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ABSTRACT

This paper presents the findings of a study investigating how the application of Total
Quality Management (TQM) can help organizations to tackle the different business challenges
brought about as a consequence of the recent global financial crisis including those associated
with planning, cost reduction and increasing competition. The study focuses on the experiences
of employees based within the leading concrete and cement producer ‘Lafarge-Jordan’. Using a
qualitative approach and the use of convenience sampling, a questionnaire was developed to
gather the views of the company’s employees on the perceived impact of TOM in their
organization on its ability to meet different business challenges. 73 employees completed the
survey. Partial Least Squares (PLS) were chosen using SmartPLS 3 software with a two-stage
approach in measurement and structural model testing. The results showed that customer focus
and senior management support are the two most important variables that enhance the ability to
face different types of challenges. Integrative relationships with suppliers and continuous
improvement were found also to have a significant impact on reducing quality costs to help
overcome competition. Based on the previous literature and results, this research recommends
the orientation towards greater employee involvement because they are the cornerstone to
successful TQM; further, it is more advantageous to analyze both the soft and hard effects of
TQM to overcome challenges.

Keywords: Total Quality Management (TQM), TQM Dimensions, Overcome Challenges,
Lafarge-Jordan.

INTRODUCTION AND PROBLEM

Many companies are facing significant challenges as a result of the global financial crisis
which has affected their ability to practice their main activities and gain profits. These challenges
have led them to narrow their budgets in line with the financial difficulties they face especially in
developing countries such as Jordan. As a result of the economic and political conditions in
surrounding areas, many companies, including Lafarge-Jordan, are facing challenges to survive
and grow, which has highlighted the importance of Total Quality Management (TQM) as a
potential strategy for tackling these challenges.

Jordan provides an interesting location in which to examine TQM as although over the
last decade, the country has delivered significant structural reforms in health, education and
industry, more work is required to enhance the investment climate in the country and political
instability involving the Syria and Iraq crises, remains a significant difficulty.

Therefore, this study seeks to ascertain how employees working within a large
organization in Jordan perceive the benefits of TQM in addressing some of the problems

1 1939-6104-18-1-311


https://www.google.jo/url?sa=t&rct=j&q=&esrc=s&source=web&cd=1&cad=rja&uact=8&ved=0ahUKEwiFjoqc4afPAhXGyRQKHXwQAE4QFggcMAA&url=http%3A%2F%2Fwww.ammanu.edu.jo%2F&usg=AFQjCNHrdvgqrBR3Xl1DYmzuaEkGuW9Mwg
https://www.google.jo/url?sa=t&rct=j&q=&esrc=s&source=web&cd=1&cad=rja&uact=8&ved=0ahUKEwiFjoqc4afPAhXGyRQKHXwQAE4QFggcMAA&url=http%3A%2F%2Fwww.ammanu.edu.jo%2F&usg=AFQjCNHrdvgqrBR3Xl1DYmzuaEkGuW9Mwg

Academy of Strategic Management Journal Volume 18, Issue 1, 2019

businesses such as it are currently facing in terms of securing their continued survival and
growth. The study focuses more specifically on the TQM dimensions associated with customer
focus; integrative relationship with suppliers; process management; human resources support;
senior management support; and continuous improvement. It focuses on the challenges faced for
companies in relation to planning and management; cost reduction; and gaining competitive
advantage.

RESEARCH IMPORTANCE

Currently there is limited empirical evidence available about the effect of alternative
TQM practices on different business performance measures (Sadikoglu & Zehir, 2010),
particularly within the context of a company operating within a developing country such as
Jordan. There are therefore a number of research gaps that need to be addressed including:
gaining a better understanding of the key challenges facing companies such as Lafarge-Jordan
when trying to grow and further establish itself within its sector in the face of significant
business challenges; and acknowledging that differences in the perceptions of the acceptability of
different TQM tools amongst the workforce in this sector, in this global setting is still relatively
unexplored.

