and updated. Based on IT (Information Technology) quality and its evolution from
its origins until now, the business environment is now moving needs to be taken into account. It is an
environment disruptive, changing, and hyperconnected where the power of social networks has grown
exponentially. The impact and speed of communication are so high that it has made companies invest
money and efforts to control as far as possible the effect of social networks.

In this scenario, some of the big, or known, trends adopted or assimilated by most companies must
be reviewed to survive. The value of quality is taking on particular relevance since it must be consid-
ered from another perspective, the new technologies that require a change. In this chapter, it has been
considered some of these technologies or technological advances, such as Big Data, Internet of Things
(IoT), or cybersecurity, among others that are now priorities for every company (Blosch, 2019). This
quality factor, so relevant here and now, has to be led and commanded by the company’s Chief Executive
Officer (CEO). However, the collaboration and participation of all the staff are not only necessary but
also indispensable, due to they are also part of the social networks, not only from the point of view of
employees but also, in some cases, from the point of view of the user or even an influencer.
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As mentioned previously, the support and follow-up of the leader is essential, but not enough. The
disruptive environment has led the company to require the existence of new profiles, among which the
profile of a quality management leader stands out, whose weight will increase day by day. Other existing
profiles need to be updated because they will have to cover more needs, such as the Chief Learning Of-
ficer (CLO), that changes slightly regarding the past, and can have a significant impact in this changing
environment (Lackey, 2000).

Leaders’ roles related to quality are not limited to products and services. Quality-related leaders
increase EBITDA, manage human resources efficiently, and optimize quality management. The rank-
ings made by many consulting groups show the desire of many people to work or be part of a specific
company. The vision people have of it is very positive. They will see the company as an excellent place
to develop a professional career, to work, they will want to be part of its staff. Usually, they will wish to
have products or services offered by such a company, since it is assumed to have the same high quality.
People’s perception of the company is more relevant now than in the past due to the echo of each com-
ment or review vertiginously spread through social networks.

This chapter proposes a new quality framework, based on the experience of more than fifteen years
working on projects carried out by different companies. By analyzing how quality has to be considered
in the current environment, significant due deficiencies have been detected in many companies. It has
been observed that the focus continues to be placed mainly on products and services, without consider-
ing quality weight in the leadership style and in the way of managing the company. Nowadays, more
people are looking at the behavior of the company when there is some change in technology, normative,
or anything that influences it. Thus, it has been detected the necessity of designing a quality analysis
proposal, considering the factors that affect and influence this quality in the current digital ecosystem,
so different and changing from recent years.

This proposal is framed in the area of management, leadership in terms of quality, without losing the
way the quality gained in products and services, but thinking more about how the company responds
and reacts to current events. This is the reason why several Critical Success Factor (CSF) have been
enumerated. It is necessary to have them in mind when thinking about how to lead with quality from a
high point of view, the point at which the CEO is the responsibility of leading a company where quality
is the benchmark in each one of its actions, and what makes them different and better than competitors.

The chapter aims to propose factors to maximize quality in the firm and control projects. As a result,
organizations will be leaders in their industries. CEOs’ role regarding quality cannot be passive. They
must participate and decide what to do for being quality leaders in quality companies. It will also enumer-
ate the advantages of establishing a new quality framework, always considering the current environment
and the forecasts of the future regarding technology. All these ideas here proposed, based on the experi-
ence and in the study carried out, have to be added to the ones that previously existed in the company.

VISION OF QUALITY AND ITS EVOLUTION

Quality Control (QC) is a concept that has not appeared in recent times. It has always been a human
worry, from Neolithic until now, the idea was to offer high-quality products or services. It was not born
with the enterprises; the quality concept was already used in the great Giza pyramids. Although in the
past, maybe the objective was slightly different, because they thought about how to have products with
outstanding durability (something that can be measured, a pivotal point to have in mind when talking about
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quality). But something started to change as the needs changed. Everyone knew that quality impacted
everything that was done, and they realized that lousy quality provoked complaints and dissatisfaction
with the results. And even though the evolution of the quality has focused mainly on the product and
services, now is time to redirect the look and focus on other aspects, consider and analyze it from a higher
position (Lopez, 2016). Quality movement has undergone an evolution from master-apprenticeship to
a standardized quality system where all processes and results are measured, documented, and analyzed
(Hellman & Liu, 2013).

Doing a quick review and knowing that quality has always been important, the limited route to com-
panies started in the fifties when the consideration of Quality Assurance (QA) appeared as a management
strategy for the companies. It was the response to the necessity of being more effective and productive,
and consequently, much more successful than his competitors. Probably the competition was not so fierce.
However, it began to matter because of the birth of new companies within the same sector. To reach
this objective, new methods and improvement quality tools were developed. It has to be highlighted the
contribution of Walter A. Shewhart, who demonstrated that with a simple control graph, it was possible
to control the variability of the processes being evaluated so far process quality and product quality. This
was a significant change due to quality started to be seen as something that affected not only products
and services but also other areas and things. Companies are nowadays applying a quality model based
on processes (Cubillos, & Rozo, 2009).

Years later, new theories appeared related to it, and they were developed in post-war Japan. Such
approaches managed not only to relaunch the Japanese economy but also to facilitate their companies
with a high level of competitiveness to position themselves above American companies. Those theories
revealed the effectiveness of a more collaboration-oriented organization, participatory, and sharing of
ideas. One of these ideas was the key to creating and quality circles start-up (Wood, Hull, & Azumi, 1983).
To make this work more accessible, Kaoru Ishikawa collected and grouped several statistical techniques
and tools. These tools can be classified into two groups: tools for QC and tools to improve quality.

The first ones are simple tools, applicable, and handy, being used when the information about the
problem or situation to be evaluated needs to be available, but it is required to be organized and grouped
systematically to be successfully analyzed. These can be mentioned: Pareto chart, cause-and-effect dia-
gram, histogram, check sheet, scatter diagram, flowchart, and statistical process chart (Pavleti¢, Sokovi¢,
& Paliska, 2008).

The second ones are tools applied when there is not too much information about the problem, or when
there is no data available, for instance, in the design phase of a product. In these cases, the approach is
more proactive because it allows us to identify possible mistakes before it happens. These planning and
management tools, known as the seven new tools for improving quality, are a complement to the seven
classic tools proposed by Ishikawa and previously mentioned. These tools were published by JUSE
(Union of Japanese Scientists and Engineers) with the aim that managers could use it in their planning
and management tasks. The cited tools are affinity diagram, interrelationship diagram, tree diagram,
prioritization matrix, matrix diagram or quality table, process decision diagram chart, and activity net-
work diagram (L6pez, 2016).

All these tools have to be considered, but it cannot be forgotten that one of the basic principles of
Ishikawa regarding quality was the one that says that quality starts with education. The clients’ and user’s
quality perception are increasingly being more critical. But he also added that the most crucial point
of education and training is that QC is a way to change the quality of the company itself (Inove, 1985).
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Anyway, the first common standard for quality management was published in 1987 by the Interna-
tional Organization for Standardization (ISO), providing the guidelines of what any quality management
systems should contain (Hellman & Liu, 2013). And it did not take too much time to spread from its
industrial origins to non-profit organizations, health care organizations, educational institutions, etc.
(Hackman & Wageman, 1995). Nowadays, it can be said that there is no organization from the public
or the private sector that does not use the concept of quality to some extent. Although, when it was cre-
ated, the focus was only on satisfying the client (Jenner, 1995), the key now is to extend this idea to all
the company. It is, therefore, unavoidable to adapt all the products, ideas, or objectives to current needs,
with the quality as the primary guide.

But previously, it has to be clear the definition of quality and how this definition can be applied
nowadays in these disruptive environments. One of the great experts in quality and quality management
gave two explanations of it: first, was oriented to the fact of having zero deficiencies, to avoid reworking
and consequently reduce the cost, and second, he focused on the customer satisfaction and, therefore,
incurred in higher costs (Juran & Godfrey, 1999). Both points of view have to be applied nowadays,
where organizations coexist in a hypercompetitive world. They have to face paradoxical challenges, like
the one that combines the way of work efficiently today while innovating effectively for tomorrow. Both
things have to be managed simultaneously. To manage its, companies have to understand and learn to
deal with the dynamics of innovation that underlie both disruptive and sustaining innovations (Paap &
Katz, 2004). But trying to know what this concept is precisely, it is necessary to go back to the 90s where
disruption was defined as the process whereby a smaller company with little resources can successfully
challenge established incumbent business (Christensen, Raynor, & McDonald, 2015). This challenge
has to be seen from some of the existing innovations.

INFORMATION TECHNOLOGIES AND QUALITY MANAGEMENT

In a world where globalization has shaped management, and the vertiginous evolution of technologies
marks the rhythm, these technological innovations are changing the business world (Hellman & Liu,
2013). If a company does not want to become obsolete and disappear, it needs to be continuously rein-
venting itself and reviewing the processes to adapt to the changes. Therefore, inaction is not an excellent
strategy to follow, no matter the size of the company, its primary goal is to achieve higher competitive-
ness (Suwandej, 2015). And the increasing competitive struggle makes indispensable the use of new
methodologies or different frameworks, as will be seen in this chapter (Topalovié, 2015).

