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Abstract 

The purpose of this study was to examine the relationship between continuous improvement and 

performance of Deposit Money Banks in Port Harcourt. The study adopted a cross sectional survey 

research design. Primary data was collated using self- administered questionnaire. The 

population for the study was 750 staff of deposit money banks operating in Port Harcourt, Rivers 

State, Nigeria. A sample size of 260 was determined using the Taro Yamen sample size formula. 

The hypotheses were tested using the Spearman Rank Order Correlation with the aid of the 

Statistical Package for the Social Sciences version 23.0 Cronbach Alpha Coefficient was used to 

test the consistency of the items on the research instrument. The study found out that there is a 

significant relationship between continuous improvement and performance of Deposit Money 

Banks in Port Harcourt. The study recommends that banks are encourage to employ more 

employees especially cashiers to solve the problem of long queue in the banking hall.  
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INTRODUCTION 

Due to intense competitiveness and multiple market sectors, there has been strict policies and 

measures to ascertain no re-invention of the wheel (Tangram, 2005). Continuous improvement 

does not assume the end of a process rather it engages on ongoing process that are real and viable, 

it has a viewpoint that procedures, methods developments need to be progressively, assessed, and 

improvements effected (Bhuiyan & Baghel, 2005). Today, continuous improvement plays a vital 

role in day-to-day strict schedules as it emphasizes on the customer, flexibility and quality in order 

to survive competition. It also helps the organization to anticipate what will delight their customers 

in the future (Zangwell & Kantor, 1998). The skills provided by continuous improvement include 

waste elimination, identification of process problem areas and improvement through the focus on 

what and how attention to detail and customer focus (Ndlovu, 2008). 

Continuous improvement being a quality philosophy system has been anchored with Resource 

based view (RBV) theory and system theory. The shared aims between continuous improvement 

and RBV has been surrounded in the belief that surviving organization will use resources and 

capability in a cost effective way, as they are limited (Attaran & Attaran, 2004). The relevance of 

the theory with continuous improvement is that for positive effects organizations have to 

constantly conform and align itself to the changing environment. According to Oakland (2003), 
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organization system is influenced by variables in the environment, which in this case are factors 

like management commitment, people involvement training, resources and infrastructure and other 

moderating variables it is therefore important for organization to operate in an open system for 

visibility purposes. 

The measurement of performance is very vital for effective management in any organization 

(Demirbag, Tekinus & Zaim, 2006). Deming (1986) argued that improvement of any process 

cannot be done without measuring its outcomes. Therefore, the organizational performance 

improvement needs some measurements to determine the extent of effectiveness of organizational 

resources on business performance (Gadenne & Sharma, 2002; Madu, Kuei,& Winokur, 1996). 

Kanji & Sa (2007) pointed out that the first condition to enhance performance and achieve 

organizational excellence is to develop and implement a performance measurement system. In 

today's changing business environment, organizations require to evaluate their external and 

internal environment for opportunities and challenges in order to remain competitive and sustain 

their growth (Ramlall, 2002). In such environment, organizations in order for them to grow and 

survive have to seek excellence by leading the innovation. In addition, organizations either in 

private or public sector are seeking to improve their performance and achieve competitive 

advantage over competitors, however how this performance can be enhanced and what strategies 

that should be implemented towards that, is still the issue that needs to be further investigated. 

Performance of public and private sectors is different according to their goals and core businesses. 

While private sector intends to achieve profit through satisfying their customers; public sector 

intends to achieve quality, customer satisfaction, and good performance. The main goal of any 

public organization is to satisfy the needs of its society within available budget and ability 

(Dewhurst, Martinez-Lorente, & Dale, 1999). However, public organizations have different 

intangible goals and objectives in nature than those of the private organizations (Cinca, Molinero, 

& Queiroz, 2003). Over time, tradition has it that financial indicators were used to measured 

organizational performance. However, there are shortcomings involved in this process.  Demirbag 

et al. (2006) thus suggested that, to overcome these shortcomings, non-financial indicators should 

also be included to the traditional measuring systems. Reasons adduced to this is because of the 

changing business environment which organizations require to evaluate their external and internal 

environment for opportunities and challenges in order to remain competitive and sustain their 

growth (Ramlall, 2002).  Various plans have emerged on how organizations strategize so as to 

achieve optimal organizational goal and objectives and to remain competitive. Generally, Total 

Quality Management (TQM), Enterprise Resource Planning (ERP) systems, and Entrepreneurial 

Orientation (EO) are among the most important strategies that enhance organization’s positioning 

in the market. TQM has been considered as one of the most commonly important management 

philosophy. It is a modern term however its historical roots go back a long time (McAdam, 2000).  

According to Khamalah and Lingaraj (2007) quality is a prerequisite for any firm and business to 

survive and delight its customers. TQM is an integrated management philosophy that is aimed at 

continuous improvement of quality and to achieve customer satisfaction (Karuppusami and 

Gandinathan, 2006). TQM is a source of competitive advantage (Douglas and Judge, 2001; 

Hackman & Wageman, 1995; Powel, 1995). In addition, there was much more effort in the past 

two decades in understanding the TQM practices that leads to high quality and the whole business 

performance (Feng, Prajogo, Tan, & Sohal, 2006). Also, while TQM has been discussed and 

applied to theory and practice in the Western and Eastern world, (Europe and Asia) work setting 
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and organization, much is still left undone in the Nigerian setting specifically in the Nigerian 

banking sector. More so, with the changes, innovations and need for performance being required 

of Nigerian banks, the role of TQM in this regard cannot be over-emphasized. While there is an 

inconclusive link on the relationship between TQM and organizational performance (Firm 

competitiveness), gaps also do exist in literature and practice.  