LITERATURE REVIEW AND PREVIOUS STUDIES
Understanding Total Quality Management

Due to the vast diversity and perspectives of quality management and Total Quality
Management (TQM), achieving a consensual definition is problematic (ldris & Zairi, 2006).
However, according to Baird et al. (2011), TQM can be described as an integrative
organisational-wide philosophy that aims to continuously improve the quality of products,
services and processes to meet customer expectations. Similarly, Talib et al. (2011) describe
TQM as a total system approach which works across all functions and departments, involves all
employees, and aims to consistently meet or exceed customer requirements.

There are many different types of TQM practices identified in the current literature
including those which are focused around factors such as: senior management support and
leadership (Talib & Rahman, 2010; Khamalah & Lingaraj, 2007); customer focus, satisfaction
and orientation (Mahapatra & Khan, 2006); employee support, engagement and involvement
(Lakhal et al., 2006; Samat et al., 2006); training and education (Ueno, 2008); and continuous
improvement (Fotopoulos & Psomas, 2009). Furthermore, a distinction is often made between
these practices into “hard” and “soft” TQM. “Hard” practices are those which are considered to
be most pertinent to production and operations management, where statistical techniques or
performance standards, for example, are used to assess quality. “Soft” practices, on the other
hand, are those which have a more qualitative focus incorporating elements such as leadership,
employee involvement and team work (Yunis et al., 2013). According to Khan & Naeem (2018),
who examined the impact that soft quality practices have on hard quality practices, found that
soft quality practices can lead to improved innovation which in turn impacts on organizational
performance.

Since its formation, the TQM concept has evolved considerably resulting in the
development of a range of models and techniques such as Six Sigma, Kanban, Total Productive
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Maintenance, Lean, Just-in-time, and Productivity Improvement which are all commonly used
today in a range of different settings and industries (Dhongade et al., 2013; Shafiq et al., 2017).

Understanding Organizational Performance and Challenges

In general, organizational performance refers to the extent to which an organization meets
its stated objectives and in the existing literature, a wide range of measures exists to assess levels
of performance including both financial and non-financial measures (Jabeen et al., 2014). Studies
assessing the impact of TQM on performance identify a wide range of performance variables
including: customer satisfaction levels (Lin et al., 2005); financial and market results (Sila,
2007); employee satisfaction and loyalty (Jun et al., 2006); and innovation and quality outcomes
(Prajogo & Sohal, 2004). Others, such as Idris & Zairi (2006) propose the use of established
models such as the Balanced Scorecard developed by Kaplan & Norton (1996) to gauge
performance outcomes related to different critical factors of TQM implementation. Much less is
written about how a TQM model can be used to face challenges during difficult periods Callejo,
2012).

The Relationship between TQM and Performance

Tanninen et al. (2010) claim that TQM practices can influence organisational
performance through two key processes. The first is through improved internal performance
resulting in increased efficiency, reduced waste and subsequently a higher return on assets. The
second is through improved customer satisfaction which results in enhanced brand value and
customer loyalty which in turn leads to higher levels of sales and market share.

In line with this, Summers (2006) argues that TQM practices can lead to the improvement
of the quality of products, make better use of resources, lower costs, minimize errors, and
reduced delays in production and delivery time schedules which all subsequently enable an
organization to acquire greater market share and boost performance. This view is supported by
Kumar et al. (2009) who found from their study of TQM and performance that TQM practices
significantly improved employee participation and morale, increased efficiency in operating
procedures, reduced the level of customer complaints, and ultimately enhanced profitability.
Similarly, Sinkovics & Roath (2004) argue that TQM practices help to direct performance by
influencing the way in which routine business operations are carried out and by providing a
foundation for longer term business success and overcome different kinds of challenges.