Undoubtedly, it is a challenging task for any company to keep continuously updated in technology.
Changes are so quick, significant, and sometimes disruptive that considering new technologies has to
be done with a high periodicity and with a sound judgment, based on organizational goals and in its
capabilities. And in the way of adopting some of these new technologies, it is mandatory to try to meet
the organization’s ever-changing needs. Still, the problem is that quality usually falls by the wayside
(Swanson, 1999). It is a crucial premise that the latest mission of quality management is to add value to
the organizations by improving the quality of all the aspects, from applications to the administration of
the company. This idea cannot be forgotten because it will determine the success of new adoptions. As
it will be detailed in this chapter, it is the responsibility of the leader to elaborate a strategy that covers
recent technological trends that maintain or improve the quality.
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Quality is a concept that has to be extended to all the fields, covering all future technologies that have
appeared. Some technologies are popular and well known, like cloud computing, but new ones have
to be considered. Emerging technologies and applications for mobile computing and IoT are changing
evolution through other directions (Satyanarayanan, 2017). A new paradigm has appeared and has to
be considered, for example:

° IoT, it is relevant to highlight that all electronic devices as wearable devices, laptops, cars, sensors,
and industrial components are connected via a network and empowered with data analytics that
are changing our lives. Many companies and start-ups have embraced the concept of IoT in a lot
of areas such as smart cities, traffic, homes, environments, and even intelligent healthcare, among
others. IoT is getting better, but there are technical issues that have to be addressed. Anyway, it is
indisputable that the data streams generated by IoT devices are high in volume, and it will grow
in the future (Sun & Ansari, 2016). So, it is essential to control the quality of this information,
being this a responsibility of the company. This will be a task of the department of quality man-
agement. New concepts related to IoT have emerged, such as the Internet of Everything (IoE) and
the Intelligence of Things.

e  Cybersecurity has always been critical to some organizations. The idea of being attacked is now
a risk for all kinds of organizations. Frequently it appears some news about an attack with nega-
tive consequences, at least in reputation. In a world dominated by social networks, this is a stain
in the history of the company, sometimes challenging to correct. This is why the quality in all the
controls carried out by the cybersecurity department is so significant. Prevent is the key, and to do
that, every analysis has to be done with the highest precision and quality. It is essential to prevent
and document what has happened and how it was solved to reach this status. Someone outside the
department will review the quality of such documentation. They will also check that the cyberse-
curity team manages the vulnerabilities in the best way.

e  The digital transformation of this challenge leads companies to remain competitive in their
industries, and this is carried out by leaders that formulate and execute strategies that embrace
this transformation and drive better operational performance. This is concerned with the changes
digital technologies can bring about in a company’s business model, what will result in a change
may be in the organizational infrastructure, and this requires a shift of cultural mindset and an or-
ganizational transformation, which will depend on the degree of maturity of the company. These
changes can be seen in the rising demand from clients or users who use the internet regularly. So,
the quality of the changes is determinant for the quality of the company, not only for the offered
products. For this reason, it is so essential the role of the CEO, as it will be seen in this chapter
because the risk of failure when considering relevant elements of digital transformation or disre-
garding solutions that can be more suitable to the firm depends on him. Every decision related to
new technologies must be carried out after a thorough analysis, evaluating pros and cons, with-
out losing sight that the goal is to be positioned as a leader in the sector (Hess, Matt, Benlian, &
Wiesbock, 2016).

e  Artificial Intelligence (Al) is growing at high speed and will be adopted by more and more com-
panies. It will be accompanied by machine learning and deep learning. The relevance of quality
in Al is obvious since Marvin Minsky defined Al as the science of making machines do things
that would require intelligence if done by men. As far as the orders were adequate and suitable,
the results will be optimum (Bolter, 1984). The aim is to imitate the human mind, so every step in
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this technology must be considered quality. It can also highlight terms such as adaptive machine
learning, edge analytics, transfer learning, generative adversarial networks, or graph analytics.

e  Virtual reality, the use of virtual reality has extended to many fields and offers the enticing prem-
ise of rich sensory experience. It has been applied to several domains, from education to entertain-
ment, being his collaboration especially relevant in medicine. Nowadays is used in surgery, so the
quality here is critical and the main point to be considered.

e  Robotic Process Automation, considering robots, it has to be mentioned in the emerging busi-
ness of collaborative robots. Robots now are more accessible and capable, thanks to the advances
of other technologies as Al, deep learning, etc. Some people start to talk also about the internet
of business. The quality in the design of the robot is not only essential but also critical. The use
of them is for warehouses and small companies that have studied the benefits of using one, maybe
in the same way as drones, a field where it can be seen the offer of Drones as a Service (DaaS)
(Brown, 2019).

e  Big Data is a concept well known. However, the definition is not so clear. It can be said that it is a
data set so vastly that it stresses the limits of traditional databases in volume, velocity of searches,
veracity of conclusions, and various formats, according to Porche, Wilson, Johnson, Tierney, and
Saltzman (2014). The definition itself naturally leads to the idea of quality, firstly in data quality.
But deepening a bit, it is decisive to think about the quality of the data treatment. The decisions
based on accurate, complete, and timely data will be better and will facilitate the enterprise to
achieve his goals. It is a question of having the right data at the right time in the right place to
obtain the best result to make a decision or to satisfy client expectations. A lack of complete,
accurate, relevant, and time data will impact the development of a sound strategy. The effect of
managing low-quality data will be a disaster, so all have to be treated and studied under the quality
umbrella. Some of the consequences of managing low-quality data are ineffective decision mak-
ing, client and employees’ dissatisfaction, increased cost, reduction ability to execute one strategy,
etc. All this together will contribute to what has been called information ecology (Redman, 1998).
Preventing these adverse effects will be easy due to the risks that have been identified so that it can
be treated and avoided. Regarding this effect, it is essential to say that sometimes it is fundamental
to think more about the cost of poor quality than quality (Davenport & Prusak, 1997).

Its importance was highlighted by Olalla and Mata (2012). They said that it is a good investment for
all those companies that want to improve their economic results, a way to achieve better client satisfac-
tion and protection of the companies’ brand.

o  Blockchain, although it has been used mostly by the financial sector, it has already been seen the
utility of using it in companies of healthcare, shipping, and transportation. The implications of us-
ing records are essential, but what is more important is the quality of those records (Beck, Avital,
Rossi, & Thatcher, 2017).

The number of new technologies or ideas is vast and impossible to cover. In this chapter, some of
them have been considered. Still, the idea is to have in mind that the company has to be aware of any
emerging idea that can affect, positive or negative, on the performance of its activity. Other technologies
such as Augmented Reality (AR), biotech, augmented intelligence, emotion Al, biochips, AR Cloud,
or edge computing.
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ROLES INVOLVED TO GUARANTEE QUALITY

It is essential to identify and satisfy client requirements. Still, it is also necessary to know the level
of quality of all the processes and steps the company is developing to achieve this satisfaction. Such
satisfaction has to do with emotions, and this emotion cannot be only motivated by clients, but also by
employees (Lopez, 2016). So, quality, as part of the result, is also a responsibility of all employees. It
has to be inherent to the company and to its way of managing. Also, the leaders’ role, involvement, and
adaptation to the modern forms of management and new technologies are decisive, being important
their capacity to anticipate competitors and their transparency since users and clients coexist in this
technological world highly influenced by social networks.

The first role to be considered in the field of quality is the CEO. He has to be involved in every task
related to quality. He will have to be part of the quality team, having a set of functions defined and bound.
He will have to know how they are going to achieve marked objectives with quality. Consequently, and
due times have changed, the leader needs to exercise leadership new and different. Currently, the most
typical kind of leadership was autocratic leadership. Nowadays, his role requires a change in the mindset
and improving his skills and procedures (Lundberg, & Westerman, 2019).

Having in mind the changes suffered by society, it has been identified some of the main qualities the
new leather needs to have:

e  Creativity, the CEO is no longer limited to a merely managerial environment. It would be advis-
able to have a more varied profile, from both soft and hard skills. The power of a creative leader
is so high it can relaunch a brand or a company.
Have initiative, be knowledgeable.
Intuitive, facilitated with the investigation, experimentation, and data-driven analysis (Lundberg
& Westerman, 2019).
Have a strong leadership to cascade down.
Confident and decisive, cool-headed in the face of adversity (Viscomi, 2017). His decisions will
affect everyone and everything, and he will have to decide in a short period and with innovative
solutions (Lipman-Blumen, 2000).

e  Goal-oriented and achiever (Viscomi, 2017).

Summarizing, a good leader has to be consistent with the purpose of product and service improvements
for the company’s survival in his changing and competitive conditions, something studied by Kamcharoen
(as cited in Suwandej, 2015), but he has also to have in mind the importance of quality management.
Nowadays, he can be considered as a connective leadership as it was defined by (Lipman-Blumen, 2000).

To achieve that degree of leadership excellence, the following tasks regarding quality have to be
executed:

e  Reconsider how to train and manage his internal innovation teams. There is a clear lack of digital
talent, and the solution is not also to give employees some training, assign them a mentor. Still,
he will have to think about a strategy to incentivize and empower them to expedite new tasks,
especially those highly qualified. Talent has to be retained or recruited because its contribution is
invaluable.
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e  Create a fair workplace, where all feel their participation is necessary and essential, and where
there would be fluent communication among members of different teams or departments, and with
a strong relationship among members of each unit.

e  Have an optimal communication network with all the staff is required to extend it vertically and
horizontally within the organization and outward to clients and suppliers (L6pez, 2016; Goolsby,
2018). This channel has always been considered, but not in the same way as nowadays, the ef-
fect and the repercussion of social networks is so high now that it deserves a separate treatment.
Another point to be considered is the distribution of the information. If it is made in the wrong di-
rection or time, the result will not be expected, and the opposite effect can be achieved (Davenport
& Prusak, 1997).

e  (Create an ecosystem that allows the emergence of good ideas. This fact implies the development
of capabilities for exploring and experiment with original and maybe disruptive ideas, have excel-
lent tolerance to failures and work with external partners when required, which is now an already
established trend. The leader has to know that collaboration with external innovators can increase
revenue considerably. To reach this objective, he will have to lose the fear of exposing ideas at
round tables.

e  Reserve some money to invest in both the quality department and in all the tasks the company
will develop related to quality. This fact implies a commitment from the leader who will have
the strategic vision, and who will have to support the best ideas or solutions proposed by quality
responsible wholeheartedly (Goolsby, 2018).

e  Supervise the control performed by the new department of quality. The responsible will be a mem-
ber of this department, but with a role of decision, taking part in the most relevant meetings, not
only to give his opinion and point of view but also to decide and support the work of this depart-
ment and to emphasize its importance in the company’s strategy.

e  Keep updated about emerging technologies as far as possible, the CEO has to get ahead of the
competition, and this requires a high level of updating in advanced trends and technologies. The
quality in the choice of the equipment in charge of new technologies will determine success in
terms of advice on which one the company could address.

e  Be compliant with recent regulations; he has to be aware of any change in the compliance and
regulatory norms. As new technologies emerge, states find it necessary to regulate some aspects
of them. Consequently, companies must be aware of these current rules, adopting all appropriate
for the organization.

e  Schedule periodic meetings with strategists, financial, quality teams, and primary responsibility to
keep updated and prevent possible problems or identify opportunities.