LITERATURE REVIEW 

Underpinning Theory  

Resource-Based View Theory  
In the strategic management literature, the resource-based view of the firm (RBV) has been 

considered as one of the most growing research area in the last few decades (Galbreath, 2005). 

The theory of RBV was first introduced by Wernerfelt (1984) where he argued that the internal 

resources can determine the organizational success. These resources can be either intangible or 

tangible assets (Collis, 1994), or capabilities such as accumulated skills and knowledge (Teece, 

Pisano, &Shuen, 1997). The RBV conceptualizes the firm as a set of resources, where many 

resources differ in their importance in creating an added value for a firm (Barney, 1991). In 

addition, he argued that the firm‘s resources are the firm‘s reputation employees‘, knowledge and 

skills, brand names, and the capital equipment. Moreover, he pointed out that the firm‘s resources 

are the most important factors for achieving sustainable competitive advantage. Therefore, the 

main competitive advantage‘s sources to accomplish superior performance are rare, valuable, and 

incomparable resources of the firm. These types of resources are considered as the intangible 

strategic resources of the firm (Barney, 1991, 2002). Additionally, the RBV theory underlines on 

the match between the organizational capabilities and the available opportunities. Therefore, the 

mechanism of RBV is to take into account the full use of available resources in the firm to build 

the core competencies for obtaining and sustaining competitive advantage (Makadok, 2001). As a 

result of that, competitors will face difficulties to achieve the same level of competitive advantage 

if the firm considers different factors such as the internal organizational strategies, access to useful 

information resources, and human capabilities. (Barney, 1986; Russo &Fouts, 1997). Therefore, 

organizations should establish the link between internal capabilities and external environment to 

achieve the desired competitive strategic situation. 

The impact of RBV on the competitive advantage of the firm can be noticed from the angle that 

the RBV focuses on the importance of resources in sustaining and originating competitive 

advantage of the organization, thus, it should improve the mechanism of selecting the resources 

with great potential value (Makadok, 2001). Additionally, the internal and external environment 

should be aware by the organization to have the capability of planning and designing the most 

effective and suitable action plans (Barney, 1986). Moreover, the capabilities of the organization 

can increase the importance of the available resources and help in the effective use of these 

resources (Prahalad & Hamel, 1990). In particular, the objective of this study is to examine the 

effect and the relation between TQM, on the organizational performance. While reviewing 

comprehensively the literature, the variables applied in this study have been underpinned 

theoretically by the RBV. As an example, TQM has been considered as one of the main resources 

of competitive advantage (Abdi, Awan, &Bhatty, 2008; Reed et al., 2000; Escrig-Tena, 2004). 

In summary, the above mentioned arguments revealed that the variables used in this study could 

be considered as sources of the organizational competitive advantages and increase performance, 

therefore, justifies the use of RBV as one of the underpinning theories in this study. 
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Continuous Improvement  

Continuous improvement is the main aim and philosophy behind TQM implementation beside 

customers‘ satisifaction. It refers to desire for continuing improving all aspect in the organization 

and searching for never ending improvement to have better methods for improving all processes 

including inputs and outputs (Burli, Kotturshettar, &Dalmia, 2012). By improving organizational 

processes, organizations will be able to generate innovation, improve internal and external 

processes, meet customers ‘expectations, and create precious value to all stakeholders. TQM 

literature indicated the positive relationship between continuous improvement and organizational 

performance and excellence in the organization (Anderson et al., 1994; Christos et al., 2010; Flynn 

et al., 1995), and long-term competitive advantages (Yusuf et al., 2007). 

 

Organizational Performance 

In the literature of organizational and humanity researches, there is a great abundant research that 

focus on organizational performance. The reason behind that is the significance of organizational 

performance in developing organizations and the implication of these studies on organizational 

competitiveness and effectiveness. Additionally, in the literature of organizational studies, a great 

deal of attention has been paid to examine the determinants of the organizational performance. 

That is because of the importance of the subject in reflecting the path of development for any 

organization, and because of the implications of these studies on organizational effectiveness and 

competitiveness. Combs, et al (2005) pointed out that in management literature, it has been well 

known that organizational performance is considered as one of the most important constructs in 

the field of organizational studies and strategic management. Therefore, in the last few years, both 

practitioners and academics conducted abundant research work on organizational performance to 

understand the processes, antecedents, and other things that enhance the outcomes of the 

organizations (Jing & Avery, 2008). 

 

In the global context, the competition has been significantly increasing in quantity and quality. 

However, the new generation of customer has become very critical about the quality of products 

and services. This new environment in which the customers and their changing demands have 

become the center of attention, which forced the organizations to adopt innovative strategies and 

maintain high level of quality standards to ensure their presence in the global market place. Due 

to what has been mentioned earlier, the adoption of TQM practices has become the crux of 

attention for scholars in the organizational studies field. 

 

Additionally, this bulk of research as posited by Jing and Avery (2008) was driven by the practical 

importance of the organizational performance concept that comes from top managers who are 

always concerned about the long term success and competitiveness of their organizations 

(Finkelstein & Hambrick, 1996). To this end, the main objective of organizations in the service 

sector is to provide customers with products and services that meet their needs and satisfy their 

desires (Al-Marri et al., 2007). Therefore, many researchers have extended their works to explore 

the determinants of effective performance in the service sector. 

