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ABSTRACT: Quality management, according to the literature, consists of a collection of components: key factors, tools,
methods, and practices. The goal of this article is to identify the components of total quality management (TQM) in order to
make them known to managers and therefore enable effective quality management implementation, as well as to illustrate the
status of 106 1SO 9000 certified companies with regard to these components. A literature study and a survey based on businesses
in Spain were created to accomplish this goal. In order to move toward overall quality, accredited companies must improve their
people orientation land utilize methods and technologies to a greater degree. The purpose of this study is to determine which
TQM components are critical for effective TQM implementation and to assess the status of these components in certified
companies in a specific region.
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INTRODUCTION

Total Quality Management (TQM) is a complete method for improving customer satisfaction over time. It is a
business concept that emphasizes complete company integration in order to accomplish the desired outcome.
The aim is to improve efficiency and effectiveness while also lowering operational costs and expanding
market share [1]. TQM focuses on meeting the requirements of customers. Making the customer's
requirements a priority, extending the connection beyond conventional services, and integrating the customer's
demands into the company's business plan and corporate strategy are all examples of this. The goal of TQM is
to attain zero defects in whatever the company does, i.e. to produce work that is error-free. To accomplish
this, we must do everything correctly the first time, every time. TQM has a recurring theme: "Every time, do it
right the first time". TQM entails altering people's behaviors in order to reduce the risk of faults. The TQM
technique use statistical approaches to identify issues that result in mistakes or defects. The goal is to attain
100 percent in all we do as a company, i.e. we strive for excellence. Quality system integration necessitates
the company watching out for the customer while the consumer watches out for the firm's existence [2].
Because there will be no product if there is no company. Customers' requirements cannot be fulfilled if there
is no product. The business-customer integration loop, created by the Practitioner's Guide to Quality and
Process Improvement, is a basic framework for emphasizing this [3]. We must strive for 100 percent quality
since anything less results in waste.

Consider a procedure that is 99 percent flawless to understand the impact of errors. 10,000 faults per million
components will be produced as a result of this procedure. The overall yield (number of non-defective units)
from a process is defined by the combined performance levels of all the process stages [3]. If a process
consists of 20 stages, each of which is 98 percent flawless, the total process performance will be 66.7608
percent. As a result, there will be 332,392 faults per million components produced by the method. The pursuit
of greatness requires complete commitment on the part of the leader. Top management's job is to convey the
organization's vision, purpose, and philosophy, as well as redirect their employees' energy toward achieving
specified objectives. Having a clear vision, purpose, and philosophy is thus essential for achieving greatness.
Corporate values are the underlying views about what is essential to the company in its day-to-day
operations[4]. The total of these beliefs in a company determines the company's shared values. This is often
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referred to as corporate culture, and it is defined as "the way we do things around here.” "Values are the heart
and soul themes around which a company rallies; they describe its primary ideas and ambitions, its guiding
notion of "who we are, what we do, where we're going, and what principles we'll stand for in getting there,"”
according to a management expert." They are in charge of the company's culture.

Various studies have been conducted to identify those components of effective quality management, with
contributions from quality leaders, formal assessment models, and empirical research being three of the areas
studied. Furthermore, experts have identified a variety of quality improvement tools and methods that are
required for TQM effectiveness. Managers must understand which elements of TQM they must consider in
order to effectively establish TQM in their organizations [5]. Organizations go through many stages of
development. As the company develops, it should try to maintain its founding values. It should cultivate
strong beliefs as well as a straightforward and sensible business philosophy. This concept should serve as a
guide, but it should not be rigid. Outwardly, the company should be focused on its customers, yet it should be
discriminating in who it chooses. It should concentrate on a few markets and keep its expansion under control.
Above all, it should avoid attempting to be everything to everyone [6]. The goal of this article is to examine
the literature in order to identify the components of TQM that managers must apply in order to fully develop
TQM as a management system that improves quality and competitiveness, as well as to look at the case of 106
ISO 9000 certified companies. The following is the outline for this paper: First, we'll go through the literature,
both in terms of TQM key elements and tools and methods for quality improvement. The following section
outlines the TQM components that managers must be aware of in order to achieve TQM success. The case of
106 1SO 9000 certified businesses is presented in the next section. Finally, a number of recommendations will
be made.