All the mentioned tasks must be oriented towards leadership, to govern the firm’s transformation in
a changing world without losing quality, neither in the service and products offered, nor in the way of
management, being a referent in business management to reach a high level of transparency. The benefits
of this transparency will be that users, providers, clients, and even employees will consider the company
as an example of good practices and high quality through all the processes and services offered. Even
more, all the companies should chase to be transparent to build trust and attract investment. The result will
be a capacity to change things and contribute to the growth of the society with which it has to interact.

It can be concluded that if leaders want to have sustainable growth for the company, a fundamental
requirement nowadays, they need to create the conditions for the best ideas to get picked up. These
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conditions imply leveraging talent both inside and outside the company to respond to a competitive,
ever-changing environment (Osterwalder, Viki, & Pigneur, 2019). With good quality management, the
reputation of the CEO will be improved internally and externally, and consequently, it will report a great
benefit to the company (Francis, Huang, Rajgopal, & Zang, 2008). And his behavior will be decisive to
create an organizational culture marked by the idea of quality in all his lifecycle, from material products
to people and regulations (Whitehurst, 2016).

In the strategy of the leadership, quality has to occupy a privileged place, since it is a vital component
of the business strategy, and quality improvement is a strategic variable employed in the highly competi-
tive international business world (Adam, Flores, & Macias 2001, p. 43). Nowadays, where innovations
appear continuously is elusive to think about technical changes without enhancing quality (Bourke &
Roper, 2017).

But to carry out this task, the CEO will need the help of someone, the quality, and management
leader, a role that, if it does not exist, it will have to be created. CEOs will need to have some relevant
characteristics to play a quality role. Even though some of them can be like the ones described for a
leader, it can be forgotten that their vision is different due is focused only on quality, obviously aligned
with the company’s objectives. The main attributes he will need to have are the following ones:

e  Have a strategic transversal vision.

e  Define the mission, vision, and values of the quality management team, always according to the
goals of the company.

Have a sound vision of what is to be a brand of this century.

Be an artist of influence. He has to be able to create a culture in the company, knowing that this
corporate culture has to evolve, so he has to be able to transmit it and to manage that everyone gets
involved. To do this, he will have to collaborate with the team of change management to spread
that quality idea all around the company. With his example and knowing the mindset of his teams,
he will manage to change old behavior patterns or habits. Also, it is necessary to highlight the
importance of the corporate culture to help employee involvement and participation in the com-
pany’s decisions, making transparency a reality (Kpakol, Aborlo, & Amah, 2014).

° In the past, it was seen as a facilitator, but now he has to be more than this. He must have a creative
mind to lead employees in quality.

e  Have the ability to combine standardization and disruption. Every company has to meet specific
standards, this is unquestionable, but with the emerging technologies, a study has to be done to
know if it affects the compliance of this standard.

e  Being an innovator, he has the responsibility to understand not only business process implications,
but also the social impact.

Besides having the qualities described, the quality management leader will have to do some tasks
that have been enumerated below:

e  He will have to analyze the advanced technologies the company wants or can adopt and the man-
datory standards to conclude if it affects or not and how.

e  He would try to have good teamwork with a strong relationship among them and with the capabil-
ity to understand the goal of the company and the importance of the participation of every team
member. And he will give each member the independence to establish connections into the qual-
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ity community, helping the team to detect points of improvement or weak points that need to be
analyzed and solved to improve the quality of every process in the organization.

e He would try to extend the quality concept to all the company through training, talks, and any
other kind of communication helped by the change management team.

e  He will have to create a quality team considering: the scope of the functions they will have, the
structure of the team thinking about the contemporary trends, what will be the focus of the group,
the abilities, capabilities, and talent of each member of the team and which role will play each one.
This team must be agile. It cannot be a bureaucratic entity. Team responsibilities also include the
prioritization of quality issues once identified, the collaboration to create an action plan accord-
ing to the root cause analysis, the documentation of the solution of the problem, to anticipate and
address quality issues. Others will need to be defined with the quality management leader, which
will be updated when necessary (Swanson, 1999).

e  He will report periodically to the Chief Information Officer (CIO) of all the tasks related to qual-
ity, and this recently created team will inform him of quality.

e  He would build and sustain an excellent executive network in the company, having the quality of
communicating in the best way with the board committee, peers, and other members of all depart-
ments (Swanson, 1999).

Another role that will be more and more indispensable is the one known as transformer CLO. This
comes from the necessity of organizations being more adaptable, which means changing the goals of
corporate learning. CEO and quality management leader will train employees to position the company
for success, with the help of the CLO in these aspects: transforming learning methods, balance face-to-
face and digital learning, emphasize digital thinking and act as co-creators, among others (Lundberg &
Westerman, 2019).

QUALITY ANALYSIS PROPOSAL

QC helps to strengthen the country’s economy and ensure a solid economic foundation for the future.
Ishikawa presented this, and it has not lost his value, but in a so changing environment like this one, is
critic the necessity of having a solid foundation for products and services offered. However, it is also
essential for a trustworthy and respectable company model in his field at an international level, which
can only be achieved if the management is of high quality (Ishikawa, 1989).

Nowadays, it is necessary to have a strategic look, with an innovator and creative spirit, both the CEO
and the enterprise have to be more flexible than in the past. Based on the study of several projects for
more than fifteen years in different areas and companies, it can be concluded that the following reasons
need to be considered to define a new framework:

e  The environment where enterprises are now making the big concern to survive overall lets in
second face things as quality. But they have to be aware because emerging companies can engulf
the big ones if they do not move quickly. After all, these last ones were born with the peculiarity
of continuous change and high quality. All this comes from the rise in competitiveness; the born
of start-ups is a threat for more prominent companies where a change takes much more time to be
implemented and adopted.
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e  The change in the regulations, not only derived from globalization like the new General Data
Protection Regulation (GDPR) and others more bounded explicitly to a particular field.

e  talsohasto be considered the importance of Corporate Social Responsibility (CSR) in the Quality
Management System (QMS). QMS is a formal system that includes documenting the processes,
structure, and responsibilities required to achieve effective quality management (Hellman & Liu,
2013). Firstly, it has to be clarified what it is CSR, to define it, several concepts are used, such as
social performance, social responsibility, sustainable, responsible business, etc. Several authors
gave their definition as Bowen, Berger, and Luckmann, or Later Wood. Still, in this chapter, it has
been considered one of the latest, given by Carroll, who suggested that four kinds of social respon-
sibilities constituted CSR: economic, legal, ethical, and philanthropic (Carroll, 1991). In 2006
even the European Commission defined it. Some years later, in 2010, the ISO released a standard
ISO 26000:2010 Guidance on Social Responsibility and defined CSR as a responsibility of an
organization. Anyway, it has been proved that due to the implementation of employee-related
CSR activities in QMS is a good option not only to minimize the staff rotation but also to reduce
organization cost, increase commitment and loyalty. What is more important, it helps to improve
the quality of processes and the performance of an organization (Frolova & Lapina, 2014).

e  The final client has changed its behaviors and habits betting on companies already engaged in new
technologies and agile enough to adopt recent changes in a short time.

e  The time to implement new trends has been considerably reduced. In the past, most companies
spent a lot of time planning their digital future and thinking about it without taking any action. In
contrast, others were more agile and have already positioned themselves advantageously.

e  Functions related to quality have to be shared in all the companies. It cannot be separated by de-
partment or role. The responsibility of senior management and the support and encouragement
from their level to achieve the desired quality is required. Still, CEOs have also to participate and
collaborate to create a quality plan, analyzing points like the degree of commitment and involve-
ment of employees and the possible innovations being carried by the company.

Key Aspects of Quality From a High Level

One of the keys to achieving organizational excellence is the combination of focusing on quality at the
process level and considering and managing to cover the needs of stakeholders. These facts will con-
tribute to the well-being of society, according to Frolova and Lapina (2014), and this is something that
every leader must have in mind. Hence, his compromise is mandatory to achieve excellence in quality
management.

In the environment where companies move nowadays, the way the leader manages the organization
will have a needed cultural transformation, including new methods, an open collaboration, and a high
level of soft skills added to the required hard skills. He will have to be more receptive to clients and us-
ers because they are marking the steps in the evolution of products and services (Rusu, 2016). They are
demanding better quality, quick response to their necessities, and lower prices, so improving the quality
of the organization is essential (Bolatan, Gozlu, Alpkan, & Zaim, 2016).

But the leader has to think also about the future of the company, so he must prevent the emergence
of some problems taking prophylactic measures. His attitude has to be always preventive, foreseeing
what could happen, and taking the adequate preventions are responsibilities of the CEO. And this is
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a continuous task to be done so that it can be used the Plan-Do-Check-Act (PDCA) cycle. It will help
improve processes, including in every step task related to quality (Rusu, 2016).

Quality is a competitiveness factor, so everything has to be considered under this umbrella. Companies
need to prove their quality performance, mostly to survive in a context where there is no chance to fail.
The objective is to acquire a high degree of differentiation, decreased costs, improve the brand image,
and answer customer’s demand avoiding errors and the waste of time (Claver, Tari, & Molina, 2003). As
aresult, competitiveness has turned into one of the main goals for most organizations (Suwandej, 2015).

