Al Ab)jiasal) dyial) 4y ggand
() Eaadly (o) adal) 539

- B — sad dena daala

) sl Lol FysbuatBy) gl Al

sl psle pd

1§ g gl

dnial Ao rdaliiall adilie) dagil) e dlalall Bagadl )y A

el agle L A ialal) Balgd g cldbiie (e giaS dadke 5Ska

Al 53] £ il

() pal) (3) i) () 4kl dae) ¢
. » . LA.».\A LGJ -
Gl el (s - P

O Mg -

Jaalall idal a ) Al cliac

5 Sn L Al - aallae gl -
5 Sn [E W A - wﬂ\ el e -
5 Sn Lialia ) - @MJ\ RET= :\-.‘:’JJ -

2024 2023 : a2l puisal




People's Democratic Republic of Algeria

Ministry of Higher Education and Scientific Research

Mohamed Khaider University - Biskra

Faculty of Economics, Business and Management Sciences

Department of Management Sciences

Subject Of the Study

The Impact of Total Quality Management on the Strategic
Orientation of Organization: An Empirical Investigation.

“BISKRIA CEMENT COMPANY” Case Study

Thesis submitted as part of the requirements for the master’s degree in the Field of Management
Sciences

Major: Strategic Management

Prepared by the Students: Supervised by:

- Leila Ghoufrane Djouadi Bouriche Nacereddine

- Maissa Daas

Discussion Committee

Committee members Grade Status | University
- Rais Abdel Haq Professor President Biskra
- Bouriche Nacereddine Professor Supervisor|  Biskra
- Rowena Abdel Samee Professor Discussant|  Biskra

University Season: 2023-2024




foontl) &LASA A Aypeat]
ol oy Ll ol 3
............................................. LR 3= 2 Ao daals
sl poeg y)ldly B3LasN) pglall S

) psle
—dall O3y

E N

IRV EN |
sl sag )

sl pole g3 1LY s

1(5) CIall— bl fels 550 e 3 ie Bz

celis ples -2 Ohas L @l 1

e ke At

Aol fn] 8)15) 1 e el

The Impact of Total Quality Management on the Strategic Orientation of Uy

Organization: An Empirical Investigation

Sl 3 ST puday s

P R JRACRIEW |




R‘:NM;.,",

- e Alyd

.\lma.,,‘»,... *,'_2_:01" Démocrapique of Populire i :

Rﬂ'h"“' 8 'm”mﬂ"m Supéricur et de to Lpantl Ll i 4y SN < greTe

Unfverm : ol oY 5 A8 adhdd 3L

Focutre dé M;:h FHIDHER -Biskra § iy _pings 4 Aanl>

des S(ien::, 0:’(‘;“ Econamiques, Commercioles et il g gl g D Al ) LY o pl 4
E eslion 2
Portem Al gyl g

ent des Sciences de Gestion

%%ﬁ_ﬁs

§ » -
iy Jlady dualalf da) 5 515k o1 NG ald
(2020 yaayd 27 A £ 52 1082 JRUUAY Jae)

.................. c.)l;———f'-f—(ﬁ\’v—’u;‘:)f--‘-u’ s U
B
2293109142 ;5553 3 9032 IAITE..... 5 ) oy Biad S

- - P L [T - .

............. \T..»J)\.,.r P Y (-i)d:) f,:a.:&:'.'.l; %’2‘11.: Ay e
. : e 6L

—)d; )_;-'J ';ﬁ;ﬁj-_&:‘.: _ASA"J

The Tmpackaf Tl Gla by... Haoagem@nts........ e

on. The. shr .@f}la.arwﬂ.h bom.of. T TYTE LI T —
An é‘mpz'mmg 0 -"JVC'&/I 9@ o)
Q\pJWIh’;L_ai%‘I\W,Wl,ipu”wiulﬂp}ﬂiv}i}fhc’g‘i |
355412020 ssaoasd 27 A & 340 1082 2B JAN Ay La 389 Syl S o i pthaadl s sy
Lgiadla g dsaladl 43 pudl a8 gy Al 20 50

Soad [oblok. wr
ATy gl gl

~ /
[ S ¥
o
oA
\ U
P e P
-~

.‘ o

\ o

(. b s -

e




Reépubiig,

Ministore scfmewm Y

Futia e (;nea KHIDMER -Biskrg ‘)s:*--'!“ w

des SCiences oo 555 Econamiques, Cammersicles ot A b P RSt i parer

Dépactem 5o "
oAl des Sciences de Gestion

E " -
Ciag Jady dualadl 423300 1 hs o) VL oA
(2020 jwanys 27 A & 53alt 1082 JADJ A Gala)

D . " :- - |'
2049/03 /44 2 a0 ,0ad 204 3D Z2 K. 485 ke g iy o e S

- l.-r-'ﬁ '!... 0 %
................ o-l-‘n-;‘._oj.\...c.a.w.. :P‘J....::..ﬁ\. ":—l.;.u“‘.‘.'-h'l (-j-‘).- ."-.‘5'.‘ \-"“-“
¥ \ ot v
J_TQ-J'.SO J\-"*J' < ;)S';. Jl‘*-':" A h,
g i

- ) g '.-_-( T A + N e
....... .’.!(J.G?...I..’)]).loatt.{ij:..l..’!lw;.. ARV éf.'.,-.“m.-.v.y':...u.u,.u...... (o ae sl

= . L ) A SPRIPRY

e The. ol et Q¥ 2l ﬁ,ﬂm.\..u .~:~:"-.f,..w:"e:.\:é'a.h.-‘..‘-:‘..'...41.<.».‘.iu»;-.:.».-..C..

;,.t\....i.ss—..,/uu\fx.o, eyl s i i J £ :
ALY 2S fl%‘-Achc-u

A1y Asigall S AUAY i g dpgiall g Agalall pudaall 38 pay p 5200 Al A L e :

1234112020 a3 27 B £l 1082 pd AN ey e 3y Sl B e

i y Apalalt 4B ) S Agd 3y Aladal st AL

202406104 g
Py il plaias)

.\v__f{- 3

; =3 it g add




The Impact of Total Quality Management on the Strategic Orientation of

Organization: An empirical investigation.

SUBMITTED BY:

Leila Ghoufrane Djouadi
And

Maissa Daas

In Partial Fulfillment of the Requirements for the Award of Master of

Strategic Management

Mohamed Khider University, Biskra

2024




DEDICATION

L“;&c&\rd,\hngﬁﬁ\y&,\ib

s Ul
Sl S aesl ) e 1 Jlolly Ll 0 AT ) el g 3 bty 81 e U1 AU oy
sl sl o
S e B3l Lelses o e 1 il (i b ey 1 el L )

A
Sl Sy e e OB Al

TS (D PPR

(UMM u)ﬂ)wj /éjmy




ACKNOWLEDGEMENT

Jl dy K7 Sady ad

@.aoggg;m\:og\\»ruy@j¢?¢mjucmuuomiow¢$\éﬁ,g;.,\j:-f\m;&ML\

ol s iy 31 ety Sl e il o) Koo § St d e b e B3
s o Ui 3 il 83 bl S8 i 1 1Sl el g g 30 gy i) e

Lyl B0 U8 Jpoge SCally cbine gl oM £ Sel) 3l yllo) Sty jaisly a0 ) i o0
el Vs 5V 2 Gyl KW e o g g o)

Al & 33 Bl saellt s U s ool oy 538 o a1 51 YIS




ABSTRACT

This study examines the impact of Total Quality Management (TQM) on the strategic
orientation of organisations. The Biskria Cement Company is chosen as a case study. The
research analyses TQM dimensions such as customer focus, continuous improvement,
employee involvement, and top management support and their effect on strategic orientations,
including market orientation, entrepreneurial orientation, technological orientation, and
learning orientation. Data was gathered through interviews with the Quality Management
Department manager. This approach was necessitated by the company's policy, which
restricted us from interviewing or dealing with other departments, deeming it sufficient to
interview the TQM manager. Despite these constraints, the manager provided comprehensive
insights due to their deep understanding of TQM implementation and its strategic
implications. The study reveals significant findings that highlight the positive impact of TQM
on the company's strategic direction. The study concludes with suggestions for educational
courses and training programmes to enhance staff competencies and improve the company's
overall performance.

Keywords: Total Quality Management, Customer Focus, Continuous Improvement,
Employee Involvement, Strategic Orientation, Learning Orientation.
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CHAPTER ONE

1.1 Introduction

There is no doubt that organisations nowadays face countless challenges and
obstacles every day due to the continuous change in the environment and
environmental problems such as increased and fierce competition, significant
technological progress, high-quality requirements, and other difficulties, which
makes the ability to address these challenges difficult to deal with most of the
time. Therefore, strategic orientation has become a necessary tool, as it is
considered one of the modern administrative concepts that modern organisations
are concerned with as a new framework.

The strategic orientation looks to achieve the goals set by the organisation
by following the route it specified, which only comes about through the
organisation’s understanding and awareness of its reality. That is by studying its
internal environment to find its strengths and weaknesses and its external
environment to identify the opportunities and threats surrounding it. Institutions
today live in a state of interaction between themselves and their internal and
external environment, as they naturally influence and are affected by them, in
addition to the fact that they are trying hard to exploit these opportunities and
avoid threats to achieve success and keep it continuously.