TQM may be researched using three distinct methods, as mentioned above: contributions from quality leaders,
formal assessment models, and empirical research [7]. He proposed 14 principles to improve quality in
organizations, based on the following ideas: leadership, an improvement philosophy, right production from
the start, training for managers and employees, internal communication aimed at eliminating obstacles to
cooperation, and suppression of quantitative objectives. He emphasized the importance of both technical and
managerial aspects, and identified the three basic functions of the quality management process: planning,
organization, and control, as the stages for quality improvement; he stated that the goal of management is to
reduce the cost of mistakes, reaching a point where the total costs of quality are minimal; he stated that the
goal of management is to reduce the cost of mistakes, reaching a point where the total costs of quality are
minimal; he stated that the goal of management is to reduce the cost of mistakes, reaching Top and
intermediate management commitment, quality measurement, cost assessment of quality, corrective action,
training, a zero-defect attitude, goal setting, and employee appreciation are all examples of quality
improvement. Total quality is a concept based on leadership and an awareness of quality improvement, a
commitment to integrate quality into the firm's operations, and the involvement of the whole workforce, with
the goal of lowering total quality expenses [8].

Although some common issues can be observed, such as management leadership, training, employee
participation, process management, planning, and quality measures for continuous improvement, none of
these authors' research shows both strengths and weaknesses, as none of them offers solutions to all of the
problems faced by businesses. These concepts have influenced subsequent research, such that the literature on
TQM has grown organically from these early contributions, identifying different components for successful
quality management. Using the initial research as a foundation, the critical factors of TQM identified in the
literature differ from one author to the next, but there is a common core formed by the following
requirements: customer focus, leadership, quality planning, management based on facts, continuous
improvement, human resource management involvement of all members, training, work teams, and
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communication systems [9]. In addition to these variables, which have been discovered in both theoretical and
empirical research, standardized quality models are used by businesses in practice as a guide for
implementation or to conduct self-evaluations of current quality procedures. The Malcolm Baldrige National
Quality Award model in the United States, the European Foundation for Quality Management (EFQM) model
in Europe, and the Deming Application Prize model in Japan are the three most common models. The key
ideas and values of quality management are listed in the USA model in seven categories: leadership, strategic
planning, human resource orientation, process management, information and analysis, customer and market
emphasis, and business outcomes.

Leadership, staff management, policy and strategy, alliances and resources, process management, people
results, customer results, society outcomes, and key results are all part of the EFQM paradigm. The Japanese
model is divided into ten chapters, each of which is divided into a number of subcategories, as in the two
previous models: policies, organization, information, standardization, human resource development and
utilization, quality assurance activities, maintenance and control activities, improvement activities, results, and
future plans. In general, these concepts summarize the elements described in the literature. Thus, problems
such as employee engagement, staff, work teams, and communication, among others, may be incorporated in
the human resource management component. In this line of study, we should include studies that attempt to
synthesis a quality management theory using research based on the Delphi method, conducted on academics
and quality managers, and utilizing questions linked to Deming's 14 principles [10]. Forward-looking
leadership, internal and external collaboration, learning, administrative procedures, continuous improvement,
employee performance, and customer satisfaction are the seven principles that Deming's quality management
philosophy is based on.

DISCUSSION ON THE QUALITY MANAGEMENT SYSTEM

There have been a lot of contributions so far that have resulted in a legitimate, accurate measuring instrument
to properly assess these variables, which may assist both researchers and managers who have to make TQM
choices. First, studies developing an instrument for measuring quality management and evaluating its validity
and reliability, which are only applicable to industrial firms, and second, studies developing a valid, reliable
quality measurement instrument, which is applicable to both industrial and service firms. A study of the
literature also reveals that, according to some writers, TQM is a network of interconnected components, a
management system comprised of key factors, methods, and tools, rather than a simple collection of variables.
Techniques and tools are, in fact, critical to advancing and supporting the quality improvement process. As a
result of this investigation, we may conclude that: The essential elements of TQM vary from one author to the
next, but there are certain similar problems. In practice, companies may use well-known, widely recognized
standard models to guide their quality management efforts.