But there are other factors to be considered that have been listed below:

e  Innovation, each new technology or way of working, needs to have an adequate level of quality,
which must be continuously improved to meet the demands of the stakeholders, and therefore
cover the new needs of the disrupting environment, generating a social benefit. The process of
innovation has to be a key growth driver for the increase in resilience.

e  Flexibility, the fast-moving organization this characteristic is relevant because organizations are
susceptible to any change in the environment (Lipman-Blumen, 2000). The capacity to adapt to
the changes without losing its level of quality will put distance between this company and its
competitors.

e  Training is essential not only for boosting their knowledge and keeping them updated but also for
shaping their behavior in learning all their tasks and incrementing their loyalty to the organiza-
tion. All training will be done to the right persons in the appropriate moment (Suwandej, 2015),
to whom and when are questions to have in mind when thinking about training and mentoring.
This task is closely related to knowledge management, defined by Bhatt as a process to facilitate
knowledge-related activities such as creation, transformation, and use of knowledge (as cited in
Duran, Cetindere, & Sahan, 2014). This fact will improve the decisions of the organization and,
therefore, of the business processes, making it possible to reduce costs and delays. It can be said
that overall, this will create a knowledge-sharing culture that will depend on the mutual trust and
positive individual and group relations (Duran et al., 2014).

Communication, for facilitating the improvement.

Measurements and evaluation. According to Ahire and Golhar (1996), the measures of quality
performance are reliability, durability, and suitability of product standardization. Several authors
have considered the measures considering others, but what is clear for everyone is that one of the
technology transfer’s reasons is quality control, as Verbano and Venturini (2012) manifested.

e  Teamwork, the level of participation of each member will increase facts like the amount of infor-
mation received, time spent in perceiving this information, understanding of tasks to do, provid-
ing all this positive effect on each team member, on the leader of the team, and of the company
(Suwandej, 2015).

e  Continuous process improvement, the focus now has to be to concentrate on general targets of
the enterprise in process improvement, rather than individual practices (Suwandej, 2015). As has
been said, the PDCA can be used but adding in every step of quality control.

e  Horizontal integration of functions and tasks developed by other departments.

e  To understand users or clients, social networks nowadays can be the difference among being on
the top or disappear. The relationship between Total Quality Management (TQM) and customer
satisfaction is very close (Topalovié, 2015). Regarding TQM, it can be said that in the past, it
was seen more from the customer perspective. Therefore, nowadays, it is essential to know the
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demands of the customers as regards the quality (Suwandej, 2015). It has been demonstrated that
the benefits of implementing TQM in terms of customer orientation, the participation of employ-
ees, QC, etc. are high for customers, quality culture, and quality procedure (Duran et al., 2014).
The concept and significance of the quality culture have been widely studied. It is considered the
grouping of all those intangible factors that coexist in a company that sometimes establishes the
difference between being a benchmark in the market or not (Harvey, & Stensaker, 2008).

This work related to quality control must be seen as more than mandatory for every company or
organization nowadays. It is necessary from the CEQ’s point of view, which cost will be calculated in
the improvement plan and the adaptation process of the firm to the new requirements of the market. It
has to be an integrated philosophy that will also improve the competitiveness of the firm and its benefits
(Bolatan et al., 2016).

There is no management model applied only for a CEO, maybe because his work always has been
considered the task of managing the company, centered on financial and strategic points of view, letting
the decisions related to quality to other departments or responsible. Nevertheless, one of the leading CEO’s
tasks in these disruptive environments is to guarantee the quality as it has been hitherto mentioned, not
only of services and products offered by the company, but also and even more critical of managing. The
goal is to have high-quality management to improve efficiency, productivity, and quality of everything
offered by the company to give a social benefit.

Management models nowadays applied, quality ones as ISO or excellence European Foundation Qual-
ity Management (EFQM), are based in some way in the principle cause-effect, being its effect evidence
of something that has already happened. The pursued objective by quality varies as the scenery changes,
being now more and more competitive. Other models focus on client satisfaction (ISO 9001) or the stake-
holders (ISO 9004), being already introduced themes as the CSR, which nowadays is a factor that needs
to be deeply studied, even more having in mind this continuously changing world (De Velasco, 2012).

Nowadays, quality management focused on excellence is still in force. Still, it has to be completed
or reformulated because it has to cover previous visions delegated to the background. The objective
cannot only be to satisfy client expectative, but also to unify them with the personal purpose of each
employee. This fact will contribute to having an excellent company not only in the service quality but
also in the management quality carried by the high staff. This can only be achieved with the compromise
and involvement of the CEO. Everyone has to participate and work on it. Thanks to the support of the
leader, the positioning of the company will be better and could stay longer in a complicated environment.
Anyway, there would be an available higher period somewhat more remarkable than the other companies
to have prepared the new service to offer.

Characteristics of the new Framework

The quality concept will now have a global reach that will include all business activity: operative, support
and management, and direction. So, the new quality model thought and designed due to the experience
and study carried out in this chapter, has to cover the objectives that are commented below:

e  Develop a more proactive leadership, as leaders need to be determined, patient, loyal to team,

transparent, challenge-taking, goal-oriented, and with a high level of initiative, without losing the
perspective of the execution of leadership good aligned with his management (Suwandej, 2015).

35

printed on 2/9/2023 12:35 AMvia . Al use subject to https://ww.ebsco.conlterns-of-use



EBSCChost -

Enterprise Quality Perception in a Changing Environment

Involve all the employees by covering all the activities as part of the value chain. Employees have
an impact on the results of the company, and the weight of employees now is more significant due
to social networks. It is a proven fact that teamwork if it is carried out with the correct diligence,
obtains better results since the contribution of new ideas is stimulated. The concept of continuous
improvement is strengthened (Olalla, San José, & Mata, 2012). Evangelization campaigns about
quality will be ongoing and should start from the beginning.

Have an internal network of connexion between departments, all joined and in tune to boost

efficiency and satisfaction of the client. To do this, it would be necessary to ask for the help of the

change management group. They will elaborate on a plan to make them see the importance of the
work of everyone, working on empathy and transparency.

Increase the transparency level inside the company to offer a real image of a committed and

aware because social and cultural changes are continuously happening. Any enterprise can use this

transparency achieved as a bridge for the adaptation of new technology. All the initiatives started
have to be communicated to everyone, and the success or failure has to be shared.

Adapt to the new economic and social environment, considering that this may need innovative

and revolutionary thinking where clients, users, providers, and products can be regarded as raw

material (Rusu, 2016).

Provide to the social environment the vision of quality in every field of it. They are necessary

to have transparency proven and strengthened previously. Clients and users are sensitive to what is

being published on social networks, so every comment must be considered. The marketing depart-
ment will work with a quality team to launch the right campaigns and messages.

The capability to work with new technologies will need a thoughtful plan to decide which one

can be useful or significant for the company. Several departments, including the quality depart-

ment, will have to work on it following these steps (Bolatan et al., 2016):

° Identify the technological needs (I); not all the technologies have to be adopted. It will de-
pend on the necessities or in the goal established by the board committee. At this point, it is
relevant to make the quality department participate. The new technology was chosen to have
to give an added value to the quality of the company.

° Share the managed information (S). Communication has always been a key to address
the objective of transparency and honesty and is the best way to have the commitment and
loyalty of employees, customers, and users. It is essential to involve everyone from the start
point to let them give an opinion or suggestion. Subsequently, all decisions will be commu-
nicated to all departments simultaneously, with the participation of marketing and the team
of change management.

° Evaluate and select the best technology (E). Once the decision of what technology will be
adopted, complying with the quality regulations established by it, it has to be evaluated. The
evaluation and assessment of the technology will be done for other equipment because it is
more technological. Besides, the financial department will have to assess the risks and the
viability of adopting it, raising the Return On Investment (ROI).

° Adapt and absorb the improved technology (A), new technology has to be incorporated
into working or the company’s portfolio services in a natural way and faster than the compe-
tition. This work will be facilitated by the collaboration of the change management team: the
sooner it is accepted by everyone, the positive results will be shown, not only internally but
also for customers, suppliers, and users.
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° Optimize the exploitation and utilization of the new technology (O). Once incorporated,
the next logical step is not only to exploit it but also to optimize its utilization. Indeed, cus-
tomers and users’ opinions have to be considered in this changing digital environment so
hyperconnected. This task is part of the continuous improvement process and will be done by
several departments as marketing who will collect user reviews, I'T will make the improve-
ments deemed necessary, and human resources will carry out the appropriate training, for
instance.

It has been summarized in Table 1. It has been elaborated based on accumulated experience and the
company’s department’s process of selecting new technology, quantifying their participation as High
(H), Moderate (M), or low (L).

Table 1. The relation between steps and departments

ID Quality Management :cl::l?siﬂ/g Human Resources Marketing IT
I M L L L H
S H L M H M
E M H L L H
A H L M M H
(0} M M M M H

Source: the Author

Another point to consider is the fact that nowadays, there is not thought of quality as a way of iden-
tifying and detecting mistakes, but as a way of achieving the improvement objectives set and satisfy
more and in the best way client requirements, giving an added value (Evans & Lindsay, 2015). This is
the idea: the CEO has to reach the quality that his competitors cannot offer.

Advantages of the new Framework
The advantages of this new model of quality control are detailed below:

e Increase the reliability of the company, improving the trust that customers and investors have on
it. The image will be reevaluated without the participation of the marketing department. The effect
of word of mouth is potent, heightened, and bolstered using social networks.

e  Have a company better positioned in the rankings of the market, because its adaptation to the
new technologies would be quicker. The capacity to analyze the best technology to incorporate
in a short time will make the company engage more customers because, in a world ruled by im-
mediacy, the first to arrive in the early to win the market, but this will be lost if the offered quality
is no good.

e  Have a quality guarantee system.

e  Increment of the employee productivity and his compromise with the mission, vision, and val-
ues of the company. The staff will be involved with the company’s values because they will think
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and feel that everything made has a high quality, making them proud of their work due it affects
the final product or service.

Increase the talent retention and the recruitment of new talents, being considered as a desirable
place to work so that it will result in a call effect for new value recruitments.

The creation of a collaboration network between departments to avoid the silo effect.

To evaluate the quality management of the company, it can be considered the following TQM Suc-

cess Factors Dimensions (Bolatan et al., 2016; Suwandej, 2015):

Leadership, the way of leading a company, has changed. Modern leaders need to be: empathetic,
innovative, always looking at the big picture, committed to diversity (they have to think about how
diversity enhances the culture of the company, helping it to grow), high-risk tolerance, the strong
capability to inspire, etc. (Richmond, 2018).

