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Abstract

The purpose of this study was to explre the relationship between total quality management and firm performance,
i.e. quality, business and organizational performance in Jordanian private airlines. The design of this study has a
quantitative approach. Data was obtained by questionnaire instrument. The respondents of this study are all
employees in quality department, maintenance department, human resource department, and operation department.
The number of population was 480 employees. Random sampling was used in the study. 340 completed
questionnaires were analyzed as a final sample. Three hypotheses have been developed through literature review
and tested using descriptive statistical analysis performed by SPSS. The results show that total quality management
practices have a positive and significant impact on business, quality, and organizational performance in Jordanian
private airlines. The study reports that effective implementation of total quality management practices results in
enhancing airline performance. The major limitation of this study is that the study asked for perceived data about
actual TQM practices and performance measures, but the respondents might have given desired data, which made
their companies sound good, most of the respondents were non managers and from different departments in
addition to the quality department, who might not understand to answer the questions accurately. Another
limitation was that business performance tenets were measured by using one question per each tenet. Future
research may investigate those TQM practices and performance measures in another Jordanian industry.

Keywords: TQM practices, airline performance, aviation industry, Jordan
1. Introduction

Today, the global business marketplace has become very competitive; organizations are on a quest to a significant
change in the way they conduct their businesses, which can provide and sustain an edge over competitors (Ray et
al., 2016; Hassan et al., 2012). Sustainability has been emerged as the biggest question mark for business
organizations in this fast-growing competitive environment. Therefore, in order to survive in this competitive
environment, all business organizations need to promote their level of competence (Korankye,2013).
Organizations can improve their competence by implementing total quality management strategy in their business
model. The quality management system within the organization can be recognized as the reason for the success or
failure of the business (Hossain et al., 2017). According to Zehir et al. (2012), total quality management has turned
out to be a boundless over several companies during the last two decades as it has been confirmed as a key source
of maximizing firms' value in the long run. It has contributed significantly to the development of management
practices (Ali&MIMechE, 2014). TQM has also been recognized as a new way of managing firms to stimulate
performance and competitiveness (Bahri et al., 2012). Furthermore, total quality management can be achieved and
become as a part of overall organizational philosophy with its core values centered on continuous improvment of
all quality aspects of whole products, services, processes, and employees of the firm (Rawashdeh,2014). It aims at
providing competitive position by increasing the satisfaction levels through cost effectiveness (Musran, 2013). In
other words, the implementation of total quality management may help organizations to deliver a high-quality
products or services to customers at a fair cost. Now, Jordanian private airlines have envisioned adopting total
quality management in their operations to help deliver a high quality, low-cost services in order to meet customer
requirements and enjoying positive performance. In this regard, no study has been conducted to explore the
significant association between total quality management practices and firm performance in Jordanian private
airlines particularly the different dimensions of performance such as business, quality, and organizational
performance. A better understanding of this relationship may contribute to the theory and practice of the aviation
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industry and also to provide further insight to the effect of total quality management on airline performance. To
fill this gap of strategic importance, this study emerged as an attempt to investigate the impact of total quality
management practices on quality, business and organizational performance in Jordanian private airlines.