Despite these identified benefits, there are some mixed findings on the effectiveness of
TQM in achieving competitive advantage. Across different countries including the US, the UK
and Australia, certain studies have indicated that there has been a lack of tangible results
associated with the implementation of TQM (Sadikoglu & Zehir, 2010; Soltani et al., 2005;
Taylor & Wright, 2003; Sohal & Terziovski, 2000). Similarly, according to Sabella et al. (2014),
the performance improvements resulting from implementing different TQM practices are not
ubiquitous and are very mixed in nature.

In particular, previous studies have reported variable results with regards to the
relationship between hard and soft TQM practices and organizational performance (Yunis et al,
2013). Rahman & Bullock (2005) argue that when measuring the impact of TQM, the distinction
between these hard and soft elements of TQM is essential as they claim that they affect
performance in different ways. They concluded that the elements of soft TQM including
workforce commitment, shared vision, customer focus, team working and cooperative supplier
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relationships, were all significantly correlated with organizational performance, and discovered
that in order for certain hard TQM elements to have an impact on performance, such as
technology utilization and continuous improvement enablers, the soft TQM elements must first
be in place. This suggests that organizations should not view individual TQM practices in
isolation, but instead view them as a collective means of promoting quality improvement across
all areas in order to ultimately enhance performance and should also acknowledge the unique
individual relationships between them (Baird et al., 2011).

Enablers and Inhibitors

Enablers and inhibitors have an influence over the relative impact of TQM, with enablers
being the positive forces that facilitate the speed of positive progress, and inhibitors being the
negative forces that impedes it (Idris & Zairi, 2006). Within the current literature on TQM and
performance, a range of enablers and inhibitors have been proposed, and indeed Talib et al.
(2012) highlighted seventeen such TQM enablers.

One of the most common factors that is identified in previous studies as impacting on the
effectiveness of TQM is organizational culture (Prajogo & McDermott, 2005; Kumar &
Sankaran, 2007) with numerous authors referring to the need to change the organizational culture
and workforce attitudes in order to TQM to be effective (Baird et al., 2011). This view is
supported by Singh et al. (2018) in their study of TQM in a sample of Indian manufacturing
companies. From their study, they stressed the importance of strong leadership in ensuring that
an organization’s culture is ready to successfully embrace TQM practices to tackle key
challenges proactively. Non-traditional cultures, in particular, have been suggested as being more
receptive to TQM practices (Bonavia Martin & Marin-Garcia, 2006) and from their study of
TQOM in the textile industry in Pakistan, Shafigq et al. (2017) concluded that TQM has the
potential to have a positive effect on organizational performance not only in companies based in
developed nations, but also on those based in developing countries such as Jordan. In addition,
employee involvement and participation has frequently been identified as a significant
contributing factor to changing organizational culture into one which embraces quality
improvement (Gul et al., 2012; Chuang et al., 2015; Bakoti¢ & Rogosi¢, 2015). In their study of
the impact of TQM in the service industry, Psomas & Jaca (2016) found that the TQM factors
relating to customers, employees and top management had the most significant impact on
performance.

Another factor that has been identified in the current literature relates to the
implementation process surrounding TQM. According to Talib et al. (2011) this process is
crucial to its long-term success and advises that is not something that can be applied generically,
but instead is organization-specific. In support of this view, Weingarten et al. (2013) found that
the successful implementation of TQM depends on a range of contextual factors such as
organizational size, local and national culture, and the scope of operations, and concur with the
view of Foster (2006), that “one size does not fit all”” in relation to implementing TQM practices.
This view is also supported by Sila (2007) who draws on institutional theory and contingency
theory to analyze the different contexts in which TQM impacts on performance.

A further enabler of TQM on organizational performance is said to be effective supplier
quality management (Zakuan et al., 2010). According to Lee (2004) and Temtime & Solomon
(2002), the adoption of supplier management in TQM programs can assist organizations to
achieve competitive advantage in both domestic and international markets. This requires
establishing a strong relationship with suppliers based on trust, cooperation, mutual collaboration
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and stability. Similarly, in their study of the relationship between supplier management and
operational performance, Prajogo et al. (2012) found that supplier management impacted
positively on quality performance through the establishment of long-term strategic relationships
and the integration of logistics to facilitate positive outcomes in terms of delivery, flexibility, and
cost performance.