Total quality management is one of the most influential modern concepts in
management. TQM is founded on significant principles that aim to confront the
challenges imposed by the organization’s surroundings so that any organization
can adopt them. That is due to its reliance on a management style based on
customer focus, continuous improvement, employee involvement, and other
principles of total quality management. That increases their capabilities to
improve the performance of organizations and enhance their results, especially in
organizations that look to obtain the international standards ISO certificate that
allows them to enhance their competitive ability, meet the requirements of all
customers and interested parties, and improve their image before society.




An organization cannot reach the required quality unless it possesses a strategic
orientation that allows it to embody its future vision on the ground and deliver its
message to its various administrative levels and outside its internal environment,
in addition to achieving its identified goals and highlighting its various values in
both its internal and external environments through the application of
comprehensive quality management dedicated to its dimensions.

1.2 Background of Study

BISKRIA CEMENT COMPANY

The cement company “BISKRIA CEMENT” is a Joint Stock Company (SPA),
created in January 2009. The primary vocation of the company is the production
and marketing of cement. It comprises a single entity located at the company’s
headquarters. Its shareholders are all Algerian private economic operators. The
company Covers an area of one hundred hectares, the cement plant is located 18
km northeast of the capital of the Wilaya of BISKRA, and 5 km south of the
commune of BRANIS. It draws its primary raw materials from the Jebel M hor
Mountain for limestone, located approximately 2 km away, and Etaref Mountain
for clay, located 15 km away.

BC is a significant milestone in Algeria's industrial landscape, being the first
private cement production facility established without a foreign partnership.
Launched in 2013, its operations were initiated under the expertise of Chinese and
Algerian engineers and technicians, generating approximately 1,000 employment
opportunities. This remarkable achievement aligns with the strategic vision of the
Amouri complex, which stresses sustained hard work and a commitment to
activities that bolster the Algerian national economy. Drawing from its extensive
experience in successful investments, such as wage production, where it holds the
top rank nationally and across Africa with 20 factories, BC exemplifies industrial
prowess. Annually, it produces 2.7 million tons of cement, contributing to a total
output of over eleven million tons from the entire complex. Additionally, BC
exports around 100,000 tons each year to the United States and Brazil, showcasing
its significant international reach.

Vision and Strategy

According to its website, BC articulates a vision to emerge as one of the least
polluting companies in Algeria, prioritizing comprehensive control over energy




consumption to ensure sustainable development and the preservation of natural
resources for future generations. To realize this vision, BC has already initiated
actions at the technological selection stage, opting for non-polluting bag filters
over the electrostatic filters commonly used in other cement plants. Moving
forward, BC aims to implement an environmental management system designed
to unify the efforts of its personnel around clearly defined, targeted objectives.
Management will periodically evaluate these objectives to foster a culture of
continuous improvement in environmental performance.

Furthermore, establishing this industry in the region has significantly reduced
unemployment. Beyond this, BC is committed to facilitating the development of
ancillary activities that arise from its operations. Additionally, by providing staff
training, BC aspires to offer practical knowledge enrichment opportunities for
students from the University of Biskra, enhancing their academic and professional
development.

The organizational structure

BC, a major cement company, is identified as one of the immense organisations
conducting its industrial activities efficiently globally. It is well comprehended
that the demand for structured organisation and various managerial competencies
increases as an organisation expands. From an organisational standpoint, BC is
divided into several directorates. The figures below illustrate the organisational
structure, clarifying the strategic and tactical levels and the various relationships
among them, thereby reflecting the hierarchical scale of the organisation.




The CEO

The CEQ’s Secretariat

Industrial Security

Department

The CEQ’s

Assistants

Directorate of Audit and MC

QM System

Administrator

Purchasing and Supply
Directorate

Directorate of Finance and
Accounting

Development Directorate

HR

Directorate

Efficacy

Directorate

Trade and Marketing Directorate

Cement and Packaging
Directorate

Mobile Equipment

Maintenance Directorate

Kankar Cooking Directorate

Directorate of Raw Materials

Facilities Directorate

White Cement Directorate

Form (1): the organizational structure of the cement company “BC”, made by
the students based on the information provided by the organization.




1.3 Statement of Problem

In this section, we aim to elucidate the research problem and precisely the nature
of the impact of Total Quality Management (TQM) on strategic orientation. This
will be achieved by examining the relationship between the dimensions of TQM:
top management support, continuous improvement, employee involvement, and
customer focus and strategic orientation.

Given the current competitive landscape, it is evident that quality is a critical
strategic factor determining the success of contemporary organisations.
Furthermore, raising awareness and promoting the implementation of TQM
concepts have become fundamental pillars for gaining competitive advantages.
As organisations strive to enhance their competitive positions in local, regional,
and international markets, embracing a culture of quality as a strategic option and
embracing TQM as a competitive strategy is imperative. TQM, viewed as a
modern way of life, transcends the mere implementation of specific programmes.
It necessitates an organisation's strategic orientation from the initial step of
adopting this approach, integrating this quality-based management philosophy
into all aspects of its operations.

Therefore, this study aims to investigate the impact of TQM on strategic
orientation by addressing the following primary research question:

Does TOM impact the strategic orientation of the organisation?

1.4 Research Questions

In this study, we will try to answer the main question by answering the following
sub-questions first:

* Does customer focus have an impact on strategic orientation?

* Does continuous improvement have an impact on strategic orientation?
* Does employee involvement have an impact on strategic orientation?

* Does top management support have an impact on strategic orientation?




1.5 Research objectives

General Objective:

The main objective of this study is to determine and highlight how total quality
management impacts strategic orientation.

Clarifying the concepts of total quality management and the strategic orientation
involved in the variables.

. Studying the relationship between total quality management as an
independent variable and strategic direction as a dependent variable.

. Show the reality of adopting total quality management in the organisation
under study.

. Show the effects of total quality management on the strategic orientation of
the organisation under study.

1.6 Hypothesis

*  HO: TQM impacts the organisation's strategic orientation.

«  H1: Customer focus does have an impact on strategic orientation.

*  H2: Continuous improvement does have an impact on strategic orientation.
*  H3: Employee involvement does have an impact on strategic orientation.

*  H4: Top management support does have an impact on strategic orientation.

1.7 Justification for the Study

Algeria faces a significant challenge due to the need for more interest among
Algerian organisations in adopting Total Quality Management (TQM) and
aligning it with their strategic orientation. Therefore, this study aims to make a
valuable scientific contribution by demonstrating to institutions, in conjunction
with previous research, the critical importance of embracing TQM. This approach
is essential for ensuring organisational survival and preparedness for future
developments, particularly those related to economic changes or the opening of
the Algerian market to global competition. TQM enables organisations to compete
on quality and maintain their market position.




The significance of this study lies in its effort to establish a connection between
TQM and strategic orientation, focusing on the determinants that represent the
dimensions of both concepts. Additionally, the study seeks to explore and analyse
the perspectives of organisational frameworks regarding the impact of TQM on
strategic orientation from various angles: customer focus, continuous
improvement, employee involvement, and top management support.

1.8 Definition of Terms

Quality: Quality refers to the extent to which an object or entity (e.g., process,
product, or service) meets a specified set of attributes or requirements (Juran,
1999).

Total Quality Management (TQM): TQM involves the active participation of
an organisation's managers and employees in ensuring that its products and
services meet high standards and are precisely as designed (Oakland, 2014).

Customer Focus: Customer focus is a strategy that prioritises customers' needs.
Customer-focused businesses cultivate an organisational culture that enhances
customer satisfaction and fosters strong customer relationships (Kotler & Keller,
2016).

Continuous Improvement: Continuous improvement is making regular,
incremental changes and enhancements to an organisation's products, services,
and processes rather than a few substantial changes (Imai, 1986).

Employee Involvement: Employee involvement refers to how employees
participate in decision-making, planning, and ensuring the quality of work
(Lawler et al., 1992).

Top Management: Top management refers to the most senior staff of an
organisation or business, including the heads of various divisions or departments,
led by the chief executive. It is distinct from middle management (Mintzberg,
1979).

Vision: Vision encompasses the perceptions or directions regarding what the
organisation should become in the distant future. It represents a mental picture of
desired goals that cannot be achieved in the present circumstances (Collins &
Porras, 1996).

Mission: Mission refers to the purpose or reason for the organisation's existence
in a particular environment. It is a written document that serves as the
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organisation's constitution and essential guide for all efforts and decisions (Bart,
1997).

Objectives: Objectives are the specific outputs identified and set by the
organisation, which it strives to achieve through various means (Drucker, 1954).

Values: Values are fundamental components of the organisation's strategic
direction. They are of significant importance to strategic managers and
employees, playing a crucial role in directing and shaping the strategic behaviour
of managers within business organisations (Deal & Kennedy, 1982).

Strategic Orientation: Strategic orientation integrates long-term visions and
broad concepts into daily operations. At the lower levels, it involves a basic
understanding of strategies. In contrast, at the highest levels, it encompasses
sophisticated knowledge of how the broader environment influences strategies
and how these, in turn, determine various actions and scenarios (Venkatraman,

1989).




CHAPTER TWO
LITERATURE REVIEW

2.1 Concept of Total Quality Management

In the contemporary dynamic and fiercely competitive landscape of business,
Total Quality Management (TQM) has emerged as an indispensable concept for
achieving success. TQM embodies a philosophy centered on perpetual
enhancement across all operational dimensions to attain optimal customer
satisfaction. The acknowledgment of quality as a strategic advantage for securing
a competitive edge has spurred the embrace of the Total Quality Management
philosophy. This ethos is grounded in a collection of quality-centric principles that
entail the seamless integration of all pertinent organizational activities and
functions to realize a discernible quality standard. Consequently, quality is vested
as a collective responsibility within the organization, thereby maximizing
organizational performance.