2. Literature Review

The word "quality" is derived from the Latin word " qualitas" which means “essential nature.” (Bergman& Klefsjo,
2010). The evolution of total quality emerged as a series of steps such as inspection, quality control, quality
assurance, quality management and total quality management in addition to some practices such as; supply chain
management and new metrologies that were traced to originate from Motorola- six sigma (Chibba, 2017).
Inspection is an organized examination measurement to ensure that products or services meet customer expectation;
quality control is a method that is applied as a part of self-inspection; quality assurance is a process centered on
the continuous improvement of systematic planning and prevention of mistakes or defects from happening at the
root cause; quality management is a mechanism of ensuring that all activities are used to maintain a desired level
of excellence; finally, TQM (Total Quality Management) is recognized as the ultimate level that compose of
various applications of quality functions to the whole aspects of the organization including customer, supplier and
their integration with the main business process (Dale,2003). Total quality management has been the most
prominent and visible method of quality development from the work of Deming and the early quality gurus. It
emerged in the 1980s as a Japanese management tool to enhance quality and become more popular during the 1990
(Zakuan, 2010). Although, it is a philosophy of managing firms that seeks to improve their quality and performance
in oreder to meet customer needs and expectations and enjoying long-term success. It also requires an active
involvement, participation, and cooperation from all people within the firm or it will fall short of its objective in
meeting customer’s expectations (Hung et al., 2011). Several firms have been benefited from the effective
implementation of total quality management, especially large firms, such as IBM, General Motors, Motorola, Rank
Xerox as they are considered as benchmarks including many whose functions have directly affected modern
models of total quality management (Benavent, 2006; Jabnoun&Sedrani, 2005, Welch, 2005, Ahire & Golhar,
1996). Total Quality Management can be defined as an approach of stimulating working environment through
continuous imrovement that attempts to fulfilling and meeting or exceeding customer needs and expectations
(Bergman & Klefsjo, 2010). Rad (2006) described total quality management as a process of continuous
improvement that concentrates on customer satisfaction by offering quality products at lower cost. Al-Damen
(2017) argued that total quality management is considered as a part of overall organizational culture adopted by
people in order to satisfy the valued customer. Oakland (2000) defined TQM as a process of meeting customer
requirements that include, availability, reliability, delivery, maintainability, and cost effectiveness, among any other
feature. Additionally, much work has been done on different types of total quality management practices in
different fields. Azizan (2007) adopted eight factors to measure the performance of TQM in an organization. These
factors include customer focus, leadership, involvement of people, process approach, systems approach to
management, continual improvement, factual approach to decision making, and mutually beneficial supplier
relationship. Black & Porter (1996) suggested some factors such as communication improvement information,
strategic quality management, corporate quality culture, quality improvement measurement system, teamwork
structure, customer satisfaction orientation, supplier partnership, external interface management, people and
customer management, and operational quality planning. Escrig-Tena (2004) stated that quality practices are
mutually interrelated and designed to support each other, which include continuous improvement, focus on people,
customer satisfaction, and global vision of the firm. Al-Damen (2017) investigated cost focus, leadership,
continuous improvement, employees' involvement, fact-based management, process management, strategic
management, and supplier involvement in Jordan petroleum refinery and they produced positive outcomes. Flynn
et al. (1994) suggested top management support, process management, quality information, product design,
customer involvement, supplier involvement, and workforce management. Motwani (2001) applied four factors
that include customer involvement and satisfaction, quality measurement and benchmarking, employee training
and process management. Sila & Ebrahimpour (2005) proposed people management, customer focus, process
management, information and analysis, leadership, supplier management, and strategic planning.

From the description above, it is recognized that the TQM practices is selected with accordance to the objective of
each study. So, the TQM functions construct used in this study involves supplier management, customer focus,
leadership, process management, information and analysis, people management, continuous improvement, and
strategic planning.

