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ABSTRACT: All organizations strive for the highest aim in business, which is organizational performance –
this is true for both public and private organizations. In relation to performance, TQM refers to an effective
tool used to achieve excellent performance based on the management premise that stems back to decades.
The study aim remains at examining the effect of Total Quality Management Practices (TQMP) on
performance of organization with reference to Fujairah Asia Power Company(FAPCO)located to UAE. The
present study adopts quantitative research design in its quest to achieve a credible study. As such,
questionnaire was developed and used to elicit the respondents’ opinion on the effects of TQM on the UAE
public sector performance. 220 usable responses were evaluated using SPSS software and PLS SEM-VB was
used for assessing the current research model. The study employed random sampling technique was
adopted to gather the required quantitative data. Based on the findings in relation to this objective, the study
concluded that the results indicated that TQM has a significant and positive impact on organizational
performance. Results would give insights for FABCO and public sector in the UAE in order to enhance
performance of organization with focus on TQM.
Keywords: Total quality management practices; organizational performance; UAE.
I. INTRODUCTION
All organizations strive for the highest aim in business,
which is organizational performance – this is true for
both public and private organizations. In relation to
performance, TQM refers to an effective tool used to
achieve excellent performance based on the
management premise that stems back to decades.
Every organization needs TQM in order to facilitate ongoing quality improvements and to meet the customers’
needs [1]. In most of the contemporary organizations,
adopting technology uses ICT for filling up the records
and also as a tool for identifying, analyzing, recording,
interpreting and communicating the information that is
used for planning by the organization [2-4]. The
technique is implemented in introducing control
mechanism within the organization and assuring
accountability for resources [2, 3].
Prior studies indicated that TQM is a required
philosophy to be able to maintain business in the
present environment. TQM functions to enhance the
performance of the organization as evidenced by
majority of authors. However, the studies’ findings are
still mixed, specifically in the study branch that
evidenced TQM influence on the performance of
organizations and these cover a significant number of
studies [5-13]. It is clear that the UAE is trying to
become a leading technology center based on the
innovation strategy of the 4th Industrial Revolution [14,
15].
Other researchers indicated no significant influence of
TQM on the performance of organizations [16-19].
Furthermore, still another notable issue when it comes
to TQM-performance relationship is that majority of
authors dedicated their work to the developed countries
[20-25], while only minimal research were carried out
this relationship study in context of developing countries
[26].
The current study is unique in that it examines all the
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variables in the case of Fujairah Asia Power Company
(FAPCO) power sector, Abu Dhabi. In this regard, this
study attempts to minimize the gap in literature when it
comes to the study variables, and to eventually help
managers, engineer and decision-makers of FAPCO to
be aware of their present situation and the
enhancements they need.
II. REVIEW OF LITERATURE
A. Organizational Performance (OP)
OP, in context of organizations, can be defined by
equating it with an objective dominated by the firm [27].
In other words, the organization has direct control over
the organizational performance indicators that varies
from outcomes as the latter is so much broader in
nature. Cyber-physical systems, IOT, cloud computing
and cognitive computing are included while analyzing
organization’s performance [15-19].
In Rao (2019) study, the author explained that financial
performance of the organization is a significant factor
that measures the company profits [28]. Nevertheless,
the non-financial performance of the firm has been
increasingly focused on in the past years in assessing
public firms’ service provision. Different global indicators
will help in understanding the UAE as per the
international standards.
In the present study, the author focuses on FAPCO’s
organizational performance and on the assessment of
its non-financial performance owing to several reasons;
first, FAPCO is a private entity that provides water and
power to the public, focusing mainly on profitability and
financial income and second, its primary aim is to meet
the satisfaction of customers, improve quality and
competitiveness. Moreover, it is thus more suitable to
measure FAPCO performance through financial
measures as it depends on its financial performance to
satisfy clients, achieve goals and aims.
B. Total Quality Management Practices (TQMP)
Stahl (1995) [29] defined TQMP as an approach to
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enhance value of customers via improving the
organizational process and designs. It was also defined
as a method of creatively finding out solutions for
managing the quality by aiming at improving the
products, services and operations, as well as
goods/services generation mechanism [30].The top
TQM crucial success factors in the current study was
evaluated that were considered apt for the public sector,
which included leadership, strategic planning, designing
of the service, collection of information and its analysis,
improvement on a regular basis along with
benchmarking, which offers multidimensional analysis of
TQM.
Several prior authors have evidenced leadership as a
top factor when it comes to business performance [3034]. In fact, commitment from higher management
seems to be considered as a major drive for excellence
in the field of business between the organizations.
Furthermore, empirical studies examining the influence
of strategic planning on performance quality are very
limited; however, a crucial link has been observed
between them [35]. Moreover, many studies [24, 35-38]
have stated the significance of human resource in
enhancing performance of the organization. The quality
and organization performance are exhibited by the
product and design of the service with respect to timely
delivery, errors, quality costs, responsiveness and
customer satisfaction [39, 40]. Moreover, literature
evidenced the positive influence of information on the
organizational performance [19, 41, 42]. Further,
through the improvement of organizational processes, it
becomes possible for the organization to produce
innovation, enhance internal and external processes,
satisfy the expectations of customers and develop
stakeholders’ value. Literature dedicated to TQM shows
a positive continuous improvement-organizational
performance relationship [43-45] as well as between
continuous improvement and long-term competitive
advantages [46]. In addition, the dynamic benchmarking
importance in enhancing organizational performance