Strategic planning process. This process will start with defining or reviewing the vision, mission,
and values of the company and continuing with the goal in the level of quality and how it is going
to be measured.

Strategic Quality Management (SQM) or Strategic Quality Total Management (SQTM), factors
that determine the quality management from the overall performance of a company (Madu &
Kuei, 1993).

Conception quality management. This dimension has been broadly defined throughout the chapter.
Customer satisfaction. Its value needs to be measured in the satisfaction level and the customers’
share of spending in the brand. Improving this share usually represents a greater opportunity than
efforts to keep customer loyalty, contemplating that single-brand commitment is very unusual
nowadays (Keiningham, Gupta, Aksoy, & Buoye, 2014).

Communication and any way of engaging with everyone need to have a different treatment. As far
as possible, employees have to know what initiatives the company is carrying out.

Employee loyalty and involvement (incentives, teamwork).

Innovation, new technologies.

The quality results in a business environment.

Knowledge, measurements, and evaluation.

This proposal is not exclusive. Any company can combine it with other methods already used, as the

following ones (Adams, 2018):
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Lean thinking, the main idea, in this case, is to avoid and remove waste. Levinson and Rerick
(2002) identified seven different types of waste. Three will be considered in this study because it
applies directly to quality management: waiting, time in queue, non-value-adding processes, and
costs of quality: rework and inspection.

Model for improvement, using the Plan-Do-Study-Act (PDSA) cycle. All learned in each process
will be used for the next one.

Six Sigma methodology aims to reduce as much as possible defects, cycle time, and improve
customer satisfaction, using DMAIC (Define, Measure, Analyze, Improve, Control) (Hellman &
Liu, 2013).
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e  The theory of constraints seeks to identify the rate-limiting step in a system, focusing mainly on
removing the bottleneck.

It will be the decision of the company, and it needs to use one of the listed models, but regardless
of the chosen one, the new framework has to be adopted to improve the management and the results of
the company.

CONCLUSION

After considering the scenario of several companies been analyzed, it has been seen a gap in quality
that needs to be covered. Most of them were centered on results, and not so much on how everything
is done. This philosophy could be valid in the past, but not now where changes happen so quickly and
where companies need to differentiate and stand out for being pioneers or early adopters of new tech-
nologies. The company’s gear must be a combination of people, costs, and quality, with the help and
work of the leader.

Thus, in this chapter, several factors have been taken into account for achieving high-quality, exclud-
ing product or service quality in detail. Quality encompasses all the company, and that must start from
the highest levels. Its participation is also fundamental throughout all the processes carried out. The
presence of the CEO in the quality meetings must be essential since without his support the attractive,
and possible repercussion of the quality department will blur and disappear when the problems and day-
to-day management engulf him. He will have to participate and decide, so he will have to work closely
with the quality management team.

With all the information shown, quality management must be considered in every task developed
in a company. To be a market leader and be seen as a model, quality has to govern the firm. To achieve
this goal, the firm must be supported by the CEO and the collaboration of all employees. All of them
must keep an eye on what happens around to study and anticipate adopting innovation that reports the
best benefit.

Quality cannot be achieved without the help of intellectual capital, one of the central values that a
company can have today. The search and retention of talent will be among the most significant challenges
that the company will face. It is more difficult nowadays to retain an employee than a client, it is a trend
that is already being seen, and that will increase in the coming years. Thus, firms, to be considered ac-
ceptable, must offer quality in products, services, and management of resources. The adoption of this
strategy is critical to stay in a highly competitive market and position itself as the industry leader.

This is the first step to build a framework, and the next step would be to define some good practices
to consider increasing benefits, not only for the company but also for society. It is a trend that companies
can help with its work to the well-being of the society because the environment nowadays is not local;
the scope of action is global. The framework has been built with this premise making it available and
useful for any company in all sectors. This study can be completed in the future with the definition of
good practices to follow in every process developed in the company.
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KEY TERMS AND DEFINITIONS

Connective Leadership: It is when a leader works as a facilitator between team members, helping
to work together and to create a collaborative environment.

Disruptive: A change that breaks with previous ideas and conventions, implying a significant shift
in enterprises to survive in the new environment.

Influencer: It is a person that uses social networks to give an opinion and who is considered by a
sector of the population as a reference to follow.

Intelligence of Things: It is the way to give any machine attributes of human beings, thanks to the
Al and connecting all among them.

Internet of Everything: The fact of considering that in the future, almost all devices will be con-
nected, so every machine will have the required technology to be more automatic and, in a certain way,
more intelligent.

Mentoring: A way of teaching an employee through the experience of another employee with an
extensive professional career and acquired knowledge for his expertise in a diverse group of projects,
departments, or companies.

Quality Circle: It consists of a group of employees who periodically dedicate part of their time to
find and implement the solutions to problems related to their work.

Resilience: It is the capacity that a company has to face any problem or difficulty and recover from
it quickly, minimizing the impacts.

Transformer CLO: They are formed by senior managers that help companies and employees to
thrive. They drive the main changes in a company, transforming their learning methods, forgetting old
ways of learning.
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ABSTRACT

Quality definitions have been altered with the transition of time, needs, and demands. But the vitality
has more or less been progressed to resolve the issue by compliance to standards approach for customer
satisfaction. With management routine getting complicated, attacks to managing quality in operational
areas are becoming unmanageable. For TOM to be victorious, all of the elements within the enterprise
must be conjointly engaged. While the critical factors are the basis for transformational preference to
produce a substantial advancement culture for consistent competitive advantage and be sustainable,
basically, the main objective of TOM is to generate an environment in which all the assets are used in-
geniously and effectively in order to provide quality service. TOM is a way of managing the efficiency,
viscidity, adaptability in general, and in the future would be to ensure entrepreneurial sustainability.
Hence adopting an exploratory approach, the aim of this chapter is to critically examine the underlying
principles of quality management for entrepreneurial sustainability.

INTRODUCTION

Quality definitions have been altered with the transition of time, modification of customer’s needs and
demands. But the vitality has more or less been progressed to resolve the issue, compliance to standards
for customer satisfaction. With management routine getting complicated, attacks to managing quality
in operational areas are becoming unmanageable. Enterprises and entrepreneurs which have victorious
outcome with TQM principles have customer and quality integrated into their overall corporate scheme as
any enterprise is a system of interconnected units. For TQM to be victorious, all of the elements within the
enterprise must be conjointly engaged. Some characteristics of TQM are considered to be fundamental:
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modification, customer preference, communication, consistent improvement, restorative measures, the
enterprise structure of network type in the process or case management, creativity, I'T, organizational
culture, team, and future orientation. While the critical factors are the basis for transformational preference
to produce a substantial advancement culture for consistent competitive advantage and be sustainable.
But basically, the main objective of TQM is to generate within the organization an environment in which
all the assets are used ingeniously and effectively in order to provide quality service the institution needs
to adapt in this fast-paced world. TQM is a way of managing the efficiency, viscidity, adaptability, and
aggressiveness of business in general and in future would be to ensure entrepreneurial sustainability.
Determining quality in entrepreneurial sustainability is a monumental exception considering the
underlying receiver is us, humans. It is the quality of entrepreneurial sustainability that shapes inces-
sant wealth and safety of both societies and their people. What is really the relevance of learning for
the evolution of brilliance and proficiency of a person that will lead to a progressive economy should
not be subverting. This has used a powerful scheme for the upgrading of higher entrepreneurial sus-
tainability in almost all countries all over the world. The higher learning system was proven effective
in producing remarkable professionals to rule the nation in the future. But then, quality improvement
is a constant process. Thus, perception on index rate and execution is necessarily precedent. In order
to enhance quality service, entrepreneurial sustainability al institution needs to know the necessities.
These necessities, must be understand the essence of the uniqueness. However, people foresee quality
variously specify that in order to give verdict to quality, and correspondingly improve quality, it is vital
to find out the characteristics of quality. Thus, it is crucial to determine the characteristics of quality for
the measurement of the entrepreneurial sustainability process. Hence adopting an analytical approach
the aim of this chapter is explore the quality management principles for entrepreneurial sustainability

LITERATURE REVIEW

TQM means handling of all the components of organization principles and procedures, patterns, ar-
rangement, and all those who are affected in any way with the quality of the product or service. The
main objective of TQM is to generate within the organization an environment in which all the assets
are used ingeniously and effectively in order to provide quality service the institution needs to adapt in
this fast paced world. TQM has been acquired as a management epitome by many organizations world-
wide. Quality movement started with quality improvement project at manufacturing companies. But
afterwards it dispersed to other service organizations including banking, insurance, nonprofit organiza-
tions, health care, government and entrepreneurial sustainability al institutions. TQM molds rooted on
imparting of prime instructors, more often than not, demands a number of rules such as cooperation,
top management leadership, customer focus, employee engagement, consistent advancement tool, train-
ings, etc. The higher entrepreneurial sustainability sector at both government and institution level has
been progressively introducing high quality management systems over the last two decades, the urge
for accurate quality measure and security methods has been increased boost swiftly. At the same time,
huge funds from governments makes it very crucial for those who handle entrepreneurial sustainability
to guarantee that entrepreneurial sustainability provided in schools, entrepreneurs and institutions of
learning will be fruitful. Furthermore, some other circumstantial demand called for more competent
and exceptional quality of learning where students are more creative and develop originality in thinking
rather than copy to develop by cut and paste method (Baporikar, 2019). These consist of developing sur-
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roundings in the figure of students; intensifying clash in higher entrepreneurial sustainability institutions,
intensive challenges to students, and more adaptable programs for both in undergraduate and graduate
level Nevertheless, the entrepreneurial sustainability sector is not completely comfortable with the TQM
method. Schools thought that TQM methods are not suitable for them having the fundamental concept
of “Customer Satisfaction” they felt uneasy with the thought of them just pleasing their students who
are their valuable customers. Alternatively, schools can use the quality method such as the European
Foundation for Quality Management (EFQM) excellence model, ISO 9000, Malcolm Baldrige National
Quality Award to boost-up the students’ performance. Even the most known service quality procedure,
SERVQUAL, is also used to calibrate the quality in the entrepreneurial sustainability context. Models
and concepts, such as EFQM, Singapore Quality Award (SQA), School Excellence Model (SEM) and
Malcolm Baldrige National Quality Award (MBNQA), are widely used to entrepreneurial sustainability
al institutions. These posers adopt the methodology of TQM which has been adjusted for the school
environment. Most schools and entrepreneurs recognize the welfare of these quality models, and com-
prehensive research has been done in this area to investigate the school performances in relation to the
quality management philosophy. This has led to a substantial deliberation within academic institutions
on the essence of such systems to higher entrepreneurial sustainability.