Performance measurement is considered as a quantifiable indicator used to assess results and outcomes which
produce reliable data on the efficiency and effectiveness of programs (Hung et al,2011). It is very important for
the effective management of organizations, and it refers to how well companies can achieve their objectives (Li et
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al., 2006). Many studies have investigated the relationship between TQM practices and various performance
measures and they have adopted diversified measures of performance with different indicators. Fuentes et al. (2006)
assessed organizational performance from operational performance, market and financial performance, and
employee performance. Yang (2006) proposed employee satisfaction and customer satisfaction to measure quality
performance. Sila (2007) used employee satisfaction, customer satisfaction and process to assess quality
performance. Zakuan et al. (2010) proposed employee performance that composed of employee satisfaction,
customer's satisfaction, and business results to evaluate business performance. Stock et al (2000) applied business
performance that consisted of return on investment (RIO), market share, and sales. Zhang (2000) used employee
satisfaction, product quality, customer satisfaction and strategic business performance to investigate business
performance. Fotopoulus et al. (2009) proposed sales level, cost, and revenue to evaluate business performance.
Sang (2005) suggested firm performance with employee efficiency, employee turnover, employee performance,
operational performance, financial performance, economic performance, customer satisfaction level, market
share,and profitability. Ali & MIMechE (2014) poisted people results, client results, society results, and key
performance results to assess business performance. Way & Johnson (2005) pointed out corporate performance
outcomes that measure human span resources (employee withdrawal, workforce, employee satisfaction),
operational (service, productivity, quality), financial (return on investment, sales growth, profitability) and capital
market (shareholder return, stock value) outcomes. Musran (2013) proposed financial performance with indicators,
return on investment, market share, profit margin on sales, ROI growth, sales growth, and market share growth.
Prajogo (2005) stated that quality performance composed of processes, product/service cost, and delivery time.
However, the previous work did not show much evidence on the level of improvement of different dimensions of
performance caused by the implementation of total quality management. Therefore, to measure the effect of TQM
practices on various levels of improvement, this paper includes different dimensions of performance with different
indicators such as, quality performance (defects rate, rework, cost per product, customer complaint, cycle time and
delivery time), business performance (market share, net profit and increase in total sales) and organizational
performance (reduction in absenteeism, improvement in skills level, reduction in tardiness rate, improvement in
employees attitude toward quality, and improvement of flow of information among departments). Many studies
have been carried out and found a positive association between these performance dimensions and total quality
management. (Kumar et al, 2009; Yang, 2006; Zehir et al., 2012; Sila, 2006; Prajogo, 2005; Hassan et al. , 2012)
found a positive and strong association between TQM practices and quality performance.(Hassan et al., 2012;
Ali& MIMechE, 2014; Stock et al., 2000; Huarng & Chen, 2002; Gadenne & Sharma, 2002) reported positive
relationship between TQM implementation and business performance. (Fuentes et al., 2006; Hassan et al., 2012;
Brah & Lim, 2006; Feng et al., 2006, Hossain et al., 2017; Rawashdeh, 2014) found positive impact of TQM
applications on organizational performance).

3. Research Hypotheses
After reviewing literatures, this quantitative study provides the following hypotheses:

H1.Total quality management is more likely to have a positive impact on quality performance in Jordanian private
airlines.

H2. Total quality management is more likely to have a positive impact on business performance in Jordanian
private airlines.

H3. Total quality management is more likely to have a positive impact on organizational performance in Jordanian
private airlines.

4. Research Method

Questionnaire survey was used to collect primary data from the research sample. Respondents were permanent
employees from different departments such as quality, maintenance, human resources, and operations as they have
the best knowledge about the quality management in airlines. The information about the airlines was obtained from
Jordanian civil aviation regulatory commission. The population of this study consists of 12 Jordanian private
aviation companies. As many as 480 questionnaires were submitted directly by the researcher to airline sample. A
total of 392 questionnaires were received until the end of survey, and after deep investigation, a number of 52
questionnaires were found unfit for the statistical analysis. Therefore, a total of 340 questionnaires were used in
the analysis process which were considered as the study sample. Stratified sampling was applied in this study and
the sample size was chosen according to the population of company, then the sample was selected randomly. The
data were then analyzed using statistical package for social science (SPSS 20). The questionnaire was in three
segments. Segment A contains information about respondents such as, organizational tenure, education, age,
gender, and length of service in aviation industry. Segment B contains information on independent variable- total
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quality management practices (supplier management, customer focus, leadership, process management,
information and analysis, people management, continuous improvement, and strategic planning). Segment C
tackles questions on dependent variable- quality performance dimensions (defect rate, rework, cost per product,
customer complaint, cycle time and delivery time), business performance (market share, net profit and increase in
total sales) and organizational performance (reduction in absenteeism, improvement in skills level, reduction in
tardiness rate, improvement in employees attitude toward quality, and improvement of flow of information among
departments). The respondents were asked to indicate their response to the questions on a five-point Likert scale
ranging from 1 (strongly disagree) to 5 (strongly agree). The items used in this study were adopted from different
studies (Kumar et al., 2009; Zehir et al., 2012; Prajogo, 2005; Hassan et al., 2012) ; Stock et al., 2000; Huarng &
Chen, 2002; Gadenne & Sharma, 2002; Fuentes et al ,2006; Brah & Lim, 2006; Feng et al, 2006, Hossain et al,
2017). The instrument was pilot tested using 40 employees from the study population. It has showed high validity
as the correlation values of the indicators to total correlation ranged from 0.58-0.76< 0.50 (Wu, 2005). Reliability
of the constructs was tested with Cronbach’s Alpha as suggested by Hair et al. (1998), the values for Cronbach’s
Alpha ranged from 0.67-0.82 > 0.60. Thus, it can be concluded that the instrument used in this study was valid
and reliable.