was stressed by Yusuf et al. (2007), [46] in terms of
achieving competitive advantage.
These practices were highlighted for the following
reasons; first, they have been often used (frequently
used compared to other factors) in many studies relating
to the service industries; second, they have been cited
as the key TQM implementation practices in service as
well as manufacturing industries [47]; third, they
represent the hard and soft components of TQM; and
lastly, they are related to services and the promotion of
the quality of service [48]. Thus, the following hypothesis
has been obtained:
H1: Management leadership as a positive effect on
organizational performance.
H2: Strategic planning has a positive effect on
organizational performance.
H3: Human resources has a positive effect on
organizational performance.
H4: Service design has a positive effect on
organizational performance.
H5: Information and analysis has a positive effect on
organizational performance.
H6: Continuous improvement has a positive effect on
organizational performance.
H7: Benchmarking has a positive effect on
organizational performance.
III. RESEARCH METHODOLOGY
A. Proposed Conceptual Framework
Resource-based view theory (RBV) that was first
proposed by Wernerfelt (1984) [49] is suitable as the
underpinning theory of the study framework. Literature is
rife with gaps on the relationships among the variables,
which calls for more in-depth examination of the
proposed relationships. Hence, the study framework has
been made basing on the literature study and
accordingly, by the relationship established between
TQMP and performance of the organization (Fig. 1).

Fig. 1. The proposed conceptual framework.
B. Development of Instrument and Collection of Data
The survey questionnaire, being the primary data tool,
collected data over a period span of three months
(August 2018-October 2018), with the final data samples
numbering 220 obtained from the FAPCO sections and
branches. The study employed random sampling to
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select FAPCO sections as based on Creswell (2003)
recommendation [50]. The obtained quantitative data
from the questionnaire were exposed to different
analytical methods. Data analysis was conducted using
the SPSS, version 23.0 and Smart PLS3.0. The data
analysis methods were chosen on the basis of the
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research questions and the characteristics of the
variables. The Likert scale was used for variable
measurement [51-53].
IV. DATA ANALYSIS
PLS SEM-VB was employed in order to assess the
research model via SmartPLS 3.0 software [54]. A twophase analytical technique [45] consisting of (i)
measurement model analysis (reliability and validity) and
(ii) structural model analysis (examining the
conceptualized relationships) was employed after
performing the descriptive assessment. This two-phase
analytical technique consisting of a structural and a
measurement model assessment is better than a single
phase assessment [55, 56]. While the model of
measurement explains each parameter’s measurement,
the structural model describes the correlation between
the parameters in this model [57].
A. Descriptive analysis
Table 1 exhibits the values for mean and SD. The
responses collected from the respondents were put on a
5-point scale ranging from 1 (strongly disagree) to
5(strongly agree). Customer score remained highest
with mean 3.984 of 5.0, with 0.827 SD.
B. Measurement Model Assessment
Construct reliability as well as validity were used to
examine the measurement model. The particular alpha
coefficients of Cronbach were tested to determine the
core parameter’s reliability. The quantities of all the
unique alpha coefficients of Cronbach in this research
ranged from 0.778 to 0.955, which went beyond the