TQM encompasses more than just a handful of key variables; it also covers tools and methods for quality
improvement. However, research suggests that TQM programs have failed in the past due to a lack of success
criteria. As a result, although it is essential to execute all components in order to succeed, one may question
which key elements and techniques managers should be acquainted with in order to do so effectively. In order
to evaluate the degree of application of TQM components in ISO 9000 certified companies, a questionnaire
was developed based on the EFQM model and a study of the literature. The study's population consisted of
companies that operate in the Alicante region eastern Spain and have obtained the 1SO 9000 certification. The
information was gathered via a structured face-to-face personal interview based on a closed questionnaire and
a series of open questions that helped to clarify key topics. Finally, 106 companies were contacted for an
interview. Other questions were used to assess empowerment, the application of personnel policies, and the
use of quality improvement methods and technologies in addition to these variables. Based on, the former
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were designed to investigate the degree of empowerment inside the company. The quality manager was asked
how many workers engaged in teams, made ideas, got information, had decision-making autonomy, received
training, and interacted with customers and/or suppliers.

In addition to their pay, which proportion of workers received an individual monetary bonus, a group
monetary bonus, a share in the profits, a non-monetary incentive, or a stake in the firm's stock? Finally, using
nominal qualitative variables, a query was posed in order to investigate the most common methods and
instruments. Based on the study, a total of 12 tools and methods were discovered. Those in charge of quality
were asked whether they were unfamiliar with, used, or regarded as a basic tool any of the following
techniques and tools: graphs, SPC, benchmarking, quality costs, internal audits, failure mode and effects
analysis (FMEA), cause and effect diagrams, Pareto diagrams, histograms, scatter diagrams, flow charts, and
failure mode and effects analysis (FMEA). These responses were subjected to a descriptive analysis in order
to assess the status of 1ISO 9000 certified companies in terms of overall quality. The average score for each of
the TQM factors and outcomes. Each TQM element's application indicates whether the certified companies
examined have a greater or lower level of TQM. The most crucial are customer-related problems and process
management. The least utilized components are human problems and continuous improvement efforts, which
are, incidentally, very briefly addressed by the ISO 9000 standard. These findings indicate that 1ISO 9000
certified companies apply human elements to a lesser degree than technical aspects, and that social issues and
quality planning are the weakest areas, along with improvement.

Certified companies should increase employee engagement and participate in broader planning in order to go
beyond the ISO 9000 standard and toward overall quality. Employee engagement and establishing personnel
rules that are compatible with the new culture are at the forefront of these concerns. The average number of
people that participated in each of the six activities investigated. The most prevalent is staff training, followed
by information transmission, contact with suppliers and/or consumers, and decision-making authority to a
lesser degree. The least common are participation in work teams and suggestion systems. Training is the most
common personnel policy employed by businesses, whereas assessment and recognition and career
development are the least common. TQM enables businesses to acquire these elements as part of a
refurbishment plan aimed at increasing quality and competitiveness. Then, in order to move toward TQM,
ISO 9000 certified companies must improve these characteristics. Working on improvement activities is one
approach to use the quality system to promote change.” Using the techniques mentioned, such improvement
initiatives may assist managers in implementing the key elements of TQM. Ethics refers to a person's
perception of what is right and wrong in the workplace. There is a fine line between good and evil, and it is up
to you to draw it. Ethics teaches people how to obey an organization's code of conduct and follow the rules
and regulations. Integrity in the workplace relates to a person's honesty, principles, and sincerity. You must
adhere to the policies of your company.