In today’s changing and competitive business environment, it has been widely emphasized that 

measuring organizational performance is very important to evaluate the success of organizational 

strategy direction (Neely, 1999). Moreover, it is impossible to improve a business entity without 

measuring its current situation. However, although there has been an extensive research work 
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conducted in the literature regarding organizational performance, there is no universal agreement 

among scholars on how organizational performance should be defined (Ford & Schellenberg, 

1982; Johannessen, Olaisen, & Olsen, 1999).  

Responding to the need to explain the term, Antony and Bhattacharyya (2010) defined the 

organizational performance as the measure that is used to evaluate and assess the success of an 

organization to create and deliver the value to its external as well as internal customers. 

 

Measures of Organizational Performance  
Performance measurement is very important for more effective management in any organization 

(Demirbag et al., 2006). In addition, Pongatichat & Johnston (2008) pointed out that performance 

measurement is considered an important aspect of management. Kanji and Sa (2006) argued that 

performance measurement has a significant communication role that makes people aware of what 

measurements needed to improve the overall organizational performance. They added that the 

main goal of performance measurement can be synthesized to check the progress towards the 

desired goal through identifying improvement opportunities, achieving organizational alignment 

and goal congruence, enhancing accountability, driving future resource allocation decisions, 

communicating to each individual to contribute to the entire strategy and encouraging certain 

attitudes and behaviors. In relation to that, Kanji (2002) focus on four areas for measuring 

performance, they are achieve process excellence, maximize stakeholder value, delight customer, 

and improve organizational learning. 

 

According to Deming (1986), improvement of something cannot be done without measuring it. 

Therefore, improving of organizational performance needs some measurements to determine the 

extent of effectiveness of organizational recourses on business performance (Gadenne& Sharma, 

2002; Maduet al., 1996). In tradition, organizational performance is usually measured by financial 

measurement indicators that have some shortcomings, however, to overcome these shortcomings 

some authors added non-financial indicators to the traditional measuring systems (Demirbag  et 

al, 2006).  

 

In the context of performance measurement and benchmarking, Dawkins, Feeny, & Harris (2007); 

Debnath& Shankar (2008) argued that benchmarking is considered as an instrument to the process 

of organizational performance improvement. Therefore, Longenecker & Fink (2001) concluded 

that organizations those fail to practice benchmarking as an integral part of their process of 

performance measurement will result low expected performance improvement and high 

dissatisfaction and turnover among employees. In the same stream of research, Neely et al. (2005) 

defined performance measurement system as the group of metrics that used to quantify actions 

both effectiveness and efficiency. These metrics can support the decision making process by 

gathering, monitoring, and analyzing information related to performance (Garengo & Bititci, 

2007). Moreover, this information helps organizations to effectively plan, manage, control, and 

perform the processes and their activities in organizations. 

As has been mentioned earlier, that performance measurement traditionally depends and focuses 

on financial measures and indicators such as profit, debt, sales turnover, and return on investment. 

However, these financial measures are not enough to face today's business competitive 

environment. Therefore, other measures should be included and practiced such as non-financial 

measures. Johnson (1983) & Kaplan (1984) proved that financial measures are not efficient in 
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measuring performance in a competitive business environment. However, a financial measure like 

profit is the most important driver of business, but it cannot reflect the ability and capability of the 

organization to maintain a profit organization in the future (Bruns, 1998). On the other hand, non-

financial performance measures including creating value to stakeholders like employees, society, 

and customers are in focus because they are expected to include predictors of financial 

performance in the future (Kristensen &Westlund, 2004). In addition, they pointed out that 

including and implementing financial and non-financial performance is called organizational or 

business excellence. It has been concluded by Kristensen & Westlund (2004) that in today's 

business community non-financial performance measurement must be significantly improved. 

Nowadays, there are different systems used by organizations to measure and evaluate 

organizational performance such as Performance Prism and Balanced Scorecard. The Performance 

Prism was created by Neely and Adams in 2000. According to Neely & Adams (2002), in the 

structure of Performance Prism, the core of searching for success in organizations is stakeholder 

satisfaction. Moreover, Performance Prism considers vendors, employees, intermediaries, 

community, and regulatory authorities. Therefore the results are much more realistic and correct 

for business leadership (Adams & Neely, 2006). Similarly, the most popular model in measuring 

organizational performance was created by Kaplan & Norton (1992) that was called Balanced 

Scorecard (BSC). BSC assesses the performance of organizations from different perspectives 

namely, customer perspectives and innovation, financial perspectives, internal business 

perspectives, and learning perspectives.  

In literature of performance measurements, many studies suggested a link between the 

implementation of BSC and improved organizational performance. For example, Malina &Selto 

(2001) in their attempt to investigate the BSC implementation implication on financial 

performance, they supported the assumption of the existed or indirect relationship between 

financial performance and BSC implementation. Similarly, Hoque & James (2000) examined the 

effect of BSC implementation on organizational performance, and their results approved the 

successfulness implementing BSC which ultimately to superior performance. To this end, 

improvement of any process can be improved without measuring the results that represents the 

outcomes (Deming, 1986). Therefore, measurement tools needed to know to what extent the 

organization achieve its objectives in terms of performance. 