proposed value of 0.7 [58]. Moreover, for inspecting
construct reliability, all the CR (composite reality) values
ranged from 0.870 to 0.961, which went beyond 0.7 [5961]. Thus, as Table 1 exhibits construct reliability values
that are stated by Cronbach’s CR and alpha.
Indicator analysis was performed via factor loadings
method. When the related indicators are very similar,
this is reflected in the construct and signified by the
construct’s high loadings [57]. As per Hair et al. (2010)
[56], the exceeding of values beyond 0.70 suggests
substantial factor loadings. Table 1 shows factor
loadings for all items to be higher than the value that
was suggested.
AVE (average variance extracted) was employed in
order to analyze convergent validity that shows the
degree to which a measure is correlated positively with
the same construct’s other measures. All the AVE
values ranged from 0.685 and 0.846, which went
beyond the proposed value of 0.50 [56]. Thus, all
constructs have complied with the convergent validity
acceptably (Table 1).
The degree to which the articles distinguish among
concepts or measure different constructs is
demonstrated by discriminant validity. Fornell-Larcker
was used as an analysis tool for finding out the
discriminant validity of the model (Table 2). AVEs’
square root on the diagonals (displayed in bold) was
found to be high compared to the correlations among
the constructs (corresponding row as well as column
values), which suggests strong correlation within the
concepts and their respective markers [62, 63].

Table 1: Measurement model assessmen.
Constructs
Manageme
nt
Leadership
(ML)
Strategic
Planning
(SP)

Human
Resources
(HR)

Service
Design
(SD)
Information
and
Analysis
(IA)
Continuous
Improveme
nt (CI)
Benchmarki
ng (BE)
Financial
(OPF)
Customer
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Item
ML1
ML2
ML3
ML4
SP1
SP2
SP3
SP4
HR1
HR2
HR3
HR4
HR5
HR6
HR7
HR8
HR9
SD1
SD2
SD3
IA1
IA2
IA3
IA4
IA5
CI1
CI2
CI3
CI4
BE1
BE2
BE3
OPF1
OPF2
OPF3
OPC1

Loading
(> 0.7)
0.890
0.933
0.898
0.892
0.912
0.913
0.856
0.894
0.845
0.862
0.873
0.885
0.841
0.854
0.877
0.816
0.860
0.920
0.925
0.913
0.885
0.897
0.879
0.907
0.875
0.899
0.875
0.887
0.874
0.850
0.919
0.915
0.876
0.733
0.877
0.796

M

SD

α (> 0.7)

CR(> 0.7)

3.818

1.075

0.925

0.947

0.816

3.863

1.031

0.916

0.941

0.799

3.827

0.986

0.955

0.961

0.735

3.842

1.039

0.909

0.943

0.846

3.825

1.003

0.934

0.950

0.790

3.850

0.998

0.906

0.934

0.781

3.774

1.050

0.875

0.924

0.801

3.809

0.869

0.778

0.870

0.691

3.984

0.827

0.847

0.897

0.685
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(OPC)

OPC2
OPC3
OPC4
OPIP1
OPIP2
OPIP3
OPIP4
OPLG1
OPLG2
OPLG3
OPLG4

Internal
Process
(OPIP)
Learning
and Growth
(OPLG)

0.832
0.830
0.853
0.841
0.836
0.843
0.855
0.862
0.895
0.894
0.844

3.927

0.900

0.865

0.908

0.712

3.893

0.904

0.897

0.928

0.764

Note: M = Mean; SD = Standard Deviation, α= Cronbach’s alpha; CR = Composite Reliability, AVE = Average
Variance Extracted.
Table 2: Fornell-Larcker criterion.
BE
CI
HR
IA
ML
OPC
OPF
OPIP
OPLG
SD
SP