The definition of this concept has increased, with each interpretation imbued with
significance reflecting the researcher's perspective, diligence, and methodology.
However, this variety of definitions has neither impacted nor altered the
fundamental concept of quality and its essence. GHOBADIAN & GALLEAR's
definition of TQM involves a structured effort aimed at redirecting the
organization's behavior, planning, and operational methods toward fostering a
culture driven by employees, problem-solving, customer satisfaction, open-
mindedness, and freedom from fear. Moreover, the organization's business
strategies revolve around the pursuit of continuous improvement, decentralization
of decision-making, elimination of functional barriers, eradication of error
sources, promotion of teamwork, and making decisions based on factual evidence.
(GHOBADIAN & GALLEAR, 1995, p. 91) During the 1950s, there was a
growing emphasis on quality control methods in Japan, largely driven by the
country's economic prosperity. This prosperity was a result of Japan adopting Dr.
Deming's quality methodology. Dr. Deming (an esteemed American figure known
as "the father of quality") developed (TQM) in the 1930s following World War II
intending to improve the quality of both goods and services. Thus, it can be
confidently stated that quality management exerts a significant and positive
influence on organizational performance. (Dawood, 2013, p. 337)




Based on the above, we can say that the concept of total quality management
(TQM) encapsulates a multifaceted approach to organizational improvement,
encompassing elements such as employee engagement, problem-solving,
customer satisfaction, and a culture of continuous enhancement. It emphasizes the
importance of structured efforts to redirect organizational behavior and
operational methods toward quality-driven practices. TQM involves strategies
like decentralization of decision-making, teamwork promotion, and reliance on
factual evidence for decision-making. This concept traces its roots to the post-
World War II era, notably in Japan, where the adoption of Dr. Deming's quality
methodology spurred economic prosperity. Despite various interpretations, the
essence of quality management remains consistent, emphasizing the pursuit of
excellence and the elimination oferror sources to enhance organizational
performance.

Definitions related to total quality management:

The adjective “total” shows company-wide application; thus, TQM conveys the
basic message of a quality system embracing the entire organization and everyone
in the organization more successfully. The use of the word “total” when coupled
with the term quality management, provides recognition of the fact that TQM is
not an activity or even philosophy that can be confined to certain organizational
processes TQM therefore implies the cooperation of everyone in the organization
and associated business processes is needed to produce product or service which
meet and hopefully exceed the needs and expectations of customers. (Olusegun
& Ajayi, 2021, p. 50) Total refers to the involvement and input of everyone.
(Mishra, Total Quality Management, 17 déc 2020, p. 3)

Quality is undoubtedly the most widely used concept as a means of promoting
services and programs. It is enough to convince us, to think of the multiplicity of
customer services and the various surveys of the population. and it is undoubtedly
the mantra most often repeated among managers and business leaders (Bouchard,
1998, p. 28) that is defined as performance or conformance at an acceptable cost.
(M.Charantimath., Total Quality Management, 2011, p. 5) and it is the totality of
features and characteristics of a product or service that bear on its ability to satisfy
customers' stated or implied needs. (MADAN, 2006, p. 24) and it is a customer's
determination, not a manufacturer's. The modern view of quality is that products
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should satisfy the customer’s needs and expectations continuously. This new
concept of quality calls for:

»  Well-designed products that are perfectly functional the first time.
* Prompt the satisfaction of customer expectations.
* Excellence service.

* Absolute empathy with customers (MADAN, 2006, p. 21)

Quality means the fitness for purpose and Conformance to requirements. (Ahmed,
2017, p. 313) Conformance to the requirements (meeting customer requirements)._
(M.Charantimath., Total Quality Management, 2011, p. 58) refers to a parameter
that decides the superiority or inferiority of a product or service and an attribute
that differentiates a product or service from its competitor. In health care, quality
is usually understood in the context of clinical quality, and an implicit distinction
1s drawn between managerial and clinical activity. Management refers to the way
we act operate & manage it. (Mishra, Total Quality Management, 17 déc 2020, p.
3)

The total quality concept as a business strategy grew in popularity in the United
States in the late 1980s and early 1990s. However, individual elements of the
concept such as team building, problem-solving tools, statistical process control,
design of experiments, customer service, and process documentation have been
used by some organizations for years. Total quality management (TQM) is the
integration of all functions and processes within an organization to achieve
continuous improvement of the quality of goods and services. The goal is
customer satisfaction. (Vincent k. Omachonu, 2004, p. 3) TQ is a description of
the attitude, culture, and organization of a company that strives to provide
customers with products and services that satisfy their needs. The culture
mandates quality in all aspects of the company’s operations, with processes being
done right the first time every time and defects and waste eradicated from
operations. (M.Charantimath., Total Quality Management, 2011, p. 67)

Total Quality Management is a customer-oriented management philosophy that
focuses on quality for continuous improvement. (E & Rogers, Implementation of
Total Quality Management: A Comperehensive training program, 1996, p. 34)
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The TQM philosophy provides the overall concept that fosters continuous
improvement in organizations. Continuous improvements can be achieved
through internal and external quality improvements. TQM calls for a cultural
transformation that requires employee involvement at all levels and a spirit of
teamwork among customers. suppliers, employees, and managers. Employee
involvement, participation, and empowerment form the cornerstones of TQM.
(Ahmed, 2017, p. 313)

Quality is the excellence or fineness of any process, product, or system and is
measured against recognized standards of merit for such items and the needs of
the product’s end-users and other stakeholders. TQM is the outcome of a
revolution in quality management techniques. TQM has three main keywords:
total, quality, and management. Total refers to the consideration of everyone,
quality refers to meeting their demands and management implies commitment
from everyone. Thus, it is not an isolated process but a team approach to meet
quality requirements. (Riaz, et al., 2023, p. 2)

TQM is a way of thinking about the goals, process, and people to ensure that the
right things are done right the first time by improving effectiveness and flexibility
in the whole organization. TQM is a system behavior that embraces everyone
within an organization and determines their relationships with the customers,
suppliers, competitors, society, and the environment. (Olusegun & Ajayi, 2021, p.
50)

Given the preceding information, we can define Total Quality Management
(TQM) as a scientific approach aimed at enhancing organizational performance
and employee satisfaction. This is achieved by fulfilling customer needs and
expectations through ongoing improvement, employee training, and customer
engagement at every stage of work.

2.2Importance of Total Quality Management

Total Quality Management (TQM) is a management approach that focuses on
continuously improving the quality of products and services to meet or exceed
customer expectations. Its importance lies in its ability to enhance organizational
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performance, increase customer satisfaction, and drive innovation. The
following points highlight the importance of TQM:

* Enhanced Customer Satisfaction: TQM emphasizes understanding
customer needs and delivering products and services that consistently
meet or exceed those needs. This leads to increased customer satisfaction

and loyalty, ultimately resulting in repeat business and positive word-of-
mouth referrals. (John S. Oakland, 2014)

* Improved Organizational Performance: By focusing on quality at
every level of the organization, TQM helps streamline processes, reduce
waste, and enhance efficiency. This results in improved productivity,
reduced costs, and higher profitability, ultimately contributing to overall
organizational success. (Hesham Magd, 2020, pp. 2778-2779)

* Employee Involvement and Empowerment: TQM promotes a culture of
continuous improvement where employees are actively engaged in
identifying problems, suggesting solutions, and implementing changes.
This not only leads to better quality outcomes but also fosters a sense of
ownership and commitment among employees. (John S. Oakland, 2014)

* Supplier Relationships: TQM encourages collaboration with suppliers to
ensure the quality of inputs and materials. By collaborating closely with
suppliers and establishing mutually beneficial relationships, organizations
can improve the quality of their products and services while reducing
costs and lead times. (David L. Goestsch, 2014)

* Continuous Improvement and Innovation: TQM fosters a culture of
continuous learning and innovation by encouraging experimentation, risk-
taking, and the pursuit of excellence. This leads to the development of
new processes, products, and services that can provide a competitive
advantage in the marketplace. (James R. Evans, 2016)
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+ Strategic Alignment: TQM aligns quality goals with overall business
objectives, ensuring that quality initiatives support the organization's
strategic direction. By integrating quality management into strategic
planning processes, organizations can achieve long-term success and
sustainable competitive advantage. (Dale B. G, 2003)

In conclusion, Total Quality Management is essential for organizations seeking to
achieve excellence in their products, services, and processes. By focusing on
customer satisfaction, continuous improvement, employee involvement, supplier
relationships, and strategic alignment, TQM enables organizations to thrive in
today's competitive business environment.

2.3 Features and Objectives of Total Quality Management

TOTAL QUALITY
MANAGEMENT

| |

Cost Reduction Quality Improvement

h

Increase Production Efficiency

y W

Larger market share High Quality

k!

Achieve customer satisfaction by providing a high
guality

Form (2): (129 4x8a <2009 ¢ juai 5 (3)))
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To manage the overall quality of a management organization’s objectives when
applying and operationalizing its practice and mechanisms, the most important of
which are:

* Do the right things right the first time, every time.

» Concentrate on the customer & and be customer-focused.

* Communicate and educate.

* Train the workforce.

* Measure and record.

* Involvement of top management.

* Introducing teamwork.

* Organize by process, not by function.

* To provide high-quality drug products to patients or prescribers.

* Process improvement.

* Defect prevention.

* Helping teams to make better decisions.

* Continuous improvements to processes systems, people, suppliers,
partners, products, and services. (Mishra, Total Quality Management, 17
dec 2020, pp. 2-6)

2.4 Implementation of Total Quality Management

The dictionary defines implementation as the process of putting a decision or plan
into execution.