 

Continuous Improvement and Organizational Performance 
Continuous improvement is one of the main aim and philosophy behind TQM implementation 

beside customers’ satisfaction. It refers to desire for continuous improving all aspect of the 

organization and searching for never ending improvement to have better methods to  improve all 

processes including inputs and outputs (Burli, et al 2012). By improving organizational processes, 

organizations will be able to generate innovation, improve internal and external processes, meet 

customers’ expectations, and create precious value to all stakeholders. Five authors in the TQM 

literature indicated that there is a positive relationship between continuous improvement and 

organizational performance (Anderson et al., 1994; Christos et al., 2010; Flynn et al., 1995) and 

long-term competitive advantages (Yusuf et al., 2007).Continuous improvement in organization is 

enhanced through IT increasing the depth of hierarchies by reducing the delays and distortions 

introduced, by the movement of information through the organization levels. IT as an enabling 

mechanism enriched job satisfaction. The result of this is not necessarily higher productivity but it 
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is expected that performance, employee initiative and flexibility will increase with improvement in 

the use of IT in TQM implementation. 

 

Improving all processes in the organization enhanced performance, generates innovation, and 

improves internal and external processes, meet customer expectations and value for stakeholders. 

It creates room for better methods to improve organizational processes in inputs and outputs. 

Information technology and others made it easier to computerise the system and employees trained 

to acquired skills to man the system effectively. Employees have sense of belonging, involvement 

in the processes, thus promoting performance and competitiveness 

From the foregoing discussion, the following hypothesis was stated: 

Ho1: There is no significant relationship between continuous improvement and organizational 

performance of Deposit Money Banks in Port Harcourt.  

 

METHODOLOGY 

The study adopted a cross sectional survey research design. Primary data was collated using self- 

administered questionnaire. The population for the study was 750 staff of deposit money banks 

operating in Port Harcourt, Rivers State, Nigeria. A sample size of 260 was determined using the 

Taro Yamen sample size formula. The hypotheses were tested using the Spearman Rank Order 

Correlation with the aid of the Statistical Package for the Social Sciences version 23.0 Cronbach 

Alpha Coefficient was used to test the consistency of the items on the research instrument. 

CODE ITEM  

Constructs Number of Items Cronbach’s Alpha 

Value 

Continuous Improvement  4  0.926  

Organizational Performance 8 0.954 

 

DATA ANALYSIS AND RESULTS 

Tests of hypotheses of the study 

Table 1: correlation for continuous improvement and organizational performance 

 

    CI   Performance 

 
Continuous 

Improvement 

Correlation Coefficient   1.000   .746** 

Sig. (2-tailed)   .   .000 

N   157   157 

 
Organizational 

Performance 

Correlation Coefficient   .746**   1.000 

Sig. (2-tailed)   .000   . 

N   157   157 
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From the result in the table above, the correlation coefficient (rho) shows that there is a significant 

relationship between continuous improvement and organizational performance.  The correlation 

coefficient 0.746 confirms the magnitude and strength of this relationship and it is significant at p 

0.000<0.01. The correlation coefficient represents a high correlation indicative of a strong 

relationship between the variables. Therefore, based on empirical findings the null hypothesis 

earlier stated is hereby rejected and the alternate upheld. Thus, there is a significant relationship 

between continuous improvement and organizational performance of Deposit Money Banks in 

Port Harcourt.  

DISCUSSION OF FINDINGS 

Continuous Improvement and Organizational Performance 

The examined the relationship between continuous improvement and organizational performance 

of Deposit Money Banks in Port Harcourt. The study findings revealed that there is a significant 

relationship between continuous improvement and organizational performance of Deposit Money 

Banks in Port Harcourt. This finding is in line with the views of Talibet al., (2013) that   continuous 

improvement is considered one of the most important factors that search for never-ending 

improvement in output and performance. Based on the results illustrated above, continuous 

improvement was found to be significant with organizational performance. This result is in tandem 

with previous studies (Yusuf et al., 2007; Benavent et al., 2005; Christos et al., 2010; Gatchalian, 

1997; Lakshman, 2006; Powell, 1995; Talibet al., 2013).  

The finding shows that continuous improvement practices are given attention and implemented 

effectively in the Nigerian banking sector. They do pay attention to how they can improve such 

services through implementing the continuous improvement. The continuous improvement should 

not only concern on some practices but cover all management practices (Benavent et al., 2005). 

However, for better and improved results, the Nigerian Banking sector should continuously be 

sensitive to the needs of their customers. For more successful implementation of TQM practices, 

managers and employees in the sector should plan and implement comprehensive continuous 

improvement programs that involve all members in the organization. The TQM practices in the 

sector should involve all the processes and functions integrated to meet customer needs and 

achieve the desired continuous improvement (Ganiyu, Uche, & Elizabeth, 2012). Therefore, 

training, employee involvement, and encouragement are the best practices to enhance the 

continuous improvement to cover all management practices (Benavent, Ros, & Moreno-Luzon, 

2005). 

CONCLUSION AND RECOMMENDATION 

In conclusion, the competitiveness of banks and their eventual performance will remain one of the 

main issues related to the development of the country. Therefore, the enhancement of the overall 

organizational performance of this sector has been and should be the attention of all managers and 

decision makers in developing country like Nigeria. In the literature, it has been widely 

acknowledged that the important role of TQM as the most effective strategies that can assist 

organizations to enhance their performance and achieve competitive advantages over competitors 

cannot be over-emphasized.  

The results in this study of falsifying the null hypothesis on the relationship between TQM 

dimension (continuous improvement) and organizational performance confirmed their importance 

and significant effect on the organizational performance. In spite of the origin of these strategies 
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as Western source, they can be helpful in developing countries for enhancing the organizational 

performance of the Nigerian banks.  

Continuous improvement is considered one of the most important factor that search for never-

ending improvement in output  for excellence and performance, which if given attention and 

implemented effectively in the Nigerian banking sector more innovations will emerge. 