With regard to the inhibitors influencing the relationship between TQM and performance,
in their study of quality management, Goetsch & Davis (2014) identified five key barriers to
successfully implementing TQM practices. These included: weak leadership and senior
management delegation; “team mania” whereby teams are insufficiently supported or established
to deliver TQM practices effectively; poorly constructed deployment processes to deliver
linkages with all of the organization’s key functions; taking an overly dogmatic approach to
TQM implementation; and having a lack of required skills and experience around TQM in the
affected workforce.

Similarly, in their work on implementing TQM in the construction industry, Haupt &
Whiteman (2004) found that the main inhibitors stemmed from a lack of commitment from
senior management to the principles of TQM, difficulties in transferring responsibility for TQM
to the “front-line”, perceptions that TQM is overly bureaucratic, difficulties associated with
measuring results, and disinterest and general apathy from staff. This view was also supported by
Polat et al. (2011) in their similar study of TQM within the field of construction.

Lafarge, TQM and Challenges

It is known that the global financial crisis occurred in the middle of 2007 after the
bursting of the “real estate fizz” in the United States. The world economy has been negatively
affected; the most important indicators of this are the impoverishment of some companies and
banks, a higher unemployment rate, the increasing restrictions on credit granting, liquidity
shortage, and slowing economic growth , which in turn has affected the volume of demand for
Lafarge's products. In Jordan, Lafarge is currently the leading cement and concrete supplier, with
an annual production capacity of around 1.9 million mé (Lafarge, 2018). However, back in the
first quarter of 2009, the impact of the crisis began to hit as demand declined 4% as compared to
the previous year, and there was a continued decline in the company's activity until the company
eventually offered some of its assets for sale from factories and lands.

In 2016, the company's financial statements showed a net loss of JD (1.712) million
against a net profit of 2015 of 9%. The company's sales decreased by 12.8% due to the decline in
demand in the local market because of the slowdown in construction activity, the decrease in the
capital expenditure of the state and the competition, as well as the increase in administrative
expenses and the suspension of operations in the factory of Al-Fuhais. The main challenges
facing the company included:

A continuous rise in energy prices, mining fees and electricity.

Limited size of the Jordanian market and the presence of 5 rival companies producing cement.

The impact of the economic slowdown on the cement product market.

An increase in the number of employees compared to the volume of operations and production.
Government pressure to reduce the sale price of product and compensation of residents for some
environmental issues rose on the company.

agrwdE
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RESEARCH HYPOTHESIS AND MODEL

Based on the findings from the literature review, the following research hypotheses were
identified:

H;: The dimension of TQM (customer focus) has a significant statistical impact on the face of challenges
(planning and management; reduction of fixed and variable costs, reduction of quality costs, and overcome
the competition).

H,: The dimension of TQM (integrative relationship with suppliers) has a significant statistical impact on
the face of challenges (planning and management; reduction of fixed and variable costs, reduction of
quality costs, and overcome the competition).

Hs: The dimension of TQM (process management) has a significant statistical impact on the face of
challenges (planning and management; reduction of fixed and variable costs, reduction of quality costs,
and overcome the competition).

H,4: The dimension of TQM (human resources support) has a significant statistical impact on the face of
challenges (planning and management; reduction of fixed and variable costs, reduction of quality costs,
and overcome the competition).

Hs: The dimension of TQM (senior management support) have a significant statistical impact on the face of
challenges (planning and management; reduction of fixed and variable costs, reduction of quality costs,
and overcome the competition).

He: The dimension of TQM (continuous improvement) has a significant statistical impact on the face of

challenges (planning and management; reduction of fixed and variable costs, reduction of quality costs,
and overcome the competition).