Antagonist aim on concerns about the parameters to academic freedoms, risk unenthusiastic processes
that may restrain diversity and the evolution of managerialism, or the bloom of administrative control,
when in fact advocates alluded the advantage of potent change management, constant progressive cycles,
higher academic standards, increased staff and students’ fulfillment and cutting edge planning . This
research aims to determine how quality is acknowledged by diverse groups of people, namely the stu-
dents, parents, faculty members and employers, regarding the effectiveness of TQM in Entrepreneurial
sustainability. The perception acquired from the study will configure the benchmarking with TQM
methods which will lead to focus the general principles of TQM.

Inan ongoing competition for the brightest minds and external funding, the motivation for entrepreneurs
to redesign business processes is often to reduce the administrative overhead and improve the services
delivered to students, industry partners, faculty and researchers. Entrepreneurs are increasingly working
systematically to improve business processes. Entrepreneurs are also increasingly showing interest in the
Lean Six Sigma method, which is a structured approach to process improvement. The Lean Six Sigma
program was launched in 2011 to systematically improve business process quality in administrative
procedures and provide staff members with a platform to initiate process improvements. To disburse
the knowledge of Lean Six Sigma within a short timeframe, the yellow belt and green belt training was
made available to staff members free of charge via the organizations learning and development depart-
ment. The Lean Six Sigma method was selected to ensure that team members had the necessary tools
and a structured method for changing administrative processes. The program has progressed to the point
where approximately 25 percent of the administrative staff has been trained on the method and improve-
ment projects are being executed across the organization. It is believed that the KAUST Lean Six Sigma
program is one of the largest Lean Six Sigma programs in higher entrepreneurial sustainability (HE) in
terms of trained staff. The purpose of this paper is to support other organizations contemplating a Lean Six
Sigma program by providing an overview of the sequence of activities in establishing a Lean Six Sigma
program from initiation to maturity and highlighting some of the challenges. This chapter deliberates
on the successful implementation of quality management principles for entrepreneurial sustainability.
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Understanding Total Quality Management

Definitions of quality has been altered with the transition of time, modification of customer’s needs and
demands. But the vitality has more or less been progressed to resolve the issue, compliance to standards
for customer satisfaction. With management routine getting complicated, attacks to managing quality in
operational areas are becoming unmanageable. Institutions which have victorious outcome with TQM
principles have customer and quality integrated in their corporate scheme any institution is a system
of interconnected units. For TQM to be victorious, all of the elements within the organization must
be conjointly engaged. Some characteristics of TQM are considered to be fundamental: modification,
customer preference, communication, consistent improvement, restorative measures, the organizational
structure of network type in the process or case management, creativity, IT, organizational culture,
team and future orientation. While the critical factors form the basis for transformational preference
to produce a substantial advancement culture for consistent competitive advantage. But basically, the
main objective of TQM is to generate within the organization an environment in which all the assets
are used ingeniously and effectively in order to provide quality service the institution needs to adapt in
this fast paced world. TQM is a way of managing to amend the efficiency, viscidity, adaptability and
aggressiveness of a business in general. As specified by British Standard Institution, TQM is compose
of a “management doctrine and company patterns which intent to rein the human and material resources
of an organization in the most efficient way to attain the goal of the organization”.

Significance of Total Quality Management

In an aggressive environment, organizations are compelled to develop and apply methods within global
context. TQM has been distinguished as a management doctrine and a belief that has support many
organizations progress towards reaching splendid businesses. TQM aids in making a culture of trust,
cooperation, teamwork, quality-mindedness, eagerness for consistent advancement, continuous learning
and eventually, a working environment that imparts to a firm’s success and existence. TQM is the pro-
cess of modifying the essential culture of an organization and channeling it towards superior product or
service quality. It also focuses on customer satisfaction through a concept of “continuous improvement”
that will lead to joyous victory. As a general management TQM is identified as philosophy and a set of
instruments which grants an institution to follow an outline of quality and a way for achieving quality,
with quality being a consistent development determined by customers’ satisfaction with the services
they have experience . TQM has been greatly acknowledged and victoriously applied in many small and
large organizations, providing them the advantage in international as well as local competence through
the creation of high quality products or service to fulfill the customers demand. They also proved that
TQM in supply chain is significant to ameliorate key elements such as quality, delivery and lead-time.
Besides it also showed that the firms with human resources that concentrate in TQM methods can raise
employee satisfaction. The striking improvements in employee satisfaction resulted to a higher level of
customer’s devotion.

Advantages and Disadvantages of TQM Strategies

According to Kelchner (2008), TQM is a system of constant development that includes all workers
from top management down to production line workers. The focal point of the program is to upgrade
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customer service and lessen waste in business. Quality development team use problem-solving methods
and research to be knowledgeable and decrease weaknesses in the company or institution. But of course
in every system or program there would always be advantages and disadvantage. In case of TQM strate-
gies it is as below.

Making disruption: To execute TQM system in institutions, there is a need for comprehensive training
of employees at all levels. The employee training compose of information in problem solving techniques
and the tools to appraise a procedures and verify deficiency such as statistical process control, Pareto
diagrams and brainstorming techniques. During the initial training period, productivity can drop. Com-
munication for quality developing teams also takes workers away from their duties, which also lessens
productivity. While the development do weaken lead time, eliminate waste and improve productivity,
the beginning stages of implementing TQM in an organization can weaken the worker productivity.

Lower creation cost: TQM program eradicate defects and waste, which lessen production costs in a
business. As team members assemble to recognize faults and issues are spotted and sorted quicker than
when ousting weaknesses in the business, the company continues to enjoy lessen costs and higher profit.
Quality development teams can remove defects (zero defects), lessen lead time and verify redundancies
in the production process that can significantly add to the profit the company earns.

Employee resistance: TQM demands revision in mindset, character and techniques for exhibiting
their jobs. When management does not efficiently convey the team approach of TQM, workers may
become doubtful, which leads to employee resistance. When workers resist the program, it can decrease
employee confidence and productivity for the business. TQM uses small accumulative developments to
progress the business forward. It can take years for a company to adore the advantage of the program.

Employee participation: Once workers figure out their attendance and cooperation in TQM is vital
to its victory, self-confidence and productivity increase. Workers become advocates through cooperation
on quality improvement teams. Businesses can increase morale further by acknowledging developing
teams that make significant improvement in the production procedure to lessen or eliminate waste.

Critical Success Factors

There are numerous substantial matters that capture your concentration in business that it’s often dif-
ficult to identify the things that really matter for success. What’s more, it can be insanely challenging
to get everyone in the team driving in the same path and targeting on the true essentials. That’s where
Critical Success Factors (CSF) comes into the rescue. CSF are the vital areas of exercise that must be
carried out well if you are to accomplish the goal, target or aim for your business or project. By being
aware of your CSF, you can establish a probable point of attribute to guide you handle and evaluate the
progress of your business or project. As a trivial point of reference, CSF assists the team to learn exactly
the crucial part of the business or project. In this manner, it aims to motivate the people to execute their
own job in the right context and climb up on the same goal. Forster & Rockart (1989), defines CSF as
the definite number of areas in which outcome, if they are sufficient, will guarantee a prosperous com-
petitive action for the organization. They are the few important areas where things must head the right
way for the business to prosper. If outcome in these areas are not sufficient, the organization’s work
for the time being will be less than expected. He also derived that CSF are field of activity that should
acquire consistent and precise treatment from management. Direct engagement of higher management
grants all agreements to be made expeditiously and safeguarding TQM journey. Top managements
advocacy is vital to confirm the availability of detailed actions. The activities can be taken to organize
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the divisional top management and quality policy, provide a quality management structure, captivate a
whole staff, publicize information on quality, process management operating quality and systematize the
day of quality. The management is dedicated to be constantly mindful of required development. Amidst
the obligation that should to be emphasized is to restore and amend key components of the organiza-
tion, create fundamental development in the organization, formulate a new job specification, settling
struggles to be faced, to guarantee the cooperation of members and create an adequate plan to upgrade
the administration of an organization. In order to publicize quality strategy across the organization, top
management should create an organizational atmosphere that centralizes on constant development. Their
dedication advocates the creation of precise and discernible quality values, along with a management
system to facilitate all activities of the company towards quality excellence. Critical Success Factors
are vigorously associated to the mission and critical goals of business or project. Whereas the mission
and goals concentrate on the objectives and what is to be attained, Critical Success Factors eyed on the
most essential areas and get to the very center of both what is to be attain and how you will achieve it.

Sustainability Frames

“There is some truth in the criticism that [sustainable development] has come to mean whatever suits
the particular advocacy of the individual concerned. This is not surprising. It is difficult to be against
‘sustainable development’. It sounds like something we should all approve of, like ‘motherhood and
apple pie’” (Pearce, Markandya & Barbier, 2013). As put in a nutshell in the introductory quotation,
sustainability is that magic word of consensus (Worster, 1993), which has many faces and shapes. The
popularity of the notion and underlying concept of sustainability as well as sustainable development in
politics, media, economy and science is based on the fact that it has positive connotations and radiates
moral legitimacy (Grabe, 2010). For this reason, it seems natural that “confusion about sustainable
development arises as people use the same words to mean a wide divergence of views on the goals,
routes and the methods of moving towards sustainable development” (Hopwood, Mellor & O’Brien,
2005). Sustainability is therefore considered to be a “fuzzy, controversially interpreted principle®, with
a plurality of connotations that cannot be homogenized (Brand & Jochum, 2000).