For successfully implementing TQM, some requirements are necessary to achieve
it:

2.4.1 Top management support and reinforcement of TQM programs

Decisions that are related to quality are considered strategic decisions. Therefore,
the commitment of top management to support and develop it, as well as activate
the movement of those responsible for it, is one of the elemental tasks that lead to
the success of the targeted system. The following aspects stand for the
commitment of top management:
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* Promoting quality culture.
* Enhancing and developing employees’ capabilities in their performance.

* Providing a clear strategic vision for the organization and its goals.

2.4.2 Organizational Environment

Providing the appropriate organizational environment achieves outstanding
success for Total Quality Management, as it means that top management must
prepare and train the organization’s employees at all levels psychologically to
accept and adopt the concepts of TQM from the very beginning, as this contributes
to revitalizing their performance and reduces their resistance to change. It also
provides ways to deliver the resources and facilities needed for a successful Total
Quality Management System implementation.

2.4.3 Human Resources Effective Management

The human resource setting is one of the most influential elements that ensure the
continuity of the success of TQM, which requires that it be the subject of care and
attention, and this is done through effective management of it in all its aspects,
starting with establishing a selection and assignment system, filling jobs and
evaluating performance, training programs, continuous motivation methods,
teams building, and finally participation, cooperation, and empowerment, as it is
considered one of the most important means of gaining the trust and loyalty of the
individual within the organization.

2.4.3 Information system and feedback

The information system is one of the fundamental pillars required by total quality
management as it 1s one of the most significant factors for achieving the success
of the organization, especially since providing standards and measures of
importance to quality has a significant impact on achieving organizational goals
as making the right decisions is linked closely to delivering the correct data and
information which targeted success highly requires, as well as continuity of
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improvement and development which is coupled effectively with information
flow. Also, feedback allows the principles of TQM to grow and flourish.
Therefore, success in obtaining feedback at the proper time contributed to
increasing the chances of success magnificently.-310 Gladall 2011 «Jun ) 538
(311

2.5 ISO standard specifications

There is an overlap between Total Quality Management and international
standards ISO 9000. In terms of the existing relationship between them and the
aspects of difference and similarities that they share, in addition to which of them
comes first in the application. Based on this, we will show the concept of ISO and
clarify the relationship between ISO 9000 and Total Quality Management.

2.5.1 Definition of ISO 9000 specifications.

Most organizations seek prevailing competition, considering the quality system
ISO 9000 1s one of the most substantial systems institutions seek to adopt. We find
that its definition has received grand attention from many researchers, including
Russell Shack and others who defined the quality system ISO 9000 as a set of
specifications that secure the requirements for quality systems in various
institutions, as well as a description of human behavior that requires following
specific production methods, and observing conditions required by production
methods, governing the method and actions to ensure that production is at a
predetermined degree.

It is also known as an international standard that decides the essential
requirements for setting up and implementing an effective quality management
system in any establishment. These ISO specifications are all designed to suit
various institutions, whether production or service, small or big, to help them
implement the quality management system effectively. In this regard, we find a
series of international specifications (ISO) linked to quality management systems
that include:
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* (ISO9000): Quality management systems connected to basic principles and
vocabulary.

* (ISO 9001): Quality management systems related to the conditions or
requirements that the organization must meet.

* (ISO 9004): Quality management systems related to guidelines for
improving performance.

Therefore, we can say that the ISO 9000 specification is a series of integrated
specifications issued by the International Organization for Standardization,
establishing a set of critical requirements and guidelines as the ground for a
quality management system directed to all types of institutions, seeking to provide
products that match specific requirements to achieve the level of outstanding
performance at a high-quality level. (28 x4 <2020 ¢sL—sd )

2.5.2 The importance and benefits of implementing the ISO 9000
specifications.

To provide solid foundations to ensure their sustainability and improve their
performance, organizations rely on the ISO 9000 quality system as a strategic
decision, and its importance and benefits are the following:

* Achieving global profitability for the organization through improvement
and development in productivity and quality to earn a suitable market
position, stability, and consistency in business activity.

* The possibility of obtaining market share at the local and global levels, as
the ISO 9000 conformity certificate would grant the organization new
market prospects globally.

» Continuing to fulfill the global quality of products and services that would
contribute effectively to the continuous development and improvement of
their quality.

* Giving global confidence to the organization to remain in the markets and
the ability to continue implementing ways to adhere to consistent
specifications with the customers' needs.
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» Achieving effective control methods for all activities performed in the
organization, controlling all operational and production processes, and
meeting the set goals. (29 4aia 2017 «ou ) ay )

2.5.3 The relationship between ISO 9000 specifications and total quality
management

Obtaining a certificate of conformity is not the organization’s goal. Instead, it is a
means the organization uses to raise the general level of its performance, achieve
customer satisfaction, and comprehensive development for an organization that
confirms the concept of Total Quality. Total Quality Management is an entry point
for comprehensive and continuous development of performance, as it is the
responsibility of all members within the organization. It aims to achieve customer
satisfaction, reduce costs, and increase market share by spreading quality
throughout all stages of operation, starting with dealing with the supplier and
ending with the customer. As for ISO 9000. it is a specific, globally agreed-upon
specification that facilitates the assessment of the extent of conformity to the
organization’s performance, which is difficult with total quality management, as
(supplier/customer) is the relationship it is fundamentally based on, which is a
complement to the orientation of management and workers.

So, we find that ISO standards connect to Total Quality Management through the
following points:

* The ISO standard specifications express quality management from the
customer’s point of view, so total quality management stems from the
supplier’s point of view. Unlike ISO, Total Quality Management goes
beyond customer expectations.

* The focus of comprehensive quality management on raising the
effectiveness and efficiency of the organization’s operations
comprehensively and continuously to satisfy customers makes up a point
of compatibility with ISO specifications.

* The focus of ISO specifications on documentation and continuous
assessment contributes to improving quality management and assurance
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systems, which increases interest in ceaseless development as well as the
whole operation of the system.

Therefore, the ISO 9000 specifications stand for a quality system based on
documented specifications and focus on conforming to these specifications.
Meanwhile, Total Quality Management 1s quality management from a
comprehensive perspective, as it covers and achieves quality in all areas of the
organization. (30-29 Slaiall 2020 ¢sl—iw i)

2.5.4 The difference between ISO 9000 and total quality management

We found that the ISO system differs from the Total Quality Management system
in terms of the following aspects:

Caring for the customer does not receive sufficient attention in the ISO
system. Meanwhile, customer satisfaction is one of the primary foundations
of Total Quality Management by focusing on satisfying their various needs
and desires.

Total quality is more comprehensive than ISO, as a large part of Total
quality gets to be tied to work ethics, atmosphere, and the concepts of
teamwork. It is a philosophy, intellectual direction, and a new
organizational culture that seeks continuous improvement. While the ISO
certificate focuses on the various elements of the standard and the extent of
commitment to its application and documentation, the approaches for
achieving it are necessary to conduct total quality management but are not
a substitute for it.

The ISO system stands for a quality system based on documented
specifications. It includes agreed-upon international quality standards that
are of a general and global nature that are not exact to a specific institution.
As for comprehensive quality management, although its foundations are
all-around, its application varies from one institution to another.

Most organizations that have obtained the ISO certificate aim to deal
indirectly with the customer, and that is by applying international quality
standards in their goods or services, While the organizations that adopt
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Total Quality Management aim to deal directly with customers through
field studies of their needs and wants and work to provide them.

* The International Organization for Standardization (ISO) conducts a
frequent inspection of organizations that have obtained the ISO certificate
to ensure their compliance with the specifications of this certificate. This
organization compels these organizations to make changes under the
amendments it decides. At the same time, there is greater independence
among institutions that apply the comprehensive quality management
system and have complete freedom to Edit, add, and cancel changes that
suit you.

» [ISO certification is necessary for small enterprises that want to enter the
global or regional market. Only large global enterprises have passed this
stage and are now looking to deal with customers directly considering the
intense competition locally and globally.

» The application of total quality management differs from one organization
to another since each one has its own model. Meanwhile, all the
organizations that have obtained the ISO certificate apply the same general
and not specific rules. As is the case with Total Quality Management.

From the above, we can say that ISO is not a system for Total Quality
Management but rather a system for ensuring and assuring quality, which is the
ground for implementing the Total Quality Management system. That means that
starting to apply the principles and concepts of TQM would lead to obtaining ISO
as the organization that implements the Total Quality Management system would
only need to make tiny modifications to achieve ISO. cladall 2011 Jan ) giis)
(319-317

2.6 Dimensions of Total Quality Management

It is known in the field of management that the most significant dimensions of
TQM, according to some researchers, are those that are impalpable as well as
behavioral and known as the soft variables since they consist of customer focus,
human resources, and leadership as these dimensions are unseen but have a direct
impact on the performance of the company. After a comprehensive literature
review, it became clear that most researchers evaluate TQM through six
dimensions: strategic planning, leadership, information and analysis, customer
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focus, process management, and people management. However, according to
“Curkovic” and others (2000), the most successful dimensions of TQM are
customer focus, employee empowerment, and top support.

Due to the inconsistency in the earlier research, “Shenawy” and others (2007)
argue that no research defined the exact key dimensions of TQM since it is
difficult to single out them. Nevertheless, most researchers agree that the most
noteworthy dimensions of TQM are customer focus, continuous improvement,
employee involvement, and top management support. These influential
dimensions of TQM are what this study uses to explore the Impact of Total Quality
Management on the Strategic Orientation of an Organization. (Mehmood, Qadeer,
& Ahmad, 2014, p. 664)

2.6.1 Customer Focus

What 1s customer focus?