Training, employee’s involvement, and encouragement are the best practices to enhance 

continuous improvement to cover all management practices for better and improved results. 

One of the problems of the banking sector is that of solving the long queue in the banking hall. 

Banks are therefore encouraged to continuously train their staff on the various technologies that 

can enhance performance. 

 

REFERENCES 
Abdul-Azeez, I. A., & Hammed, G. O. (2011). A study of the effect of total quality management 

(TQM) practices on organizational performance in Nigeria. Interdisciplinary Journal of 

Contemporary Research in Business, 3(7), 466. 

Adelakun, A. (2015). Enhancing Nigerian competitiveness in the global economy through strategic 

alliances. Economics and Management, (14), 649-654. 

Ahire, S. L., Golhar, D. Y., & Waller, M. A. (1996). Development and validation of TQM 

implementation constructs. Decision Sciences, 27(1), 23-56. 

Al-Mansour, A. H. (2007). Application of TQM to financial services. Retrieved May16, 2016, 

from, Http://faculty.kfupm.edu.sa/CEM/bushait/cem515/term-papers/TQM-Finance.pdf. 

Al-Swidi, A. K., & Mahmood, R. (2011a). Fostering the performance of banks through Total 

Quality Management (TQM) Practices: A bank branches perspective. European Journal 

of Social Sciences, 19(2), 268-285. 

Al-Zamany, Y., Hoddell, S. E. F., & Savage, B. M. (2002). Understanding the difficulties of 

implementing quality management in Yemen. The TQM Magazine, 14(4), 240-247. 

Anderson, J.C., Rungtusanatham, M., & Schroeder, R.G. (1994) A theory of quality management 

underlying the Deming management method. Academy of Management Review, 19(3), 

472-509. 

Animashaun, J. O., Ojehomon, V. E. T., Muhammad-Lawal, A., &Amolegbe, K. B. (2015). 

Between foreign direct investment (FDI) and outsourcing: which policy strategy will 

enhance the competitiveness of the Nigerian rice sector? International Journal of Food 

and Agricultural Economics, 3(2), 91. 

Arawati, A. (2005). The structural linkages between TQM, product quality performance, and 

business performance: Preliminary empirical study in electronics companies. Singapore 

Management Review, 27(1), 87-105. 

Armstrong, J., & Overton, T. (1977). Estimating nonresponse bias in mail surveys. Journal of 

marketing research, 14, 396-402. 

Arumugam, V., Ooi, K. B. & Fong, T. C. (2008). TQM practices and quality management 

performance – an investigation of their relationship using data from ISO 9001:2000 firms 

in Malaysia. The TQM Magazine, 20(6), 636-50. 

Attaran, M., & Attaran, S. (2004) The rebirth of re-engineering. X engineering. Business Process 

Management, 10(4), 415-429. 

Barclay, D., Higgins, C., & Thompson, R. (1995). The partial least squares (PLS) approach to 

causal modeling: personal computer adoption and use as an illustration. Technology 

studies, 2(2), 285-309. 

http://www.iiardpub.org/
http://faculty.kfupm.edu.sa/CEM/bushait/cem515/term-papers/TQM-Finance.pdf


World Journal of Entrepreneurial Development Studies E-ISSN 2579-0544 P-ISSN 2695-2483,  
Vol 5. No. 1 2020 www.iiardpub.org 

 

 

 IIARD – International Institute of Academic Research and Development 
 

Page 22 

Bhuiyan, N., & Baghel, A. (2005). An overview of continuous improvement: from the past to the 

present. Management Decision, 43(5), 761-771. 

Baron, R. M., & Kenny, D. A. (1986). The moderator-mediator variable distinction in social 

psychological research: Conceptual strategic and statistical considerations. Journal of 

Personality and Social Psychology, 51(6), 1173-1182. 

Benavent, F. B., Ros, S. C., & Moreno-Luzon, M. (2005). A model of quality management self-

assessment: An exploratory research. International Journal of Quality & Reliability 

Management, 22(5), 432-451. 

Chin, W. W. (1998). The Partial Least Squares Approach for Structural Equation Modeling. In 

GA Marcoulides (ed.), Modern Methods for Business Research, pp. 295–336. Lawrence 

Erlbaum Associates, London. 

Christos, V., Fotopoulos, & Psomas. (2010). The structural relationships between TQM factors 

and organizational performance. The TQM Journal, 22(5), 539-552. 

Cinca, C. S., Molinero, C. M., &Queiroz, A. B. (2003). The Measurement of Intangible Assets in 

Public Sector Using Scaling Techniques. Journal of Intellectual Capital, 4(2), 249-275. 

Coakes, S. J. & Steed, L. G. (2003). SPSS: analysis without anguish: version 11.0 for Windows. 

Brisbane: Jacaranda Wiley. 

Cohen, J. (1988). Statistical power analysis for the behavioral sciences (2nd ed.). Hillsdale, NJ: 

Lawrence Erlbaum. 

Compeau, D., Higgins, C.A., & Huff, S. (1999). Social Cognitive Theory and individual Reactions 

to Computing Technology - A Longitudinal-Study. MIS quarterly, 23(2), 145-158. 

Cooper, D. R., & Schindler, P. S. (2006). Business Research Methods (9th ed.). New York, NY.: 

McGraw-Hill. 

Craig, J.B., Dibrel, C., & Davis, P.S. (2008). Leveraging Family-Based Brand Identity to Enhance 

Firm Competitiveness and Performance in Family Businesses. Journal of Small Business 

Management, 46(3), 351-371. 