Table 1. Scale determination of the relative importance of the mean

The level of the effect The mean

Low 2.33 and less
Medium 2.34-3.67
High 3.68-5

These categories were derived according to the following equation:

Interval length = (highest weight -lowest weight)/ (three levels) = (5-1)/3 = 1.33

Table 2. The mean and standard deviation for the survey items in Jordanian private Airlines

Category Mean Std. Dev. Level
TQM practices

Supplier management 253 1.17 Medium
Customer focus 3.84 1.26 High
Leadership 238 094 Medium
Process management 241 1.22 Medium
Information and analysis 213 1.15 Low
People management 244 130 Medium
Strategic planning 4.02 1.28 High
Continuous improvement 3.66 1.18 Medium
Average TQM practices 292  1.18 Meduim

Quality performance

Defects Rate 453 133 High
Rework 362 123 Medium
Cost per product 3.84 1.27 Medium
Customer complaint 424  0.86 High
Cycle time 433 096 High
Delivery time 4.66 1.18 High
Business performance

Market share 420 1.15 High
Net profit 400 123 High
Increase in total sales 418 1,28 High
Organizational performance

Reduction in absenteeism 4.61 125 High
Improvement in skills level 413 1.13 High
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Reduction in tardiness rate 223 0.60 Low
Improvement in employee attitude toward quality 342 058 Medium
Improvement of information flow among departments 3.33  1.14 Medium

Table 3. The correlation between survey items

Quality Business Organizational TQM

Quality 1 0.52%%* 0.58%* 0.61%*
Business 1 0.74%* 0.827%*
Organizational 1 0.88**
TQM 1

**_Correlation is significant at the 0.01 level (2-tailed).

Table 4. Full regression model between dependent variable and independent variables

Model B Std. Error T Sig.
Constant -0.058  0.214 -0.263  0.851
Quality performance 0.661 0.052 10.874 0.012
Business performance 0.443 0.056 4.682 0.034
Organizational performance 0.148 0.068 2.133  0.006
R2 0.742