The concept of "customer focus" means fulfilling the needs and expectations of
current and potential customers by designing a comprehensive understanding of
customer needs and then providing perceived value to customers. The desired
outcomes of a customer-focused strategy are creating value for customers that
leads to loyal customers, which in turn leads to business profitability. This focus
on the customer has slowly integrated into manufacturing, and we can see it
playing a significant role in shaping what TQM aims to do. (Sharabi, 2015, p. 114)

In an organization that adopts the principles of TQM, we find that actions and
functions are both built and performed to meet the customer's needs, which also
decide their value. This way, they ensure long-term success, as customer
satisfaction relates to customer keeping and market share gaining. The importance
of this principle is clear by the fact that few TQM depictions do not take account
of it, either directly or indirectly. (M.Mar Fuentes-Fuentes, 2006, p. 306)

For an organization to achieve sustained success, it must attract and keep the trust
of customers and other interested groups. Every aspect of customer interaction
offers an opportunity to create more value for the customer. Comprehending
customers and other current interested parties and future essentials contributes to
the organization's sustained success.
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What are the benefits of customer focus?

We can outline the key benefits of customer focus in a set of points, and they are:

* Increased customer value.

* Increased customer satisfaction.

* Improved customer loyalty.

* Enhanced repeat business.

* Enhanced the reputation of the organization.
* Expanded customer base.

* Increased revenue and market share. (I0S, 2015, p. 2)

2.6.2 Continuous Improvement

Continuous improvement means taking small steps toward improving everything
related to the organization’s activity since this process is never-ending. The base
of this organizational philosophy is the idea that improving things, even if simple
but in a permanent way, will achieve success for the organization in its field of
business.

Continuous improvement is also known as (Kaizen) in Japan, which is a
compound term of two words: (Kai), which means change, and (Zen), which
means good. So (Kaizen) means introducing changes that will lead to betterment.
The concept of continuous improvement (Kaizen) was not the product of the
organization but rather was a culture rooted in the peculiarities of Japanese
society, standing for the mental commitment of its individuals to be better and put
their best into their work. This culture is the most notable characteristic that
distinguishes this society, which makes it difficult for other organizations to
imitate. This philosophy has transferred to the organization in the hopes of being
able to adapt it in all its internal operations because of its impact on its
development and contribution to its success.
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Continuous improvement also has two levels in the organization, an internal level
and an external one:

The Internal improvement level is the efficiency and effectiveness in the
conducted internal operations by the organization, which includes the best
use of resources, qualifications, and training means of working individuals.
And the use of effective methods to complete tasks and other mechanisms
that would reduce the occurrence of errors in the work and the production
of defective products. All of this would keep costs low to the lowest level,
which would lead to increased profits.

The external improvement level is the improvement of anything related to
the organization's external customers. This naturally includes delivering a
quality product, as well as providing after-sales services, in addition to
listening to the customer's voice as feedback information and using it to
enhance internal operations. If done appropriately, the organization will be
able to satisfy the customer as well as increase the number of customers,
which will lead to an increase in market share as well as an increase in
profits accordingly.

Since continuous improvement is related to the development of everything related
to the main activity of the organization, the greatest goal of adopting it is to
achieve complete mastery of everything the organization does, as this is sufficient
to make the organization successful and even a pioneer in its field of activity. It is
also in addition to the necessity of having an element of continuity in making
improvements because the environment must be distinguished by movement and
development. Changes in the circumstances and forces surrounding the
organization over time force it to adjust conducted tasks, which is the essence of
continuous improvement. (73-71 Gladall 2016 ¢galam Jac)

The benefits of continuous improvement are:

Improved process performance, organizational capabilities, and customer
satisfaction.
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* Enhanced focus on root-cause investigation and determination, followed by
prevention and corrective actions.

* Enhanced ability to expect and react to internal and external risks and
opportunities.

* Enhanced consideration of both incremental and breakthrough
improvement.

* Improved use of learning for improvement.

* Enhanced drive for innovation. (IOS, 2015, p. 11)

2.6.3 Employee Involvement

The involvement of the employees (or employee engagement) is considered the
bottom line in TQM processes. Such involvement requires that employees assume
responsibilities to achieve quality in doing their tasks and, at the same time
actively take part in continuous improvement. Participation can improve the
quality of products and services in diverse ways: employing self-inspection,
which decreases inspection costs and encourages employees to do things right at
first through problem-solving techniques or using the employees’ motivation and
creativity. (M.Mar Fuentes-Fuentes, 2006, p. 307)

For an organization to manage itself effectively and efficiently, it is essential to
involve all people at all levels and to respect them as individuals. Recognition,
empowerment, and enhancement of competence ease people's engagement in
achieving the organization’s quality aims.

The benefits of employee involvement include:

* Improved understanding of the organization’s quality goals by people in the
organization and increased motivation to achieve them.

* Enhanced involvement of people in improvement activities.
* Enhanced personal development, initiatives, and creativity.
* Enhanced people satisfaction.

* Enhanced trust and collaboration throughout the organization.
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* Increased attention to shared values and culture throughout the organization.
(I0S, 2015, pp. 6-7)

2.6.4 Top Management Support (leadership)

According to Burnes (2008), top management support is the fundamental success
factor in any organization. For any project or strategy to succeed, the top managers
may have to admit their influence is essential. Thus, top managers must direct the
entire Total Quality process to create values, set goals, and develop systems
designed to meet customer expectations and enhance organizational performance
(KINYOO, 2017, p. 4). Rather than planning, running, and controlling, the
management role must be executed at driving, involving, and assessing. Authors
agree that the management's main task is to create a comprehensive vision in the
hope of incorporating Total Quality as an integrating part of the business and, at
once after, implement policies, practices, and structures that tend to be consistent
with that mission. (M.Mar Fuentes-Fuentes, 2006, pp. 306-307)

There are many benefits to top Management, among them:

» Increased effectiveness and efficiency in meeting the organization’s quality
Objectives.

» Better coordination of the organization’s processes.
* Improved communication between levels and functions of the organization.
» Development and improvement of the capability of the organization.

* and its people to deliver desired results. (10S, 2015, p. 4)

2.7 Concept of Strategic Orientation

For organizations, defining their strategic orientation is the starting point of their
strategic management processes, as it is the philosophy of organizations that their
ambitions to reach peak performance and how they can perform their jobs with a
set of values and beliefs. To come to an accurate concept of the organization’s
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strategic orientation, we will discuss the definitions of various researchers in the
field.

The definition of Strategic Orientation is:

To survive and grow in a changing environment, the organization must have the
ability to change and keep pace with or anticipate successive changes in the
surrounding environment to achieve the transition of its performance to the point
of excellence and success. Talking about the strategic direction of the business
institution is considered one of the branches of the strategic planning process and
falls under the standards of business excellence. There are many concepts of
strategic direction, such as the opinion of (Reid & Shunnaq), who define it as the
framework that protects the organization so it can invest its resources and creates
an appropriate vision for managers that gives them the flexibility to adapt to and
confront environmental variables. Some consider it one of the aspects of the
strategic management process that focuses on creating a strategic direction
through identifying the mission and objectives, evaluating situations and options,
and selecting, which is closely related to the strategic thinking and opportunities
directed to the strategic planning movement and the possibilities that will get
selected for implementation.

Strategic Orientation is one of the changes that affect the performance of
organizations. It affects how to execute management and its work. Since it focuses
on the organization first, continuously collects information about the needs of the
target groups and the competitors' capabilities, and then uses this information to
generate added value for the beneficiaries permanently. Some point out that it
expresses the method by which strategic objectives are achieved, as it seeks to
maximize the positive elements of the organization’s operational efficiency, at the
same time as it reduces the elements with negative dimensions surrounding its
work, meaning that strategic orientations must be directed toward strategic
objectives. And it must directly serve the process of achieving it. Others believe
that the strategic orientation expresses the long-term benefits that achieve
advantage for the organization through its distribution and formation of resources
within the business environment and through its fulfillment of the expectations of
stakeholders and the satisfaction of their desires. (Mahmood & Hearths) also
pointed out that it is a set of attitudes, values, and behaviors. Also, they described
it as the vital energy that represents the organization's ability to integrate and build
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internal and external competencies and as organizational resources that can
improve the success of projects.

Based on the mentioned concepts, we can define strategic direction as The
practical, long-term thought that stems from the results of strategic thinking to
determine its aspects that guide the organization's management in deciding its
strategic goals within the framework of a strategic long-term vision that is the
result of an understanding of the capabilities, nature, and ability of the
organization to give priority to the goals of organizational survival, social
responsibility and growth, as a guide to its resource towards meeting its needs to
familiarize the organization with its environment and to justify the legitimacy of
its existence. (2020 ,s\—si—c pp. 38-39)

2.8 The Importance of Strategic Orientation

The importance of Strategic Orientation is apparent in renewing the effectiveness
and seriousness of commitment to the philosophical and strategic framework of
planning work for a set of executive procedures, determined through the directives
required to be adopted based on the strategic perspective adopted during a specific
period, as (Lau and others) pointed out several points that demonstrate the
importance of strategic orientation. Among them are the following: The strategic
orientation is based on the depth of understanding, awareness, and interpretation
of the external environment and internal resources of the organization by those
responsible for drawing up the direction of the organization, as it considers the
priority of allocating resources to develop the wealth of shareholders in the
organization in the long term and as the ultimate goal, including the direction in
the strategic thought of investments and distribution, financial resources and
intellectual capital. The strategic orientation reveals the organization's desire to
compete strongly in the market and how to prepare to discover and develop new
competencies, products, and markets. The various strategic orientations include
timely investments of financial resources and human capital.