To test the above hypotheses, the following research model was adopted (Figure 1).

FIGURE 1
RESEARCH MODEL
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RESEARCH METHODOLOGY
Data Collection Method and Sampling Framework

This study adopted a pragmatist approach and used a quantitative methodology of a
postal questionnaire (Appendix). It was felt that this would effectively gather the views of the
case example organization’s employees in a practical and cost effective way.

The study population of interest consisted of all administrators and engineers working in
the Lafarge -Jordan factories in both the Al-Fuhais and Tafileh sites. The company was chosen
as one of the first companies to implement quality control systems and continuous improvement.
The company had also installed a policy of cooperation, trust and mutual collaboration in its
supplier management system. The company faces exceptional circumstances and challenges,
which necessitated the discontinuation of production at many times, thus the researchers,
believed that this company provided a good case example which warranted further investigation.
A convenience sampling technique was used to select the participants. To determine the suitable
sample size; (150) members was considered to be a representative sample for the study
population based on published scientific guidelines of sample size decisions (Krejcie and
Morgan, as sited in Sekaran & Bougie, 2009). It should be noted that the company faced some
legal and environmental law suits forced it to close Al- Fuhais factory and layoff a lot of
employees. Just Al- Rashadia factory is working now, which is 400 Km away from Amman the
capital. The number of returned questionnaires was (79) with a response rate of around (53%);
however, the number of questionnaires included in the analysis was (73); since (6) were not
considered to be suitable for analysis (Table 1).

Table 1
SAMPLE CHARACTERISTICS
Measure Value Frequency | Percentage (%)
Gender Male 66 90.4
Female 7 9.6
18 less than 24 7 9.6
24 less than 40 20 27.4
Age 40 less than 54 31 42.4
More than 54 years 15 20.5
High School or less 36 49.3
Academic Qualification Bachelor 26 35.6
Master 4 5.5
PhD 5 6.8
Other 2 2.7
Top Level 19 26
Management level Middle Level 26 35.6
Low Level 25 34.2
Less than 5 years 26 34.2
Experience 5-10 years 15 35.6
10-15 years 13 17.8
15-20 years 12 16.4
More than 20 years 7 9.6
Factory Al Fuhais 15 20.5
Al Rashadia 56 76.7
Other 2 2.7
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Nationality Jordanian 61 83.6
Non-Jordanian 12 16.4

Instrument Design

The researchers developed a questionnaire designed following a review of the current
literature. The questionnaire comprised of two parts; the first part measured factors related to
demographic characteristics of the participating employees: gender, age, length of service, and
academic qualifications, aiming at describing the sample. The second part included items
measuring the research variables. The answers were classified according to a five-point Likert
scale.

Public Relations Dept. in the company distributed the questionnaire according to their
policy. No chance for the researchers to make pilot study. However, for the validity of the study
tool, nine professors and experts in the field of business and quality were contacted to obtain
suggestions for necessary modifications.

Data Analysis

Partial Least Squares (PLS) were chosen for the current study using SmartPLS software.
It was used in a two-stage approach, measurement and structural model testing. It is assumed that
both methods “PLS-SEM vs. CB-SEM” are complementary rather than competitive. The primary
purpose of the PLS approach is to predict the indicators by means of the components expansion.
Joreskog, 1982). In line with this notion, Hair et al. (2011) recommend:

1. Ifthe goal is predicting key target constructs or identifying key 'driver' constructs, selects PLS-SEM.
2. If the goal is theory testing, theory confirmation, or comparison of alternative theories, select CB-SEM.
3. If the research is exploratory or an extension of an existing structural theory, select PLS-SEM.