Davenport, T.H. (1998). Putting the Enterprise into the Enterprise System. Harvard Business 

Review, 121-131. 

Dean, J.W., & Bowen, D.E. (1994). Management theory and total quality: improving research and 

practice through theory development. The Academy of Management Journal, 19(3), 392-

418. 

Deming, W. E. (1986). Out of crisis. Cambridge, MA: Massachusetts Institute of Technology 

Press. 

Demirbag, M., Koh, S. C. L., Tatoglu, E., &Zaim, S. (2006). TQM and market orientation‘s impact 

on SMEs‘ performance. Industrial Management & Data System, 106(8), 1206-1228. 

Demirbag, M., Tatoglu, E., Tekinkus, M., &Zaim, S. (2006). An analysis of the relationship 

between TQM implementation and organizational performance: Evidence from Turkish 

SMEs. Journal of Manufacturing Technology Management, 17(6), 829–847. 

doi:10.1108/17410380610678828 

Dewhurst, F., Martínez-lorente, A. R., & Dale, B. G. (1999). TQM in public organisations: an 

examination of the issues. Managing Service Quality, 9(4), 265–273. 

Douglas, T. J. & Judge, W.Q. (2001). Total quality management implementation and competitive 

advantage: the role of structural control and exploration. Academy of Management 

Journal, 44(1), 158-69. 

http://www.iiardpub.org/


World Journal of Entrepreneurial Development Studies E-ISSN 2579-0544 P-ISSN 2695-2483,  
Vol 5. No. 1 2020 www.iiardpub.org 

 

 

 IIARD – International Institute of Academic Research and Development 
 

Page 23 

Dowe, D., D. Samsom, & Ford. (1999). Exploring the Myth: Do all quality management practices 

contribute to superior quality performance?.Production and Operation Management, 

8(1), 1-27. 

Dowe, D., D. Samsom, & Ford. (1999). Exploring the Myth: Do all quality management practices 

contribute to superior quality performance?.Production and Operation Management, 

8(1), 1-27. 

Ehigie, B. O. &McAndrew, E. B. (2005). Innovation, diffusion, and adoption of total quality 

management (TQM). Management Decision, 43(6), 925-940. 

Eniola, A., &Ektebang, H. (2014). SME firms performance in Nigeria: Competitive advantage and 

its impact. International Journal of Research Studies in Management, 3(2). 

Escrig-Tena, A. B. (2004). TQM as a competitive factor: A theoretical and Empirical Analysis. 

International Journal of Quality & Reliability Management, 21(6), 612-637. 

Ettlie, J. E. (1998). The ERP challenge. Automotive Manufacturing & Production, 6, 16-17. 

Feng, J., Prajogo, D. I., Tan, K. C., &Sohal, A. S. (2006). The impact of TQM practices on 

performance: A comparative study between Australian and Singaporean organizations. 

European Journal of Innovation Management, 9(3), 269–278. 

doi:10.1108/14601060610678149 

Fornell, C., & Cha, J. (1994). Partial least squares. Advanced methods of marketing research, 407, 

52-78. 

Fornell, C., & Larcker, D.F. (1981). Evaluating structural equation models with unobservable 

variables and measurement error. Journal of marketing research, 39-50. 

Gadenne, D. and Sharma, B. (2002). An inter-industry comparison of quality management 

practices and performance. Managing Service Quality, 12(6), 394-404. 

 

Ganiyu, R. A., Uche, I. I., & Elizabeth, A. O. (2012). The building blocks of total quality 

management: processes, people, performance measurement, and management systems. 

Interdisciplinary Journal of Contemporary Research In Business, 4(7), 629-640. 

Gatchalian, M. M. (1997). People empowerment: The key to TQM success. The TQM Magazine, 

9(6), 429-433. 

Geisser, S. (1975). A predictive approach to the random effect model. Biometrika, 61(1), 101-107. 

Götz, O., Liehr-Gobbers, K., &Krafft, M. (2011). Evaluation of structural equation models using 

the partial least squares (PLS) approach. Handbook of Partial Least Squares: Concepts, 

Methods and Applications, 691-711. 

Grant, R.M., Shani, R. & Krishnan, R. (1994). TQM‘s challenge to management theory and 

Practice. Sloan Management Review, 25-35. 

Hackman, J., &Wageman, R. (1995). Total Quality Management: empirical, conceptual, and 

practical issues. Administrative Science Quarterly, 40, 309-342. 

Hair, J. F., Anderson, R. E., Tatham, R. L. & Black, W. C. (2010). Multivariate Data Analysis. 

Seventh Edition. Prentice Hall. New Jersey. 

Hair, J. F., Black, W. C., Babin, B. J., Andersen, R. E., &Tatham, R. (2006). Mutilvariate data 

analysis (6th ed.). UpperSaddleRiver, N J: Pearson Prentice Hall. 

Huang, S. M., Chen, H. G., Hung, Y. C., & Ku, C. Y. (2004). Transplanting the Best Practice for 

Implementation of an ERP System: A Structured Inductive Study of an International 

Company. Journal of Computer Information Systems, 101-110. 