Liao and Stonebraker state that strategic orientation is a concept that is relatively
fixed in nature and reflects a general view of the organization towards its
environment, as it shows that strategic direction is a drawing of decision tables
that guide the organization’s adaptation to its environment and forms internal
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policies and procedures. There is a close relationship between strategic
orientation, the organization, and the environment around it. That is, when the
organization determines its strategic orientation, it considers the external and
internal environmental factors that affect it, as well as the process of defining the
strategic orientation, which is one of the significant steps in the strategic
management process. The importance of determining the strategic orientation lies
in that it helps in portraying the organization with its environment, justifying the
legitimacy of its existence, and then obtaining approval and support from the
environment. It is also a tool for coordinating all efforts in the organization
because it is considered an essential axis for achieving effective communication
between all levels. Without this communication, organizations can go in any
direction, and perhaps the worst behavior is for the organization to move without
a renewed mission or goal, meaning that its senior management or owners do not
bear the trouble of determining its strategic orientation. So, it is safe to assume
that the strategic orientation serves the unity of thinking in the organization. (4—s
2020 ,s\— pp. 39-40)

From the above, we can summarize the importance of strategic orientation in the
following points:

* Defining the long-term goals and determining the necessary procedures to
achieve them.

» Clarifying the organization's goals and direction necessary for its future.

» Unify and coordinate all efforts or departments towards specific goals and
objectives.

* Clear focus on strategically important matters and issues.

* Helping managers develop a vision and long-term strategic thinking.

* A good understanding of rapid environmental changes and their impact on
the organization’s management performance.

* Improving the overall performance of the organization.

* Making managers more responsive and aware of environmental conditions
and changes.

* Determine the future directions of the organization.

* Ensuring effective dealing with internal and external variables that affect
the organization’s performance.

* Developing interaction between managers from different administrative
levels when preparing or implementing plans.
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« Improving the organization’s ability to deal with problems. ¢as sl L)
(8 4280 <2018

2.9 Dimensions of Strategic Orientation

Strategic orientation encompasses a set of fundamental dimensions, the concept
of which varies from one researcher to another. Below, we will select four
dimensions and try to define them in an attempt to get a better understanding of
strategic orientation.

2.9.1 Entrepreneurial Orientation

Entrepreneurial orientation involves the methods, processes, practices, and all the
decision-making activities tilting towards creativity and innovation in an
organization. (Ndubuisi-Okolo Purity Uzoamaka (Ph.D), 2020, p. 610)

Entrepreneurial orientation as a strategic orientation concerns the entrepreneurial
aspects of a firm’s strategy. It determines a firm’s willingness to stay ahead of its
competitors and to take advantage of new opportunities to engage in innovation
in an uncertain environment. Entrepreneurial orientation is defined as an
organization’s willingness to find and accept new opportunities and implement
change as a result. It also refers to how organizations capture specific
entrepreneurial aspects of decision-making styles, methods, and practices. In
other words, entrepreneurial orientation relates to the methods, practices, and
decision-making styles that managers use to act entrepreneurially. (Obeidat, 2016,
p. 3) Thus, EO may be viewed as the entrepreneurial strategy-making process that
key decision-makers use to enact their organizational purpose, sustain their vision,
and create competitive advantage. (Frese, January2009, p. 763)

Entrepreneurial orientation also deserves consideration because it has long been
recognized as the key to initiating innovative activities. It promotes values such
as being highly proactive toward market opportunities, tolerant of risk, and
receptive to innovations. Accordingly, the ability to initiate change, take risks, and
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innovate distinguishes entrepreneurial firms. (Kevin Zheng Zhou, Abril2005, pp.
45-46)

Entrepreneurial orientation is a firm's tendency to seek new market opportunities,
strengthen its status, and be proactive against them. This orientation involves
being tolerant of risks and receptive to innovations. Entrepreneurship involves
efforts to make raw materials and labor more valuable. Entrepreneurial orientation
is considered an organizational level, requiring firms to show marketing
dynamism and react to market changes. Qualities of entrepreneurial-oriented
firms include being a pacesetter for change, taking risks, and making innovations.
(Bingol, 2015, p. 711)

In light of the preceding, Entrepreneurial orientation encompasses an
organization's strategic mindset and behaviors geared toward fostering creativity,
innovation, and proactive decision-making. It involves a firm's willingness to
identify and seize new opportunities, adapt to change, and stay ahead of
competitors in an uncertain environment. This orientation emphasizes values such
as proactivity towards market opportunities, risk tolerance, and openness to
innovations. It entails a firm's inclination to seek new market prospects, enhance
its market position, and exhibit dynamism in responding to market dynamics.
Entrepreneurial-oriented firms are characterized by their ability to initiate change,
take risks, and drive innovation to create competitive advantage.

2.9.2 Market Orientation

The marketing concept was originally structured in the late 1950s. Marketing was
positioned among an organization's top functions, indicating that all the marketing
functions need to be integrated and coordinated to maximize profit in the long
term. (JASSMY & BHAYA, 2016, p. 201)

Market orientation implies having deep knowledge about our customers and
competitors. (Ndubuisi-Okolo Purity Uzoamaka (Ph.D), 2020, p. 610)
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Market orientation is regarded as a crucial strategy or capability that helps
organizations stay competitive in today’s uncertain business environment. Market
orientation is considered both a marketing concept and a management strategy.
According to various scholars, practitioners, and researchers, market orientation
assists in developing marketing knowledge, superior performance, and
competitive advantage. (Obeidat, 2016, p. 2) Tarver and Slater view market
orientation as consisting of three behavioral components (customer orientation,
competitor orientation, and inter-functional coordination) and two decision-
making criteria (a long-term focus and a profit focus). (Charles H. Noble, 2002,
p. 27)

Market orientation is the set of activities or behaviors relating to market
intelligence generation, dissemination, and responsiveness to satisfy their needs
and requirements. (Sarabjeet Kour Sudan, 2015, p. 28)

Market orientation is a firm's culture focused on creating value for customers,
aiming to gain a competitive advantage. It involves understanding customer
expectations and needs, satisfying them, and fostering a sense of worthiness.
Market orientation requires sensitivity to market changes and innovation
strategies to maintain functionality against market dynamism. It involves
introducing new products or services to respond to market conditions, making it
an innovative behavior. Market orientation promotes constant customer
satisfaction and increased knowledge usage within the firm. (Bingo6l, 2015, p. 710)

Therefore, market orientation is a strategic approach within an organization that
prioritizes understanding and fulfilling the needs and expectations of customers
and competitors. It involves integrating marketing functions and promoting a
culture centered on creating value for customers to gain a competitive advantage.
This concept emphasizes continuous market intelligence gathering,
dissemination, and responsiveness to market changes, promoting innovation and
customer satisfaction as key drivers of success.

2.9.3 Learning Orientation
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Learning orientation refers to the organization-wide activity of creating and using
knowledge to enhance or promote competitive advantages. (Ndubuisi-Okolo
Purity Uzoamaka (Ph.D), 2020, p. 610)

Learning orientation in strategic orientation refers to the propensity of an
organization to prioritize learning and knowledge acquisition as fundamental
components of its strategic decision-making process. It involves a commitment to
ongoing experimentation, information gathering, and adaptation to changing
environments to improve organizational effectiveness and achieve strategic goals.
(Robert W. Ruekert, 1987)

Overall, learning orientation in strategic orientation refers to a mindset or
approach within an organization that prioritizes continuous learning, adaptation,
and improvement as key drivers of strategic decision-making and performance. It
emphasizes the importance of gathering new knowledge, experimenting with
different strategies, and actively seeking feedback to enhance organizational
capabilities and competitiveness.

2.9.4 Technology Orientation

It is defined as a firm’s inclination to introduce or use modern technologies,
products, or innovations. It suggests that customer value and the organization's
long-term success depend on innovations, technological solutions, products,
services, or processes. stated that an organization’s technical skills, R&D
resources, and technological base can be central in bringing innovative, better-
designed products into the market. As a result, a technology-oriented organization
1s proactive in acquiring modern technology and applying the latest technologies
to develop new products/services or supporting applications. Accordingly, it is
proposed that a company’s technology orientation should lead to the development
of more innovative, technologically superior products than those offered by
competitors. (Obeidat, 2016, p. 4)

Technology orientation also means that the company can use its technical
knowledge to build a new technical solution to answer and meet the new needs of
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the users (Xuereb, 1997, p. 78) Technology orientation focuses predominantly on
new technologies and thus has direct implications for product innovations. (Kevin
Zheng Zhou, Abril2005, p. 45)

Technology orientation is often related to developing skills and processes that
allow reacting to changes in technology and is, therefore, extremely relevant in
technologically turbulent environments. The rationale is that in such
environments, which are characterized by short cycles of innovation, technology
orientation should enable firms to better take advantage of the environmental
condition. This leads us to suggest that in less competitive contexts, technology
orientation i1s more likely to be adopted under conditions of technology
turbulence. (Rohit Deshpande, 2012, p. 632) Technology-oriented enterprises
prioritize creativity, invention, and new techniques to guide their activities and
strategies. They encourage employee development and adopt a technologically
oriented culture. Technological innovation can be effectively used in new methods
and technologies if it is adapted by all levels. (Bingol, 2015, p. 712)

In conclusion, technology orientation pertains to a firm's commitment to
integrating and using modern technologies, products, or innovations to enhance
customer value and ensure long-term success. This orientation underscores the
significance of technological solutions, products, services, and processes in
driving organizational growth and competitiveness. A technology-oriented
organization proactively invests in getting and applying cutting-edge technology
to develop innovative products or services. This focus on technology empowers
companies to meet evolving user needs by building new technical solutions and
fostering product innovations. In dynamically changing technological landscapes,
technology orientation enables firms to swiftly adapt to emerging trends and
capitalize on environmental conditions, thereby enabling a culture of creativity,
invention, and continual improvement. This strategic emphasis on technology
permeates the organization, guiding its activities, strategies, and employee
development efforts toward embracing and effectively using new methods and
technologies at all levels.
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2.10 Strategic Orientation Elements

Researchers disagreed in addressing strategic orientation elements, each
researcher identified the elements according to their research vision. The table
below shows strategic orientation elements according to the directions of several
writers and researchers and according to the chronology.