Avoid sharing false information about your coworkers. Employees that criticize and backstab one other are
not conducive to Total Quality Management. One of the most essential requirements for implementing
comprehensive quality management is trust. Employees must have faith in one another in order for everyone
to participate. Trust enhances employee relationships and, as a result, aids in improved decision-making,
which aids in the effective implementation of overall quality management. Total Quality Management must be
taught to all employees. Managers must inform their employees about the advantages of comprehensive
quality management and how it will improve the quality of their products and, in turn, generate revenues for
their company. Interpersonal skills, the capacity to operate as part of a team, technical know-how, decision-
making skills, problem-solving abilities, and other talents must all be taught to employees. Employee training
allows them to successfully execute TQM inside their departments and makes them valuable resources. The
importance of teamwork in overall quality management cannot be overstated. Employees must collaborate in
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groups rather than working alone. When people work together, they may discuss ideas and come up with a
variety of solutions to help enhance current processes and systems. Members of the team should assist one
another in identifying and implementing a solution. The whole process of Total Quality Management is
guided by leadership.

Total Quality Management requires a supervisor who can serve as a source of inspiration for other team
members and help them in making decisions. To get people to believe in TQM, a leader must believe in it
himself. Employees should be provided proper downloads and briefings on TQM on a regular basis to aid in
its effective implementation. Employees are bound together through communication, which brings forth the
best in them. The sender must provide the information to the receiver in the appropriate format. Small
misconceptions in the start may lead to big issues afterwards. Employees must communicate with one another
in order to identify and solve issues that may exist in the system. The last component of Total Quality
Management is recognition. The most essential element that serves as a catalyst and motivates workers to
work hard as a team and produce their best results is recognition. Every person yearns for acceptance and
acknowledgement. Employees who suggest improvements and perform particularly well should be recognized
in front of the whole company. They should be appropriately rewarded so that we can anticipate a great
performance from them even next time.

CONCLUSION AND IMPLICATION

The study of the literature reveals, on the one hand, that many studies have been conducted to determine the
key variables for effective quality management implementation and their impact on the outcomes, as well as
which methods and tools are most suited for quality improvement. Following this analysis, it can be
concluded that: there is no one model for a successful TQM program; and TQM is a network of
interconnected components, such as key factors, practices, methods, and tools. On the one hand, this article
has highlighted which TQM components managers should consider if they want to effectively adopt TQM
inside their organizations. Managers may use a variety of techniques to put TQM's key elements into reality. It
has, on the other hand, looked at the TQM components in ISO 9000 certified businesses. The findings can be
used to identify the situation of many certified firms and show that, in order to progress towards TQM, these
firms must improve their people orientation and use quality improvement techniques and tools to a greater
extent, even if the factors related to the difficult part are more implemented. If the end goal is to keep the ISO
9000 certificate, they will stick to a basic TQM approach and show little interest in further developing quality
management components. However, in order to enhance their competitiveness, these businesses must improve
all of these areas if they want to move beyond 1SO 9000.

In reality, the next step might be to identify improvement activities using the EFQM paradigm. Then, after
management is aware of the TQM components, actions to execute them may be created. These activities will
comprise the previously stated processes, tools, and methods, as well as a person in charge of implementation
and a completion date, in order to ensure that the implementation was successful. Every Total Quality
Management approach is built on the basis of customers and their input. To put it another way, Total Quality
Management starts with knowing your consumers, their requirements, and what they want from you. Create
failsafe procedures and systems for collecting consumer data and information, which can then be studied,
analyzed, and acted upon. Such actions may assist you not only understand but also anticipate the behavior of
your target consumers. As a company marketer, you must understand your target consumers' age range, tastes,
and requirements. Employees must understand how their goods or services may meet the requirements and
expectations of customers.

The Total Quality Management (TQM) approach requires careful planning and study. Every comprehensive
quality management approach combines customer input with appropriate data and develops effective
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strategies for achieving high-quality goods. Strategies used to produce higher-quality goods must be examined
and revised on a regular basis. Customers are only pleased when goods fulfill their expectations, suit their
requirements, and provide good value for money. Their entire experience with the organization must be
positive in order for them to be satisfied and return to the organization again. To achieve greater profitability,
continuous upgrades, adjustments, and adaptations to current processes in accordance with consumer
expectations are required. Processes cannot always be the same. Find out the source of the issue if a client
complains about one of your products. To correct the issue and eliminate the fault for a high-quality product,
understand and execute the required overall quality management models.
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