Irechukwu, N. E. (2010). Quality Improvement in a Global Competitive Marketplace-Success 

Story from Nigeria. International journal of business and management, 5(1), 211. 

http://www.iiardpub.org/


World Journal of Entrepreneurial Development Studies E-ISSN 2579-0544 P-ISSN 2695-2483,  
Vol 5. No. 1 2020 www.iiardpub.org 

 

 

 IIARD – International Institute of Academic Research and Development 
 

Page 24 

Irfan, S. M., Ijaz, A., Kee, D. M., &Awan, M. (2012). Improving operational performance of public 

hospital in Pakistan: A TQM based approach. World Applied Sciences Journal, 19(6), 

904-913. 

Jabnoun, N., &Sedrani, K. (2005). TQM, Culture, and Performance in UAE Manufacturing Firms. 

QMJ, 12(4), 8–20. 

Johnson, M., Takeshima, H., &Gyimah-Brempong, K. (2013). Assessing the potential and policy 

alternatives for achieving rice competitiveness and growth in Nigeria. 

Kanji, G., Sá, P. (2007). Performance measurement and business excellence: the reinforcing link 

for the public sector. Total Quality Management & Business Excellence, 18(1-2), 49-56. 

Kannan, V.R., Tan, K.C., Handfield, R.B., & Ghosh, S. (1999). Tools and techniques of quality 

management: an empirical investigation of their impact on performance. Quality 

Management Journal, 6(3). 

Karuppusami, G. &Gandhinathan, R. (2006). Pareto analysis of critical success factors of total 

quality management. A literature review and analysis. The TQM Magazine, 18(4), 372-

85. 

Kaynak, H. (2003). The relationship between total quality management practices and their effects 

on firm performance. Journal of Operations Management, 21, 405-435. 

Khamalah, J.N. &Lingaraj, B.P. (2007). TQM in the service sector: a survey of small businesses. 

Total Quality Management & Business Excellence, 18(9), 973-82. 

Khamalah, J.N. &Lingaraj, B.P. (2007). TQM in the service sector: a survey of small businesses. 

Total Quality Management & Business Excellence, 18(9), 973-82. 

 

Kline, R. B. (1998). Principles and Practice of Structural Equation Modeling. New York: The 

Guilford Press. 

Kumar, U., Kumar, V., de Grosbois, D., &Choisne, F. (2009). Continuous improvement of 

performance measurement by TQM adopters. Total Quality Management & Business 

Excellence, 20(6), 603–616. doi:10.1080/14783360902924242 

Kumar, V., Choisne, F., Grosbois, D.d. and Kumar, U. (2009). Impact of TQM on company‘s 

performance. International Journal of Quality & Reliability Management, 26(1), 23-37. 

Lakhe, R. R. ,&Mohanty, R. P. (1995). Understanding TQM in service systems. Review of 

Business, 9, 1-9. 

Lakshman, C. (2006). A theory of leadership for quality: Lessons from TQM for leadership theory. 

Total Quality Management, 17(1), 41–60. 

Llorens Montes, F. J. &VerduJover, A. J. (2004). Total quality management, institutional 

isomorphism and performance: The case of financial services. The Service Industries 

Journal, 24(5), 103-119. 

Macinati, M. S. (2008). The relationship between quality management systems and organizational 

performance in the Italian National Health Service. Health Policy, 85, 228-241. 

Madu, C.N., Kuei, C.H., & Jacob, R.A. (1996). An empirical assessment of the influence of quality 

dimensions on organizational performance. International Journal of Production 

Research, 34(7), 1943-62. 

Mahmoud, A. O. (2006). Using the Total Quality Management (TQM) tool in solving the problem 

of delays during the emergency eye care consultation process in Kaduna, Nigeria. 

Nigerian Journal of Ophthalmology, 14(1), 1-4. 

McAdam, R. (2000). Quality models in an SME context. International Journal of Quality and 

Reliability Management, 17, 305–323. 

http://www.iiardpub.org/


World Journal of Entrepreneurial Development Studies E-ISSN 2579-0544 P-ISSN 2695-2483,  
Vol 5. No. 1 2020 www.iiardpub.org 

 

 

 IIARD – International Institute of Academic Research and Development 
 

Page 25 

Mele, C., &Colurcio, M. (2006). The evolving path of TQM: towards business excellence and 

stakeholder value. International Journal of Quality & Reliability Management, 23(5), 

464–489. doi:10.1108/02656710610664569 

Molina-Azorin, J. F., Tari, J. J., Claver-Cortes, E., & Lopez-Gamero, M. D. (2009). Quality 

management, environmental management and firm performance: A review of empirical 

studies and issues of integration. International Journal of Management Review, 11(2), 

197-222. 

Munizu, M. (2013). The Impact of Total Quality Management Practices towards Competitive 

Advantage and Organizational Performance: Case of Fishery Industry in South Sulawesi 

Province of Indonesia. Pakistan Journal of Commerce and Social Sciences, 7(1), 184-197. 

Nsikan, J. E., Umoh, V. A., &Bariate, M. (2015). Corporate Social Responsibility and Mobile 

Telecommunication Competitiveness in Nigeria: The Case of MTN Nigeria. American 

Journal of Industrial and Business Management, 5(08), 527. 

Okpala, K. E. (2012). Total Quality Management and SMPS Performance Effects in Nigeria: A 

Review of Six Sigma Methodology. Asian Journal of Finance & Accounting, 4(2), 363-

378. 

Ologunde, A. O., Monday, J. U., & James-Unam, F. C. (2015). The Impact of Strategic Human 

Resource Management on Competitiveness of Small and Medium-scale Enterprises in the 

Nigerian Hospitality Industry. African Research Review, 9(4), 264-276. 