BE
0.895
0.446
0.509
0.486
0.441
0.442
0.441
0.469
0.455
0.467
0.433

CI

HR
0.884
0.458
0.440
0.446
0.351
0.423
0.457
0.460
0.397
0.401

0.857
0.557
0.494
0.461
0.419
0.504
0.513
0.498
0.465

IA

ML

0.889
0.436
0.395
0.385
0.461
0.539
0.434
0.472

0.903
0.376
0.364
0.414
0.431
0.442
0.393

OPC

OPF

0.828
0.310
0.409
0.414
0.313
0.337

OPIP

0.831
0.326
0.346
0.421
0.409

0.844
0.501
0.430
0.431

OPLG

0.874
0.439
0.418

SD

0.920
0.382

SP

0.894

Note: Diagonals represent the square root of the average variance extracted while the other entries represent
the correlations.
Key: ML: management leadership, SP: strategic planning, HR: human resources, SD: service design, IA:
information and analysis, CI: continuous improvement, BE: benchmarking, OPF: financial, OPC: customer,
OPIP: internal process, OPLG: learning and growth.
(β = 0.177, t = 3.809, p <0.001), and (β = 0.189, t
C. Structural Model Assessment
=
3.033, p <0.01) respectively. 64% of variance in
This model can be tested by computing beta (β), R², and
organizational performance could be stated by
the corresponding t-values via a bootstrapping
management leadership, strategic planning, human
procedure with 5000 resamples.
resources, service design, information and analysis,
Figure 2 and Table 3showed the outcome for hypothesis
continuous improvement, and benchmarking. The
tests. H1, H2, H3, H4, H5, H6, and H7 are accepted with
values of R² have an acceptable level of explanatory
(β = 0.098, t = 2.105, p <0.05), (β = 0.123, t = 2.238, p
power, indicating a substantial model [64, 65].
<0.05), (β = 0.211, t = 3.413, p <0.001), (β = 0.109, t
= 2.134, p < 0.05), (β = 0.176, t = 3.779, p <0.001),
Table 3: Structural path analysis result.
Hypothesis
H1
H2
H3
H4
H5
H6
H7