Measurement Model

The measurement model can be assessed by examining the reliability, convergent validity
and discriminate validity. Specifically, reliability which refers to the internal consistency of
measurement, can be assessed by checking if the value of Composite Reliability (CR) is more
than 0.7, the Average Variance Extracted (AVE) is greater than 0.5 and Cronbach’s a is greater
than 0.6 (Hair et al., 2006). Table (2) below shows that the CR values ranged from 0.79 to 0.91
and the AVE values ranged from 0.52 to 0.72. These values are higher than the acceptance value
0.70 and 0.50 which indicate good construct reliability. Furthermore, in order to check the
reliability, Cronbach’s a for each item was calculated. All item values were larger than 0.70,
which indicates that the scale has a good reliability.

Table 2

RESULT OF CONSTRUCT ASSESSMENT

Constructs | CR | Cronbach’s a | AVE
TQM Dimensions

Customer focus 0.89 0.87 0.52
Integrative relationship with suppliers | 0.88 0.82 0.65
Process management 0.9 0.86 0.6
Human resources support 0.91 0.88 0.64
Senior management support 0.91 0.87 0.72
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Continuous improvement [ 0.89 | 0.84 | 0.68

Face of Challenges
Planning and management 0.85 0.79 0.53
Reduction of fixed and variable costs | 0.85 0.78 0.53
Reduction of quality costs 0.89 0.85 0.58
Overcome the competition 0.79 0.72 0.52

Bootstrapping method (SmartPLS 3) software was used to test the statistical significance
of path coefficients. Figure 2 shows the P value for all research variables and the PLS model of
the study.
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FIGURE 2
RESULT OF PLS

RESULTS

The analysis revealed that four of TQM dimensions (customer focus, integrative
relationship with suppliers, senior management support, and continuous improvement) have a
significant impact on face of challenges, whereas two dimensions (process management, human
resources support) have no impact on face challenges. In summary, the results show that
(customer focus) as a TQM dimension has a significant impact on (planning and management)
and (reduction of fixed and variable costs) with (t=2.5, p <0.05), (t=2.25, p < 0.05) respectively.
Thus, H1 is supported.

In addition, (integrative relationship with suppliers) as a TQM dimension has a
significant impact on (reduction of fixed and variable costs) with (t=2.35, p < 0.05). Thus, H2 is
supported. As well as, (customer focus) and (integrative relationship with suppliers) explain 0.73
percent of (reduction of fixed and variable costs) variance.

Moreover, the results revealed that (senior management support) as a TQM dimension
had a significant impact on (planning and management) with (t=3.42, p < 0.05). In addition,
(customer focus and senior management support) explain 0.81 percent of (planning and

9 1939-6104-18-1-311



Academy of Strategic Management Journal Volume 18, Issue 1, 2019

management) variance. Moreover, (senior management support) has a significant impact on
(Reduction of quality costs) with (t=2.06, p < 0.05) and it explain 0.32 percent of (reduction of
quality costs) variance which support H5.

Furthermore, (continuous improvement) as a TQM dimension has a significant impact on
(overcome the competition) with (t=2.40, p < 0.05) and it explain 0.56 percent of (overcome the
competition) variance which support H6. Accordingly, the result reflect that there is no
significant impact for (process management, and human resources support) as a TQM dimension
on the face of challenges which lead to reject and not support H3 and H4.

DISCUSSION AND CONCLUSION

The major finding of this study is that there was clear evidence that practicing TQM
through the dimensions of (customer focus) and the (integrative relationship with suppliers) have
the most significant effect on facing the company’s key challenges by providing the guidelines
for better planning and management in one hand and by reducing fixed and variable costs in the
other. In addition, (continuous improvement) and (senior management support) have also a
statistical significant impact on addressing the fierce competition in the cement industry and
through enabling better planning and management to face different challenges more effectively.
These results are similar to the results of Tanninen et al. (2010), Summers (2006), and Prajogo et
al. (2012). Surprisingly, the results revealed that there was no significant impact for (process
management) and (human resources support) as a TQM dimension on the face of challenges.
This result warrants further investigation because successful implementation and adoption of
TQM practices require training, education, and employee involvement.