Table (1): Strategic orientation elements according to a group of researchers and
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It is clear from the data in table) that elements of the strategic orientation (Vision,
Mission, Objectives, and values have the highest rates of researchers' and writers'
agreement) respectively, and in a way that led us to adopt them in Our current
study, through the following, presents a detailed presentation of each:

1. Vision: Vision is the first element of the strategic orientation process and is
one of the most essential elements as it reflects the intellectual and
intellectual picture of the future of the organization. It also briefly defines
the organization's main objective. Strategic leaders work to identify the
right vision formulate strategies in line with this vision and promote

opportunities Gain competitive advantage and maintain.

2. Mission: Beyond the definition and formulation of the Organization's
vision, the second element of the strategic direction is the formulation of
the Organization's mission, which is the main purpose of the Organization
and aims to provide consensus on the Organization's objectives, constitutes
the basis for the use of its resources and capabilities, and translates the
purpose into achievable and manageable objectives
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It is a written document translated into the Organization's mind. It
contributes to recognizing cases of guidance for decisions and activities that
usually cover an extended period and can be achieved using the human and
material capacities currently available in Zidane. (96 4aia 2023 ¢ uelll)

. Objectives: Strategic objectives are the fundamental ends or results that an
organization seeks to achieve through its activities, by utilizing both current
and future resources. These objectives relate to both foreseeable and
unforeseeable future periods, in light of the organizational, technical, and
competitive resources and capabilities possessed by the organization. They
are defined as the desired ultimate results of planned activities and the
implementation of applied strategies. Objectives determine what should be
accomplished, when, and how, and they should be expressed quantitatively.
Strategic objectives for the organization should exhibit several key
characteristics, including being specific, challenging yet achievable,
acceptable to employees through their involvement in their formulation,
and time-bound for implementation. (12 s 2018 cani sl U jw)

. Values: Values represent a fundamental and significant reality in the life of
an organization, forming an essential part of its organizational culture that
reflects the core components of the organizational work environment. They
constitute a resource built over extended periods and require significant
effort. Therefore, the values of a business organization are among the
fundamental concepts within its strategic orientation. Values give the
organization its identity, and character, and shape its behavior towards
dealing with various stakeholders. These values also guide the behavior of
employees within the organizational context. Among these values are
equality among workers, time management, concern for performance, and
respect for others. The concept of organizational values has emerged as a
definition of the set of values specific to organizations, emphasizing and
ensuring them as a form of maintaining coherence in organizational
structure. (13 Asda 2020 asad il )

2.11 Strategic Orientation Models

The models of strategic orientations have become diverse, and perspectives on
their concepts have varied, leading to a divergence in interpretations and
classifications by researchers. therefore, we try to address four models.
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2.11.1 Model of Damien 1. O'Brien 2008

Strategic Orientation [
Results of

orientation
Consumer price <

Market knowledge .

Commercial orientation —

Cooperation and —
Impact

Change in
Development of leadership
organizational
capacities

Team leadership

Form (3) Model of Damien I. O'Brien 2008 (90 dsia <2023 ¢ uelll)

The strategic orientation according to Damien I. O'Brien's perspective is achieved
through the following:

a) Results of Orientation: The executive focuses on improving business to
deal with potential risks.
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b) Customer Impact: The executive creates a performance that adds value to
customers.

c) Market Knowledge: Executive Authority has insight into the elements
contributing to Market success.

d) Business orientation: The executive is motivated by earning money.

e) Cooperation and impact: The executive branch collaborates effectively
with individuals and groups of teams.

f) Team leadership builds executive power, focuses, and supports an effective
group.

g) Leadership Change: The Executive Leads People in Efforts to Create

Organizations, reorganization, and Development.

h) Organizational capacity: development of the executive branch will build
capacity to ensure Continuous Performance. (89 4aia <2023 ¢« uelll)

2.11.2 Model of Health Promotion Clearinghouse (HPC2011)
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This model presents four levels in a distinctive engineering format, the highest of
which is a triangle that represents the vision of the organization and whose base
represents the organization's mission, which is supported by pillars that represent
strategic plans and objectives, all of which are based on the fundamental basis of
values. The model discusses each of the four levels in detail, and depending on
the organization's needs, each level is in a different location. If there is a
discrepancy in the specificity of these organizations, the strategic thinker has
adopted the fundamental pillars of the strategic direction details according to the
nature and environment of the organizations in the development of these models.

(90-91 cilaieall 2023 ¢ uell)

2.11.3 Model of SEEMA (2013) CHAR Institute of Administrative
Accountants
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Form (5): Model of SEEMA (2013) CHAR Institute of Administrative
Accountants. (92 aéa 2023 ¢ el

This model developed by McLaughlin & Herbert illustrated the strategic direction
of the Northern Ireland Common Services. It consists of six components that
begin with objectives and move to the mission because it is clear, concise, and
easy for all the Organization's staff to understand. Let them know who we are, and
what are we going to do. Thus, the values that emphasize that the staff member is
an integral part of it and the governance that is the basis for proceeding towards
the achievement of purpose, mission, and values, and finally leadership as her
work continues at all stages and achieves success and participation and works on

the staff's participation and considers it essential for the success of her work.
(92-91 Slasall 2023 ¢ uelll)

2.11.4 Model of Okland, 2014

41




Vision or philosophy of
The organization
What do we want to be?

Target

Why are we here?

Core Values and
Beliefs

Critical Success

l

Mission
What do we want to
Achieve?
| |
‘ Strategies and plans
> Substantive > Workers

Resources

Form (6): Model of Okland, 2014 ( (94 4~éa 2023 ¢« uelll)

Okland has proposed a mechanism for action to support a variety of organizations
to properly define strategic direction. The strategic direction includes the

following:

A. The vision represents the organization's philosophy, which can be
expressed briefly through Question (what do we want to be?) That is, it is
an expression of the image that the organization desires.

B. For the goals and core values and beliefs what phased goals must be
achieved now that are consistent with core values and beliefs to realize
achieving a vision for the future can be expressed by wondering why we

are here?
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C.

Mission: The mission reflects the Organization's identity and the
confidentiality of its existence and contains the answer to the question
What do we want to investigate?

. Critical success factors, strategies, and plans, which must be considered in

the formulation of the strategy as well as in the planning of business
execution, including the environment and its industry, within which the
Organization operates on time to be determined by senior management
under the Organization's specificity and the nature of its activity.

Substantive and working resources and processes. The process of
achieving past steps depends on the Organization's ability to allocate its
resources, as well as its ability to redistribute these resources according to
environmental data and changes, as well as to diagnose the specific
substantive processes, and create the necessary human resources for the
implementation of these processes. (93-92 <ladall 2023 ¢ uelll)

2.12 Relationship between total quality management and strategic
orientation.

:,Cj Customer Focus

£

() S

@

c Continuous Improvement - ..

§> ::: Strategic orientation

§ Employee Involvement - el

&

TI'B ///

2 Top Management Support

Form (7): The relationship between total quality management dimensions

and strategic orientation, made by the students.
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Many researchers believe that there is a connection between the concept of total
quality management and strategic orientation, and to try to comprehend the
relationship between these two, we will attempt below to highlight the impact of
each of customer focus, continuous improvement, employee involvement, and top
management support on strategic direction.

2.12.1 The impact of customer focus on strategic orientation

Occasionally, we might find that a customer-oriented strategy is seen as a new
philosophy in management thought, and it may also be referred to as a strategy
within the framework of comprehensive quality or even taken from a marketing
perspective. It also should be noted that the organization's vision, values, mission,
and goals may not always remain the same, and may change for any reason.
Despite this, the organization that establishes a strategic orientation toward the
customer does its best to commit fully to satisfying their needs and desires. Plus,
commitments like these are evident in the acts of the organization and the methods
it takes to keep its word. Because customers have a priority over the organization’s
internal needs and because they are the source of current and future profits. That
is why constantly going further and searching for customer problems is what
Customer-oriented organizations work responsively and firmly to achieve, and the
absolute result of the organization lies in collecting data and information before
the problem occurs. The absence of a complaint does not necessarily mean
satisfaction on the part of the customer towards the institution and its products.
The customer-oriented strategy endeavor focuses on the extent of the
organization’s ability to control the relationship with the customer and
communicate with him, as literature and studies indicate that communication with
the customer reflects the extent of the organization’s interest and care in
customers. Therefore, the communication process is a strategy that the
organization must embrace if it adopts a customer-oriented strategy.