The reasons for engaging in sustainability are usually presented in the literature using three frames
that are often looked at independently. Figure 1 shows the frames of sustainability followed by a brief
discussion.
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Figure 1. Sustainability Frames
Source: Self-Developed

Cost Competitiveness

Societal Legitimization

Lifestyle-value Drivers

Cost reduction competitiveness that cost competitiveness has been the most referenced frame (Carroll
and Shabana, 2010; Revell and Blackburn, 2007). It explains enterprises taking sustainability actions
that accrue a direct operational and internal benefit and is related with the traditional resource-based
interpretation of the enterprise suggesting that enterprises will undertake sustainability actions that can
provide a competitive advantage, based on cost reduction, differentiation or other economic elements. It
has a direct association with literature trying to justify the introduction of responsibility in terms of its
relationship with financial performance and it has been especially useful to analyze great enterprises’
behaviours.

Going beyond purely economic reasons, a second frame (Brgnn and Vidaver-Cohen, 2009; Garay and
Font, 2012) that has been usually used to understand pro-sustainability motivations can be called societal
legitimization, and presents enterprises taking sustainability actions visible or expected by others. In the
traditional business case, analyzing big enterprises this has been interpreted through stakeholders’ theory
but for educational institutions this needed to be interpreted from social capital literature.

Finally, and considering the particular nature of education ownership and management, literature
highlights another frame beyond (but still including) the expectation of economic gain and associated
with the values and lifestyle of their owners. This third frame (Ateljevic and Doorne, 2000; Shaw and
Williams, 2011), that we have called lifestyle-value drivers differs from these first two frames in explain-
ing pro-sustainability behaviours because of personal choices and habit and sometimes is presented in
conflict with an exclusive pursuit of economic gain.

Sustainability overall, however, can be explained this way because most enterprises competing in the
same market do not see it as a strategic opportunity for competitiveness (Bonilla-Priego et al., 2011). It
is possible for successful enterprises to be copied by other more commercial enterprises in a way that
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would suggest the resource-based view of the enterprise applies to sustainable tourism (Ateljevic and
Doorne, 2000).

TOTAL QUALITY MANAGEMENT IN ENTREPRENEURIAL SUSTAINABILITY

Entrepreneurial sustainability plays a vital part in a person’s achievement, apart from inborn talent.
Entrepreneurial sustainability will mold and guide a person to be what they want to be. Of course, if
discussing entrepreneurial sustainability, teachers will play a very important role. Teacher has many
responsibilities not only to the students but also to the society. Now in the 21st century, a time when
technology is at its peak, entrepreneurial sustainability faced a deep challenge to adopt on fast paced
world. Changes in global entrepreneurial sustainability at settings have compelled the institutions of
higher learning to revolutionize its activity (Baporikar, 2020b, 2019, 2017).

The aggressive business environment leads the collaborator of the entrepreneurial sustainability al
sector to require for more dependable, ingenious, and multi-skilled & knowledgeable work force. These
have imposed the higher entrepreneurial sustainability institutions to be more interested on quality entre-
preneurial sustainability system, which consists of observations of students, instructors, administrative
staff, physical facilities and procedures. The procedures compose of teaching, learning, and administra-
tion. While, output consist of examination outcome, employment, profit, and satisfaction, because of an
open competition, students are now turning more to customers as well as consumers and anticipate to
pay an increasing due of entrepreneurial sustainability cost. This resulted to competition causing gen-
erating different programmers for different student groups. The abstract issues consider whether TQM
in higher entrepreneurial sustainability should be people or problem adjustments, trouble in presenting
the implementation and acceptance of TQM in higher entrepreneurial sustainability institutions, which
have not accepted dogma of TQM, group versus single preference towards TQM, and sustaining the
range of invention amongst others.

Thus, TQM is a philosophy and system for continuously improving the services and/or products
offered to customers. Now that the technologies of transportation and communication have substituted
national economic systems with a global economy, nations and businesses that do not implement TQM
can become globally non-competitive quickly. This matter towards non-competitiveness can be prevented
if societies are trained to become TQM advocates.

Therefore, the possible advantages of TQM in entrepreneurial sustainability at institutions are very
clear like:

e  TQM will support entrepreneurial sustainability al institutions to create an upgraded service to its
customers namely the students and employers.

e  The consistent improvement focus of TQM is an essential component for satisfying the account-
ability essential to entrepreneurial sustainability al reform.

e  Executing a no-fear TQM system offers more exciting challenge to students and teacher to em-
power teamwork and cooperation with one another. In that way, each observation can be utilized
to help each other for better advancement

There are three generic approaches to TQM in higher entrepreneurial sustainability. First, there is a
customer focus where the ideas of services to student are supported through staff coaching and develop-
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ment, which encouraged student’s preference and self-reliance. The second approach is staff focus which
pertains to appraise and heighten the share of all members of staff to the potency of an institution’s
procedure, to the setting of rules and priorities. This implies a blandish management structure and the
acceptance of obligation for action determined by working groups. The third approach focuses on service
agreement positions and attempt to guarantee compliance to stipulation at sealed access measurable
degree of the entrepreneurial sustainability al procedures. Evaluation of assignments by faculty within
a period of time is an example implies that customer authorization in entrepreneurial sustainability de-
mands outstanding input from students as well as from business industry that will eventually hire them
and this in term will contour entrepreneurial sustainability efficiently and extinguish any shadow of the
esoteric academic “ivory tower” that is present in business school coursework (Baporikar, 2017). It was
urged that top leadership is the way to any TQM platform and the compelling force behind success and
failure. The TQM platform must be accepted and not pushed on the employees. Right communication,
proper entrepreneurial sustainability using benchmarking, and explore TQM doctrines and program can
raise the success rate.

While Gregory, propose four dimensions of institutional leaderships symbolic, political, managerial
and academic in his example of administered leadership for successful change in higher entrepreneurial
sustainability institutions. Owen states that “Total and continuous quality development is viewed as a
journey which has no real beginning or ending”. Thus, it is a constant endeavor for the management to
sustain a criterion in the institutions. TQM is a managerial instrument to resolve the issues associated to
services as well as tactics in the academic industry and it can conform to the standard the entrepreneurial
sustainability industry. The accentuate of quality maintenance in higher entrepreneurial sustainability
has increased as the numbers of students are climbing up and at the same rate, their anticipation are
getting high, as they have to settle the tuition fee, so they looking forward for a suitable result (Becket &
Brookes, 2005). Meanwhile, Ormiston & Seymour (2011) clearly defined the kinds of quality for social
entrepreneurial enterprises which can be generally applied to achieve higher entrepreneurial sustain-
ability in institutions.

TQM method is viewed as suave beginning of Quality procedures. The key notes in here is to make
sure to have the higher management be committed and so that it will be properly initiated and implemented
in the institutions quality policy. Though it demands quality time and effort to train and communicate it
with the team members it is truly essential, for the implementation of quality procedures and affiliated
measures to be successful. Execution of thorough risk analysis and mitigation while contingency plans
are established and everything is well documented. Of course, administering of training plan should be
as seamless as possible.

Superior quality management methods guides in reducing struggles of the modification that is being
introduced. Therefore, if TQM techniques are well facilitated and thoroughly implemented, while the
basic principles and practices are accepted and executed, TQM methods will be a great help to have a
successful development in upgrading the quality of entrepreneurial sustainability institutions provide
to make their students be more competent and competitive globally to face our fast progressing world.

Lean Six Sigma in Entrepreneurial Sustainability
While lean six sigma originated in manufacturing, the method has proven its merits in transactional

environments as well. Some of the first organizations to apply lean six sigma to improve administra-
tive processes where the same manufacturing companies who had successfully applied the method in
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manufacturing. Over time a number of public sector organizations established noteworthy lean six sigma
programs such as the US army city of Fort Wayne. While entrepreneurs have been under pressure to
deliver measurable results due to increased reporting demands and increased competition for funding,
higher entrepreneurial sustainability institutions have been slow in adopting lean six sigma. From the
practitioners’ perspective, the reasons for the slow adoption of lean six sigma include the decentralized
nature of traditional entrepreneurs and no direct linkage to the core business of research and entrepre-
neurial sustainability. Entrepreneurs are by any standards complex organizations, consuming significant
resources. Being complex organizations, there are thousands of business processes facilitating the primary
functions and if those processes are streamlined, then efforts can be focused on the primary functions
of research, innovation and entrepreneurial sustainability. According to Antony (2014), there are many
HEs which have started with lean to improve process efficiency; such as St Andrews University, Cardiff
University, Connecticut State University, MIT and more. He also stated that lean six sigma deployment
has appeared in a low number of he institutes so far. This could be due to the view that lean six sigma is
only applicable in the manufacturing sector and it is not applicable for the he sector. However, improving
the entrepreneurial sustainability system can be done in the same way as any other industry, including
academic and non-academic processes. this is evident from the benefits gained in some HEs as reported
by Simons (2013) and Antony (2014), including increases in student satisfaction, providing HEs with
problem solving templates, changing the institution’s culture, identifying and reducing hidden costs,
tackling process efficiency problems, establishing measures and so on. On the other hand, according
to Antony, Krishan, Cullen & Kumar, 2012), some challenges of lean six sigma deployment in HE are:

1. the application of terminologies, tools and techniques from manufacturing and service organiza-
tions to HEs;

improving processes in isolation instead of designing them from a system perspective;

lack of awareness about customers types and needs; and

lack of communication, management commitment, visionary leadership, process

thinking, resources (financial, technical and physical)

Nk

For successful lean six sigma implementation, it is critical for any HE to understand its readiness
level, before starting any deployment. typically the group of decision makers is wider in HE’s, compared
to commercial organization, hence making stakeholder management, communication and change man-
agement essential to the successful completion of projects. When the HE is ready for the deployment,
it should customize its lean six sigma roadmap to guide the deployment process. It is also important to
select the best projects in order to give the best return to the organization.