Theoretically, the study results extended the literature concerning TQM through
investigating its dimensions that affecting facing of challenges within the context of Jordan.
Considering the scarcity of the available empirical as well as theoretical studies within this
context as well as the overall Arab countries context, the study and its outcomes provided some
insights and useful contribution that could open the door for more research to create awareness
concerning TQM issues. The overflow of the research process might also provide systematic
guideline for future researcher in terms of the foundation of the research, building up of its
model, methodological procedures, analysis of data as well as the validation of the proposed
model.

Practically, the outcomes of this research may serve decision makers in the Lafarge
Company in their attempts to consider quality issues that have become a must for most
stakeholders in this industry including consumers, government as well as investors.

This research outcome provides an original contribution to the available body of
knowledge concerning the important and potential leading role of organizational management in
the TQM. The empirical findings mentioned before in addition to the theoretical evaluation of
Lafarge Company have led to the identification of particular strategic direction to improve the
state of the art concerning the concept of TQM.

RECOMMENDATION

Building on the discussion of findings and the conclusions drawn, the researchers
recommend the company focus on developing employee involvement and engagement as they
are critical stakeholders in the successful application of TQM. For further research, we believe it
would be advantageous to analyze the impact of different soft and hard forms of TQM in
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overcoming business challenges. In addition, there is a need for further investigation of the
cultural and behavioral issues of companies operating in developing countries, which can
influence the successful application of TQM in the face of difficult times.
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APPENDIX
Employee Questionnaire

(Part One: Basic Information)
(Lafarge) please fills out this questionnaire by answering all the questions in it, and by
ticking in the appropriate box

1. Sex: Male |:| Female |:|

2. Age: 18— Lessthan 24 L] 25 _ Less than 39 ||
40 — Less than 54 |:| More than 55 |:|

3. Qualification: High School |:| Diploma|:| Bachelor |:| Masters |:| PhD |:|
4. Job Title:

Top management|:|
Middle management
Lower management|:|
5. Years of Experience: Less than 5 year __| 5 years — Less than 10 years L]
10 years — Less than 15 years |:| 15 years — Less than 20 years |:|
More than 20 years L]

6. Which factory you belong to (Lafarge):
Fuheis Factory []
Al Rashadia Factory |:|

7. Nationality:
Jordanian []
Non Jordanian []
No. Strongly | Agree | Neutral | Disagree | Strongly
Statement Agree Disagree
5 4 3 2 1

1 The company continuously recognizes the needs and
desires of customers through market studies.

2 The company is keen to provide products with
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suitable prices to the customers.

3 | The company is seeking to provide products in places
and ports distributional that achieve customer
satisfaction.
4 The company is keen to provide the products within
the international standards of quality.
5 The company relies on the principle of honesty and
enrichment in their promotional.
6 The company constantly emphasizes that the
customer's satisfaction is the core of its efforts.
7 The company has an advanced system to handle
customer complaints.
8 The company is keen to implement an advanced
system to meet its commitments and obligations to
customers.
No. Strongly | Agree | Neutral | Disagree | Strongly
Statement Agree Disagree
5 4 3 2 1
9 | The company maintains strong long term relationships
with suppliers.
10 | The company seeks to share suppliers in its plans and
future vision.
11 There is cooperation between the company and
suppliers to achieve the highest quality standards.
12 | The company seeks to diversify sources of supply to
reduce the risk.
No. Strongly | Agree | Neutral | Disagree | Strongly
Statement Agree Disagree
5 4 3 2 1
13 The company is working on the sovereignty of the
concept of quality is everyone's responsibility.
14 Processes are designed to ensure the smooth flow of
work.
15 Ensure the application of quality principles in the
design stages.
16 | There is a review of production processes in order to
overcome obstacles.
17 Ensure the application of the principles of quality in
the production stages.
18 The company considers TQM as a high-quality
productivity function.
No. Strongly | Agree | Neutral | Disagree | Strongly
Statement Agree Disagree
5 4 3 2 1
19 | There is support provided from the company for the
staff to continuous improvement.
20 | Evaluation of staff performance is characterized by a
system of justice and objectivity in terms of quality it
depends on the results of the application.
21 | The company encourages the formation of teams and
quality circles Quality Cycle.
22 The company provides the required incentives for
employees when adhering to the principles of quality.
23 | The company offers appropriate training courses for