Relationship
ML→OP
SP→ OP
HR→ OP
SD→ OP
IA→ OP
CI→ OP
BE→ OP

Std
Beta
0.098
0.123
0.211
0.109
0.176
0.177
0.189

SE

t-value

p-value

0.047
0.055
0.062
0.051
0.047
0.046
0.062

2.105
2.238
3.413
2.134
3.779
3.809
3.033

0.018
0.013
0.000
0.017
0.000
0.000
0.001

Decision

R²
0.64

Supported for all

Key: ML: management leadership, SP: strategic planning, HR: human resources, SD: service design, IA: information
and analysis, CI: continuous improvement, BE: benchmarking, OP: organizational performance
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Key: ML: management leadership, SP: strategic planning, HR: human resources, SD: service design, IA: information
and analysis, CI: continuous improvement, BE: benchmarking, OP: organizational performance, OPF: financial, OPC:
customer, OPIP: internal process, OPLG: learning and growth
Fig. 2. PLS algorithm results.
positive effect on the organizational performance. This
result also comes in line with prior studies i.e. [37, 38]
This current study was primarily conducted in order to
who confirmed the importance of human resources to
evaluate the relation among TQM and performance of
improve the performance of organizations. In addition,
the organization. The mixed findings that led to
H4 was formulated as Service design has a positive
inconsistent conclusions of the above variables’
effect on organizational performance, results from
relationships have remained a crucial issue to be further
examining H4 was also supported with (β = 0.109, t =
examined. Moreover, it is universally acknowledged that
2.134, p < 0.05). Results indicate that there is a direct
TQM is significant practice, which when adopted
positive effect of service design on the performance of
successfully, can improve organization performance.
the organization. This result is consistent with former
In the current study 7 hypotheses were developed to
researcher that stated service design is a good driver for
fulfill the main research objective which is examining the
improving the organizational performance. Also H5 was
effect of TQMP on performance of the organization with
also formulated, examined, and supported with (β =
respect to FABCO in UAE. The first objective was to
0.176, t = 3.779, p < 0.001). Results proven that
examine the effect of TQM on organizational
Information and Analysis is a driver of the organizational
performance. Thus, H1 is supported with (β = 0.098, t =
performance. This result comes in line with Ismail Sila &
2.105, p < 0.05).
Ebrahimpour (2005) [42] who also proved in their results
This result is also supported by a research finding of
the importance of Information and Analysis to improve
Talib, Rahman, & Qureshi (2011) [38] which concluded
the organizational performance. Finally, H6, and H7
that Management Leadership influenced organizational
were formulated to examine the effect of Continuous
performance positively, and studies by Oakland &
Improvement, and Benchmarking on the organizational
Tanner, 2008 [32] in which they indicated that
performance, and examined to fulfill objectives six and
Management Leadership has a significant positive
seven. Results also were supported with (β = 0.177, t
impact on organizational performance.
= 3.809, p <0.001), and (β = 0.189, t = 3.033, p < 0.01)
Moreover, the second hypothesis was examined for
respectively. These results also were consistent with
testing the strategic planning impact on performance
prior studies [44, 46, 66].
organization. The results stated there is a positive and
On the whole, sufficient TQM can be effectively relayed
direct effect of the strategic planning on performance
to all employees for acceptance and practice. Added to
with (β = 0.123, t = 2.238, p < 0.05), thus, H2 was
this, in FAPCO, there is an effective system that
supported. Findings come in line with Prajogo & Brown
establishes a system that reviews in the short and long(2004) [35] who concluded that strategic planning is a
term the objectives and policies to maintain its
driver of organizational performance. Furthermore, H3
consistency with the employees’ requirements and
was examined and supported with (β = 0.211, t = 3.413,
needs.
p < 0.001), as the Human Resources has a direct
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V. DISCUSSION

VI. IMPLICATIONS,
DIRECTIONS

LIMITATIONS

ANDFUTURE

This study illustrated and highlighted the importance of
both TQM and management of project in public service
firms and it evaluated the unsolved problems with
respect to TQM and performance of the organization.
Moreover, the extension of literature regarding the
impact of the TQM on the performance of the UAE
public service firms. This is because studies of this
caliber are confined to the manufacturing sector. Public
service sector holds great importance to the economic
development plans but notwithstanding this fact, prior
studies have largely conducted conceptual, descriptive
and observational studies when examining TQM in the
public service sector. Thus, this study contributes to
literature on the UAE public service sector in light of
empirical findings on the study variables.
The study results also contributes to practice, with
implications to both practitioner and policy-maker circles.
The study primarily provided information and knowledge
on the way TQM improve the performance of public
service organizations. Under this sub-section the
practical contributions are enumerated. One of the
practical contributions is the study findings promotion of
awareness of management of public service firms as to
the significance of institutionalizing both project
management and TQM. The results also highlights that
one of the top survival mechanism of organizations and
their key to achieving strategic competitive niche is by
embracing entrepreneurial activities. The findings can
guide owners and managers to lay down effective plans
on how to be successful in implementing TQM for a
successful entrepreneurial niche.

The above study contributions do not negate the fact
that the study has its own limitations that are crucial to
results interpretation and drawing of results. One of the
limitations pertains to the study scope that was confined
to the UAE public service sector firms, disregarding
other firms. This may affect the results generalizability.
Thus, it is suggested to include private sector in future
studies to improve the generalizability of the results.
VII. CONCLUSION
In sum, public service sector performance has remained
as one of the top issues hindering overall economic
development and growth. In this regard, public
organizations overall performance has been of top
concern and debate among circles of decision-makers
and practitioners in the developing nations, like UAE.
The study construct of TQM has been acknowledged as
the top effective strategies for organizations to adopt in
bettering their performance and generating innovative
products and services. This holds true for the UAE case,
where TQM has been hailed as effective strategies
despite its short history in the region. The study findings
supported the significant influence of TQM on the
performance of UAE public service firms. And although
these management initiatives originated from the West,
they can still be of great value in terms of enhancing and
maintaining organizational performance in the UAE.
Results would give insights for FABCO and public sector
in the UAE to improve the organizational performance
focusing in TQMP.