Oluwatobi, S. O. (2015). Innovation-Driven Economic Development Model: A Way to Enable 

Competitiveness in Nigeria. In Beyond the UN Global Compact: Institutions and 

Regulations (pp. 197-218). Emerald Group Publishing Limited. 

OsayaweEhigie, B., Clement Akpan, R., & Aide Okhakhume, S. (2006). Individual differences in 

TQM change compliance: A study of service organizations in Nigeria. The TQM Magazine, 18(2), 

103-117. 

Osuagwu, L. (2002). TQM strategies in a developing economy: Empirical evidence from Nigerian 

companies. Business Process Management Journal, 8(2), 140-160. 

Pallant, J. (2005). SPSS survival manual: a step by step guide to data analysis using SPSS for 

windows (2nd ed.). Maidenhead: Open University Press. 

Pinho, J. C. (2008). TQM and performance in small medium enterprises: The mediating effect of 

customer orientation and innovation. International Journal of Quality & Reliability 

Management, 25(3), 256–275. doi:10.1108/02656710810854278 

Powel, T. C. (1995). Total quality management as competitive advantage: a review and empirical 

study. Strategic Management Journal, 16, 15-37. 

Powel, T. C. (1995). Total quality management as competitive advantage: a review and empirical 

study. Strategic Management Journal, 16, 15-37. 

Rahman, S. & Bullock, P. (2005). Soft TQM, hard TQM, and organizational performance 

relationships: an empirical investigation. The International Journal of Management 

Science, 33, 73-83. 

Ramlall, S. J., (2002). Measuring Human Resource Management‘s Effectiveness in Improving 

Performance. 

Salajegheh, S. &Pourrashidi, R. (2013). The Relationship between Total Quality Management 

(TQM) and Organizational Performance. Interdisciplinary Journal of Contemporary 

Research in Business, 5(4), 478-489. 

Samson, D. &Terziovski, M. (1999). The relationship between total quality management practices 

and operational performance. Journal of Operations Management, 17(4), 393–409. 

http://www.iiardpub.org/


World Journal of Entrepreneurial Development Studies E-ISSN 2579-0544 P-ISSN 2695-2483,  
Vol 5. No. 1 2020 www.iiardpub.org 

 

 

 IIARD – International Institute of Academic Research and Development 
 

Page 26 

Sanchez-Rodriguez, C., & Martinez-Lorente, A. R. (2004). Quality management practices in the 

purchasing function: An empirical study. International Journal of Operations & 

Production Management 24(7), 666-687. 

Shenaway, E. E., Baker, T., &Lemak, D. J. (2007). A meta-analysis of the effect of TQM on 

competitive advantage. International Journal of Quality and Reliability Management, 

25(5), 442–471. 

Shiba, S., Graham, A. & Walden, D. (1993). A New American TQM, Productivity Press, Portland, 

OR. 

Sila, I., &Ebrahimpour, M. (2002). An investigation of the total quality management survey based 

research published between 1989 and 2000: A literature review. International Journal of 

Quality and Reliability Management, 19(7), 902-970. 

Sila, I., &Ebrahimpour, M. (2005). Critical linkages among TQM factors and business results. 

International Journal of Operations & Production Management, 25(11), 1123-1155. 

Stone, M. (1975). Cross-validatory choice and assessment of statistical predictions. Journal of the 

Royal Statistical Society, 36, 111–133. 

Stratman, J. K., & Roth, A. V. (2002). Enterprise resource planning (ERP) competence constructs: 

Two-stage multi-item scale development and validation. Decision Sciences, 33(4), 601-

628. 

Tabe, H. R., Rezaeekelidbari, H. R &Chegini, M.G. (2013). The role of implementation total 

quality management system on performance in Saipa group companies. Kuwait Chapter 

of Arabian Journal of Business and Management Review, 3(4), 25-33. 

Talib, F., Rahman, Z., & Qureshi, M. N. (2013). An empirical investigation of relationship 

between total quality management practices and quality performance in Indian service 

companies. International Journal of Quality & Reliability Management, 30(3), 280-318 

Tangram (2005). Manufacturing Strategy for Window Fabricators Continuous improvement. 

Available at: www.tangram.co.uk/TI- Glazing-Manstrat. 

Wang, C., Chen, K., & Chen, S. (2011). Total quality management, market orientation and hotel 

performance: The moderating effects of external environmental factors. International 

Journal of Hospitality Management, 31, 119-129. 

Wold, H. (1982). Soft modeling: the basic design and some extensions. In: JLoreskog, K.G., Wold, 

H. (Eds.), Systems under Indirect Observation, Part 2. North-Holland, Amsterdam, 1–54. 

Yasin, M. M., Kunt, J. A. M., &Zimmerer, T. W. (2004). TQM practices in service organizations: 

an exploratory study into the implementation, outcomes and effectiveness. Managing 

Service Quality, 14(5), 377-389. 

Yusuf, Y., Gunasekaran, A., & Dan, G. (2007). Implementation of TQM in China and Organisation 

Performance: An Empirical Investigation. Total Quality Management & Business 

Excellence, 18(5), 509–530. doi:10.1080/14783360701239982 

Zangwell, W. I., & Kantor, P. B. (1998). Toward a theory of continuous improvement and the 

learning curve. Management Science, 44(7), 910-920. 

Zehir, C., Ertosunb, O. G., Zehir, S., &Müceldillid, B. (2012). Total Quality Management 

Practices Effects on Quality. Social and Behavioral Sciences, 41, 273-280. 

Zikmund, W. G. (2003). Business Research Methods. Oklahoma: South-Western. 

 

 

http://www.iiardpub.org/