successful implementation of quality principles.
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24 | The company is keen on the safety of workers through
the application of safety and security standards.
No. Strongly | Agree | Neutral | Disagree | Strongly
Statement Agree Disagree
5 4 3 2 1
25 Senior management company is keen to clarify the
importance of applying the principles of quality.
26 | Senior management supports quality teams by giving
them the necessary powers to apply quality.
27 The senior management provide a guidance for the
appliances whom have experience in the application
of quality concepts.
28 Senior management is keen to read and analyses the
reports of quality management.
No. Strongly | Agree | Neutral | Disagree | Strongly
Statement Agree Disagree
5 4 3 2 1
29 The company management believes that continuous
improvement leads to reduced delivery time.
30 | The company continuous improvement to reduce the
number of products that need to re-design or
production.
31 The company management believes that continuous
improvement contributes to the reduction of the
damaged.
32 | The company encourages a comprehensive review of
the administrative and technical operations to find the
best ways to get the job done.
No. Strongly | Agree | Neutral | Disagree | Strongly
Statement Agree Disagree
5 4 3 2 1
33 | The company is conducting a comprehensive review
of all additional activities that carry the company's
costs but adds a simple value to the customer.
34 The company is constantly pursuing the health of
workers and employees to ensure workers to avoid
absences due to health conditions safe environment
and thus increase productivity.
35 | The company is keen to retain human resources who
understand the importance of applying the principles
of quality and motivation, which enhances the
company's inventory competencies to overcome the
crisis.
36 Intensify staff training efforts in order to increase
productivity.
37 The company reward and motivate employees who
innovate innovative ideas that reduce costs or increase
customer satisfaction.
38 Understanding the principles of quality makes
communication between the administrative levels
without obstacles and is characterized by speed and
accuracy.
No. Strongly | Agree | Neutral | Disagree | Strongly
Statement Agree Disagree
5 4 3 2 1
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39 | The application of quality principles creates a positive
atmosphere for employees to encourage creative
initiatives aimed at reducing design and production
COsts.
The application of quality principles are encouraged
40 to look for alternatives to the provision of energy
used, such as wind power and solar energy.
41 Raise production efficiency either by increasing
output at the same level of inputs or outputs installed
and reduced input.
42 The application of quality concepts increases
flexibility in the production of certain materials
outside the company's factories (supply from outside
outsourcing).
43 Quality can be reduced costs by contracting with
specialized companies to conduct the required tests as
needed them.
No. Strongly | Agree | Neutral | Disagree | Strongly
Statement Agree Disagree
5 4 3 2 1
44 | In crises, it becomes possible to reduce the number of
employees to quality as long as the quality philosophy
of culture is pervasive throughout the company.
45 In crises, it is possible to simplify quality procedures
and steps.
46 To meet the challenges and reduce costs can be
customers use laboratories to check the quality of
materials.
47 When you understand the principles of quality and
reduce costs it becomes possible to use laboratories
suppliers when examining the materials and devices
48 Reduce the costs of failure (the damaged internal).
49 Reduce the costs of external (damaged) failures.
No. Strongly | Agree | Neutral | Disagree | Strongly
Statement Agree Disagree
5 4 3 2 1
50 | To face the competition , the company is looking for
long-term contracts (government projects +
institutions concerned with infrastructure).
51 Lower prices and offers to attract more customers.
52 Search for regional customers in neighboring
countries to reduce dependence on local customers.
53 Building alliances with some of the competitors to
meet the challenges facing the cement industry.
54 In order to face competition must diversify

investments in economic sectors and different from
the building materials sector.
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