Adjusted R2 0,734

F test 114.226

Sig 0.000

5. Results and Discussion

Data was analyzed through descriptive statistical methods with mean, standard deviation, percentage, Pearson
correlation coefficient, T-test, and regression. The results of descriptive statistical analysis indicated a general
agreement of the respondents to total quality management. . The total implementation of TQM practices is 2.92,
which is considered as a moderate level. The mean values ranged from highest 4.02 to lowest 2.13. The results for
strategic planning indicated highest conformity (Mean = 4.02, Standard Deviation =1.28); and information and
analysis as lower indicator (Mean = 2.13, Standard Deviation = 1.15); quality performance, delivery time indicated
highest conformity (Mean = 4.66, Standard Deviation = 1.18) and rework as lower indicator (Mean = 3.62,
Standard Deviation = 1.23); business performance, market share indicated the highest conformity (Mean = 4.20,
Standard Deviation = 1.15) and net profit as lower indicator (Mean = 4.00, Standard Deviation = 1.23);
organizational performance, reduction in absenteeism indicated highest conformity (Mean= 4.61, Standard
Deviation= 1.25) and reduction in tardiness rate as lower indicator (Mean=2.23, Standard Deviation=0.60). The
mean score and standard deviation reflected conformity of respondents’ perception about these strategies. The
results of the multiple linear regression analysis in table (4) are indicating support for all the hypotheses. To test
hypothesis 1, correlation coefficient in table 3, (0.61) suggests a high positive association between total quality
management practices and quality performance. The T value in table 4 (10.87) indicated that there is a significant
relationship of total quality management practices with quality performance as the value of the significance level
(0.012) related to T value was less than 0.05 suggesting the presence of the relationship. The statistical analysis of
hypothesis 1 confirms that the implementation of total quality management practices may provide firms with high-
quality performance on cost, rework, defect rate, customer retention, and delivery time. Given the fact, that TQM
was originally intended for the achievement of quality performance can be considered as the intended effect
resulting from the adoption of TQM. To test hypothesis 2, correlation coefficient in table 3, (0.82) suggests a high
positive association between total quality management practices and business performance. The T value in table 4
(4.68) indicated that there is a significant relationship between total quality management practices and business
performance as the value of the significance level (0.034) related to T value was less than 0.05 suggesting the
presence of the relationship. The statistical significance of hypothesis 2 means that the implementation of total
quality management practices may improve firms’ financial and marketing performance in the long run. To test
hypothesis 3, correlation coefficients in table 3, (0.88) suggests a high positive association between total quality
management practices and organizational performance. The T value in table 4, (2.13) indicates that there is a
significant relationship between total quality management practices and organizational performance as the value
of significance level (0.006) relating to T value was less than 0.05 suggesting the presence of the relationship. The
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statistical analysis of hypothesis 3 confirms that the implementation of total quality management practices may
directly improve organizational performance,on employees' skills, reduction in absenteeism, improvement of
employees' attitude toward quality, and improvement of the flow of information among departments. This may be
true as TQM implementation success is determined by the support of organizations and strong relationships
between employees (co-workers). Generally, top management in Jordanian private airlines have recognized total
quality management as a priority for the survival and competition of their airlines. They have taken a long-term
view of this significant issue, knowing that the successful adoption of these practices may lead to high-quality
service and positive firm performance. As a result, they maintained to engage their airlines to TQM practices at all
levels of the company. The positive results provided concrete evidence concerning the success of total quality
management practices on airlines overall performance in aviation industry. TQM is considered as a process of
managing and enhancing, flexibility, efficiency, competitiveness and effectiveness of the entire firm. Quality
control, quality assurance and quality management are all embodied in total quality management together with all
other management activities. This requires firms at all levels to commit to the standard operating procedure in
order to ensure that every aspect of its activity is aligned to satisfy customer needs and expectations. TQM also, if
practiced effectively, may provide firms with a variety of advantages such as improvement in the aspect of people
efficiency and machines, fewer errors & defects, continuous improvement of processes and products, better
problem solving, improved customer satisfaction, better customer understanding, cost saving profitability
improvement, and improved internal communication. The proper implementation of TQM in the overall firm is
considered as a strategic weapon that can be used to outperform competitors in the marketplace. Thus, the effective
implementation of TQM practices is a valuable asset in any organization and may produce positive corporate
performance and competitive advantage. In a nutshell, total quality management practices, mostly, has been
associated directly with improved corporate performance and sustainable competitive advantage.

The above mentioned findings are in conformity with previous studies results (Kumar et al, 2009; Zehir et al, 2012;
Prajogo, 2005; Hassan et al ,2012) who found positive and strong association between TQM practices and quality
performance, (Hassan et al , 2012; Stock et al, 2000; Huarng & Chen, 2002; Gadenne & Sharma, 2002) they
reported positive relationship between TQM implementation and business performance, (Fuentes et al ,20006;
Hassan et al, 2012; Brah & Lim, 2006; Feng et al, 2006, Hossain et al, 2017, Rawashdeh, 2014) they found positive
impact of TQM applications on organizational performance.

6. Conclusion

In the past several years, the contribution of total quality management as a key factor for organizational success
has been well recognized and acknowledged. Organizations are using TQM to acheive competitive advantage over
competitors. They aimed to provide a high quality products and services in order to meet customer needs and
expectations. The objective of this study was to test the relationship between total quality management practices,
quality performance, business performance and organizational performance in Jordanian private airlines. Previous
studies asserted a positive and significant effect of total quality management on quality performance, business
performance and organizational performance. And this study empirically confirmed the findings of these studies.
In a nutshell, this study has been conducted in Jordanian private airlines and found a positive association between
total quality management practices, quality performance, business performance and organizational performance.
Nowadays, TQM becom a very important source of positive performance and competitive advantage. So, airline's
management shall ensures that investing substantial resources in adapting and implementing total quality
management practices in their operations would be valuable to create and sustain superior airline performance.

The major limitation of this study is that the study asked for perceived data about actual TQM practices and
performance measures, but the respondents might have given desired data, which made their companies sound
good, most of the respondents were non managers and from different departments in addition to quality department,
who might not understand and answer the questions accurately. Another limitation was that business performance
tenets were measured by using one question per each tenet. Future research may investigate those TQM practices
and performance measures in other Jordanian industries.
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