Tools Used in LSS

The LSS methodology offers a long list of tools, including but not limited to. Business Process Mapping,
VSM, SPC charts, SIPOC, 5S, Voice of the Customer Translation Matrix, Operational Definitions, sigma
calculations, FMEA, CTQ’s, Gauge R&R, scatter plots, house of quality, Affinity Diagram, 5s, 5 whys,
A3 report an error-proofing. Selecting the appropriate tools for analyzing and improving process is criti-
cal to the successful completion of the projects. Not all of the individual tools are applied in every single
project, and one of the project leader’s responsibilities is to select the tools appropriate to the project
in hand, with the coaching of the master black belt. Looking beyond the fundamental project tools of
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organizational diagrams and project charters, the survey shows a bias toward the Lean tools supported
by basic data monitoring tools, which can be attributed to the developing experience of the belts as well
as the balanced complexity of the projects selected at the start-up of the program, where the selected
projects primarily been addressing process defects rather than process optimization. While the Lean tools
were frequently applied, it was apriority from the organization that the projects were data-driven, hence
the common usage of SPC charts. As the LSS program matures and projects become increasing complex
it is expected that the master black belt and black belts will apply more advanced data analysis tools.
The application of more advanced tools will be a key to the maturing of the LSS program. If the belts in
the program do not build experience through the completion of multiple, increasingly complex projects,
there is a risk that the organization will not build the advanced capabilities required to systematically
improve complex and data-rich processes. As the skill set develops and the program takes on increas-
ingly complex projects it is expected that more of the advanced tools will be applied where applicable.

Figure 2. Factors Influencing Sustainability
Source: Adopted from Horbach, 2008.
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Implications of QM for Entrepreneurial Sustainability

In the era of knowledge economy, innovation and industrial policies are potentially useful tools to spur
growth, but the environmental impact will differ depending on the improvements achieved by innovative
firms. Environmental sustainability has brought new concerns and pressures to the firm’s innovative
activity. In this sense, we can distinguish between green innovation and non-green innovation. Green
innovation would imply that innovations in products, processes or business models lead the company to
higher levels of environmental sustainability (Triguero et al., 2013).

The importance of QM and networks and especially the public policy also plays an important role in
the adoption of environmental innovations (Popp et al., 2007). R&D subsidies are necessary to promote
the implementation of environmentally beneficial technologies (Kemp, 2000). Effectively, this financial
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dependence of green innovation to public subsidies has been confirmed by De Marchi (2012), Horbach
(2008). Figure 2 shows how various factors influence the sustainability in any organization.

Technology push factors are essential drivers of eco-innovations. Following the strategic manage-
ment literature, firm-internal conditions (resources) and strategies (capabilities) are the main drivers
of innovation. From the resource-based view, the competitive advantage of a firm lies primarily in the
use of a bundle of available resources at the firm-level (Rumelt, 1984). Physical, human and financial
resources trigger technology push. Corral (2002) also considers that innovation propensity depends on
the availability or the lack of resources and capacity to innovate by the firm. In this regard, knowledge
resources, human skills and provision and access to finance are essential drivers to green innovation.

Sustainability actions investigated have not shown a direct relationship with performance variables.
Further sustainability for any organization or institution can be a fad as they can be seen winning industry
awards, collecting sustainability certifications, highlighted in the academic literature, and are used to
set government funding and grants (Baporikar, 2018). However, there are more critical issue to propel
them by vested interests and reasons for engaging in sustainability, whether they are sufficiently differ-
ent to other respondents, and how representative they are of the total number of individuals engaging in
sustainability actions can be a matter of dispute.

Finally, it is worth reiterating that ethics and sustainability research is a value-laden topic. It is fully
expected that some of these pro-sustainability behaviours are the result of over-reporting to create a
positive impression; however it is item desirability that will play a stronger influence in self-reporting
socially desirable behaviour (Randall & Fernandes, 2013; Ramus & Steger, 2000).

For any constant development effort to be efficient, quality and reliable feedback accumulation is
necessary and vital in the assessment procedure of teaching & learning with the result distinctly character-
ized and evaluated. It includes procedures that ceaselessly accumulate, examine, and pursue on customer
information. TQM is one of the most efficient tools in the field of teaching & learning criterion in entre-
preneurial sustainability (Baporikar & Sony, 2020a). The dare is to assure each student will gain from
the teaching & learning procedure by imparting them adequate time, support, encouragement, resources
and chance to acquire and hit the set standard of excellence in entrepreneurial sustainability in a total
quality environment. Based on the empirical literature, it demands having the right characteristics and
forthcoming with the supreme target of constant endeavor to develop all field of entrusted obligation.
The triumph of institutions depends on their management techniques on how to determine, categorize,
examine, and succeed to the efficient approach. This study discloses that TQM will provide a superior
impact on the institutions objective and produce value in improving the economic value. Although the
enforcement of TQM brings comprehensive range of alteration in organization, there are deficiencies of
approval of this approach in various organizations. But due to deficient identified reason, many institutions
do not support TQM methods into their organization. Nevertheless, some organization and institutions
already embraced the advantages of TQM implementation on their organization.

CONCLUSION

Organizations will only understand the full advantage of TQM through successful consolidation of vari-
ous betterment activities, each of which focuses on the fundamental component of the TQM philosophy.
An organization contributes various common attribute or acquires usual elements of management, which
let them to recognize the real probability of TQM over a period of time (Baporikar & Sony, 2020a).
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Previous studies revealed that organization can improve their management of higher entrepreneurial
sustainability by emphasizing values regarding the importance of people, knowledge and continuous
improvement. That is also what TQM believes focusing on the right issue to be on the right track to
success. TQM convey issue resolution methods and consistent advancement opportunities, it is efficient
use to help institution acquire their highest return on investment.

Therefore institution embracing TQM philosophies as a component of their corporate scheme and
utilizing any model of Business Excellence for TQM Strategy execution will minimize the cost of its
execution and will provide a concrete foundation of necessary increased human function and capabili-
ties, contributive organizational society, best employment of all resources and better procedure. It will
alleviate the modification and improvement in an organization given that they will strictly implement
TQM methods which will enable them to move towards excellence. The LSS program managed to prove
its value to the organization by improving business processes and enabling the university to operate more
efficiently. The successful delivery of projects helped individuals and process owners to understand the
importance of LSS and also encouraged other process owners to undertake such projects in their respec-
tive areas. As a result, the frequency of project requests has increased, at both green belt and black belt
levels. Approximately 40 new projects have been initiated this year covering business processes across
the university in areas such as I'T, Human Resources and Finance. The journey toward structured, data-
driven process improvement has not been without challenges. The business process owners often express
quite natural impatience for a solution once a problem has been identified. Similarly there will often be
a push to rollout systems without having a detailed understanding of the improvements that are sought.
The LSS program will remain a cornerstone in providing staff members across the university with the
necessary tools, coaching and platform to improve their own business areas, as well as cross-organizational
processes. As the program matures, staff members will also be taking on increasingly complex projects
which will leverage more advanced statistical tools. To ensure that the process improvements withstand
the test of time, cementing the concept of process ownership within the organizations will be critical.

Additionally, and of particular importance, is the continued monitoring of process performance follow-
ing the completion of any improvement project. Process governance should also be established, including
periodic process reviews (Baporikar, 2016). The process owner must take responsibility for measuring
and continuously improving process performance. A key component in this will be the identification and
monitoring of key performance indicators. From a project delivery perspective, the objective is to reduce
the delivery time of a green belt project to between three and six months. This should be possible due to
increased knowledge and experience with LSS projects, and also setting it as an objective at the onset
of the projects. The program has provided a plethora of benefits, and on a program level, the systematic
registration of benefits will be improved by implementing a template for benefits registration inspired
by MSP. On a staff level, staff members have benefitted professionally from the training and completion
of projects. One of the forthcoming challenges will be to ensure that the belts continue to undertake
projects following the completion of their certification. In terms of areas, the target of the program is
to further improve the processes in Administration and Finance, as well as to extend its support to the
teams within the Academic and Research functions by providing training and support.
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KEY TERMS AND DEFINITIONS

Critical Success Factor (CSF): The vital areas of exercise that must be carried out well if you are
to accomplish the goal, target or aim.

Education: The act or process of imparting or acquiring general knowledge, developing the powers of
reasoning and judgment, and generally of preparing oneself or others intellectually for mature life; it also
refers to the act or process of imparting or acquiring particular knowledge or skills, as for a profession.

Entrepreneurial: Nature or character or personality to organize and manage any enterprise, usually
with considerable initiative and risk.

Principles: Are accepted or professed rule of action or conduct and include a fundamental, primary,
or general law or truth from which others are derived. They are guiding sense of the requirements and
obligations of right conduct and a determining characteristic of something essential.

Quality: Is an essential or distinctive characteristic, property, or attribute as belonging to or distin-
guishing a thing with respect to fineness, or grade of excellence.

Sustainability: The ability to be sustained, supported, upheld, or confirmed to support long-term
and the quality of not being harmful to the environment or depleting natural resources.

Value: Relative worth, merit, or importance and the worth of something in terms of the amount of
other things, for which it can be exchanged; to consider worthy of respect, excellence, usefulness, regard
or esteem highly.
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ABSTRACT

Continuous quality improvement (CQI) is an essential tool for those information technologies companies
(IT) that want to succeed in a competitive and disruptive market, achieving its goals and objectives,
obtaining benefits and increasing their market share, or even assuring clients loyalty. Changing the envi-
ronment and the global economy may affect the purposes of a company and, hence, in the success of the
market strategy carried out by the firm. A proper continuous quality improvement model or framework
can help a company to follow-up the quality level of products, projects, or services, identifying actions
to be developed to be able to have an agile and immediate response among competitors. In this way,
a company may be reinforced and may assure its survival in a changing and disruptive environment.

INTRODUCTION

This chapter aims to analyze the importance of quality management nowadays in companies in th