APPENDIX
Instrument for varibles
Varible
Management
Leadership (ML)

Strategic Planning
(SP)

Measure
ML1: In our department, the top management has long-term quality plans.
ML2: In our department, the top management has set up clear quality goals.
ML3: In our regular meeting, the top management always focused on quality of the
service and its deliverance.
ML4: In our department, the top management encourages us to view quality of the
service that is important than cost.
SP1: In our department, we have a mission statement which has been effectively
communicated to all the employees and gained their support.
SP2: In our department, we have a comprehensive planning process which sets and
reviews short and long-term goals.
SP3: Our plans focus on the achievem ent of the best practice in the other
departments.
SP4: When we develop our plans, policies, and objectives, we always incorporate
customer requirements and the needs of all stakeholders, including the community.

Human Resources
(HR)

HR1: In our department, suggestion of the employees are evaluated.
HR2: In our department, we often work in teams, with members from a variety of
departments.
HR3: In our department, we use the ability to work in teams as a criterion in the
employees’ selection.
HR4: In our department, employees’ training is provided in quality principles.
HR5: In our department, resources are available for employees training.
HR6: In our department, the top management is often involved in quality training.
HR7: In our department, employees are encouraged to take initiatives when dealing
with customers’ complaints.
HR8: In our department, the problem-solving ability is a criterion for selecting
employees.
HR9: In our department, employees are given the resources necessary to deal with
customers’ complaints.
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Service Design
(SD)

Information and
Analysis (IA)

Continuous
Improvement (CI)

Benchmarking
(BE)

Financial (OPF)

Customer (OPC)

Internal Process
(OPIP)

Learning and
Growth (OPLG)

SD1: It is the policy in our department to thoroughly review the new service designs
before its marketing.
SD2: In our department, the quality of the new service is more important than
reducing the cost.
SD3: When designing a new service, employees from different departments often
participate in the process.
IA1: In our department, we have a program to reduce the time between receiving an
order and its satisfaction.
IA2: In our department, performance data is collected and analyzed on a regular
basis.
IA3: In our department, the information allows us to control and improve core
processes and services.
IA4: In our department, we receive timely information and the important data is
presented and communicated to employees on a regular basis.
IA5: In our department, information systems are always evaluated and improved.
CI1: In our department, there is always an emphasis on the continuous improvement
in all the activities at various levels.
CI2: In our department, continuous improvement is emphasized in the training
programs provided to employees.
CI3: In our department’s policies, improving quality is more important than the
quantity and short term goals.
CI4: In our department, all departments and stations believe that by implem enting
continuous improvement strategies, they can survive and serve better in the highly
competitive environment.
BE1: In our department, it is always emphasized that benchmarking is our strategy
to achieve a better competitive position
BE2: We visit other departments, locally and internationally, to investigate their
practices.
BE3: In our department, we conduct research to find out the best practices of other
local and international policies.
OPF1: Our department has good budget management
OPF2: Operation in our department is not cost saving
OPF3: Our department reduced the unit cost of service delivered
OPC1: Our department has high community demand
OPC2: Our department increased customer satisfaction
OPC3: Our department improved on the timeliness of service delivered
OPIP1: Our department maintains a high level of motivation amongst employees.
OPIP2: Our department successful in implementing employee development
programs (training).
OPIP3: Our department maintains a high level of employee health and safety.
OPIP4: Our department has work climate support for obtaining the department’s
objectives.
OPLG1: Our department has successfully identified the emerging needs of
customers/outside communities.
OPLG2: Our department is responding quickly to changing customer demands.
OPLG3: Our department utilizes the latest technology for increasing effectiveness
OPLG4: Our department has successfully developed the procedure to improve the
quality of service offered.
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