2.12.2 The impact of continuous improvement on strategic orientation

Continuous improvement is the organization's constant desire to achieve gradual
and fundamental improvement in all activities, products, and services. Perhaps the
benchmarking method is the most widely used method for continuous
improvement and development. In formulating the strategy for the philosophy of
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total quality management, top management must show what expresses its
adherence to the philosophy of total quality management in the organization's
strategic orientation (vision - mission - goals - values). Also, there is no ready or
agreed-upon formulation about the form of inclusion. However, strategic
orientation must express what is stated in it, adopting the content of the following
principles alongside the comprehensive concept of quality, focusing on the
audience (the beneficiary), and starting from them. To what the vision, mission,
goals, and values reflect in their content, the philosophy of total quality
management is subject to the (hierarchy of detail and customization). In the
strategic vision, the statements have a degree of generality, focusing on the
horizons and starting points without going into many details, such as indicating
the pursuit of excellence in quality, work towards customer satisfaction,
continuous improvement, and providing what is best for the customers, the
importance and concern for employees in the organization, and so on, and also
expresses any of this in a variety of expressions and various forms that cannot be
limited.

2.12.3 The impact of employee involvement on strategic orientation

A strategic leader is a person who contributes positively to influencing the various
parties to function to achieve the goals set by the organization. The most
significant characteristic of a strategic leader is the ability to form a vision for the
organization and spread it among employees. The leader must take part with
others in setting the organization's strategic orientation and not develop the
strategy and force it upon others to follow. The orientation must add achievable
distinction, not something fictional. It must have unanimity and commitment to
achieving it, which creates a comprehensive desire for change, and the vision must
create conviction and devotion among employees, in addition to being translated
into long- and short-term goals to transform the vision into a tangible reality.

2.12.4 The impact of top management support on strategic orientation

Top management personnel often focus most of their time and energy mainly on
urgent business issues rather than important business issues, and this indicates that
they spend most of their time responding to situations in a reactive manner and
dealing with problems when they occur. The process of strategic orientation is a
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culture led by the conviction, belief, and values of top management, and top
management must be active in building this culture. The system of values of
strategic orientation and strategic management is based on continuous
improvement by implementing project after project in the organization’s work, as
well as on meeting customer needs and employee participation, making data-
based decisions, enhancing teamwork, and establishing a long-term vision. If top
management does not give their full attention to the strategic orientation,
constructing a successful group around a set of values will be slow and ineffective.
In other words, the strategic orientation aims to create a values-centered culture
and establish a solid foundation for building an uninterrupted competitive
advantage. The presence of leadership driven or guided by values is necessary to
develop or establish strategic management. It must have the highest priorities for
senior management and cannot be delegated to others or ignored. Accordingly, it
1s necessary to view strategic management as a new and improved management
system characterized by sustainability in the long term. (2020 ,s\—s4—c pp. 59-
61)
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CHAPTER 3
METHODOLOGY

3.1 Participant

* Position: Quality Management System Administrator

* Organization: BISKRIA CEMENT

« Rationale for Selection: The Quality Management System Administrator
was chosen due to his extensive experience in quality management within
BISKRIA CEMENT, making him uniquely qualified to provide insights
into the company's practices related to Total Quality Management and
Strategic Orientation.

3.2 Interview Protocol

We thanked the Quality Management System Administrator for organizing this
interview for us and for his patience.

We explained that our study is about The Impact of Total Quality Management on
the Strategic Orientation of an Organization and that the purpose of the interview
and its structure is to see if their cement company, “BISKRIA CEMENT”,
practices Total Quality Management (TQM) and Strategic Orientation in the real
ground, to what level it practices them, and if Total Quality Manage has an impact
on the company’s Strategic Orientation (either a positive impact or a negative
impact). To find the answers that we are looking for we asked a couple of
questions related to TQM dimensions (Customer Focus, Continuous
Improvement, Employee Involvement, Top Management Support) and SO
dimensions (Market Orientation, Technological Orientation, Entrepreneurial
Orientation, Learning Orientation), encouraging Mr. Swaai Ayoub to provide
detailed insights and examples based on his experience at BISKRIA CEMENT.
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We also employed a semi-structured interview due to its flexibility and to give
more freedom to the participant.

3.3 Procedure

3.3.1Scheduling:

The interview was scheduled for May 5th, 2024, at 9:30 AM, at BISKRIA
CEMENT's headquarters.

3.3.2Informed Consent:

Consent from BISKRIA CEMENT was obtained a week before the interview,
ensuring compliance with ethical guidelines.

3.3.3 Conducting the Interview:

The interview took place in a comfortable and private meeting room at BISKRIA
CEMENT's headquarters. Following the prepared interview protocol, allowing
the Quality Management System Administrator to elaborate on his responses as
needed.

3.3.4 Recording

The interview responses were recorded through written notes to capture the
Quality Management System Administrator 's insights accurately.

3.4 The interview questions and answers

3.4.1 Regarding Total Quality Management Dimensions
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Q: Would you say that your enterprise practices Total Quality Management?

+ “BISKRIA CEMENT company values quality in its products and services
very much, as well as the entire process that goes into ensuring that all of
the listed requirements for total quality are met. It achieves that through its
excellent total quality management system and its quality management
standards were recognized by the IOS in 2021. So, it is confirmed that BC
does practice Total Quality Management within the organization.”
(Appendix2)

Customer focus:

Q: Regarding Customer Focus, would you say that your enterprise values its
customers? How?

* “Customer satisfaction is BC’s number one priority since customers in
general are one of the fundamental pillars of its business. Its enterprise even
has an entire team dedicated to studying customers' needs and wants as well
as studying the satisfaction levels of both local and foreign customers. Plus,
it prioritizes listening to the customers' feedback and complaints, and by
analyzing them it can provide the best solutions and take the necessary
actions accordingly. That is how much BISKRIA CEMENT company
values its customers.”

Q: Why should customers choose to do business with you? What can your
enterprise offer them?

« “BISKRIA Ciment SPA has a reputation for reliability and quality customer
service. Its products are available in sufficient quantity to meet market
demand and their delivery times are respected, its teams are very aware of
continuous improvement and are fully market-oriented at all levels of
management. BC’s cement is manufactured with strict quality standards to
guarantee reliable and consistent results every time, it also complies with
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international cement quality standards and is regularly evaluated to ensure
compliance. BC’s products are also designed to last over time. They are
resistant to the elements, wear, chemicals, and abrasion. By choosing their
products, you can be sure that your project will benefit from long-term
durability. Not to mention, BC’s cement plant is committed to minimizing
its environmental impact by adopting sustainable manufacturing practices
and reducing greenhouse gas emissions. They use innovative technologies
to recycle and reuse materials, minimize waste, and conserve natural
resources. By choosing cement from SPA BISKRIA Ciment, you are also
helping to reduce your environmental impact.”

Q: Customers are one of the fundamental pillars of any business; how does your
enterprise keep its current customers?

“BISKRIA CEMENT company provides after-sales services as they like to
keep in touch with their customers, and as mentioned before they also do
offer compensation when necessary, so BC’s customers are 100% protected
at all times.”

Q: Attracting customers is particularly important for the continuity of an
organization; how does your enterprise attract potential customers?

“BISKRIA CEMENT company is very active on social media and has a
very reliable marketing team, so it is very easy for potential customers to
contact and reach them, it also has an efficient marketing plan that is based
on the four Ps (product, price, place, and promotion) and good marketing
implementation. BC also actively participates and supports noble cause
protests and university students, so they are very well known in the
community.”

Continuous improvement:

Q: Would you say that your enterprise practices continuous improvement?
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“Considering that one of BC's five quality policies is based on continuous
improvement of its operations to reach the highest levels of the tool that
guarantees the sustainability and prosperity of their company, the
advancement of its brands, and the effective contribution to the economic
and social development of our region. We can say yes, BISKRIA CEMENT
company does practice continuous improvement.”

Q: We are aware that any organization has so many kinds of operations, both on
an internal level and on an external level. How does your enterprise implement
continuous improvement on both levels?

“When questioned BISKRIA CEMENT company had no comment on the
continuous improvement on the external level, because the external
environment of its enterprise is always changing, and because it has no
control over it. As for continuous improvement on the internal level, BC
has an audit apartment that is dedicated to reviewing the organization’s
operations in terms of implementation, procedures, and employees work in
all sectors with internal audit.”

Employee involvement:

Q: Is Employee Involvement of any importance to your enterprise?

“BISKRIA CEMENT company emphasized that their employees are
essential to them and their busies and they play one of the biggest roles in
keeping the enterprise going.”

Q: What methods does your enterprise take to ensure that employees are well
involved and actively partaking in its operations and practices?

“BC provides an overall good working environment for its dear employees,
in addition to listening to their suggestions and complaints, providing
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excluded services, and measuring the level of employee satisfaction with
the enterprise’s internal training.”

Q: What noticeable benefits or changes has employee involvement contributed to
the enterprise?

* “The noticeable benefits of employee involvement that we managed to find
are increased productivity, improved quality of the products and services,
and cost savings.”

Top management support:

Q: Would you say that Top Management takes its influence and responsibilities
seriously within your enterprise?

* “Top Management in BISKRIA CEMENT company takes its influence and
responsibilities very seriously and it personally monitors the effectiveness
of the system (Quality System Leadership Committee.)”

Q: Does Top Management seek better coordination of the organization’s
processes?

 “BISKRIA CEMENT company confirmed that seeking a better
coordination of the organization’s processes is a never-ending task for
them.”

Q: Has Top Management Improved communication between levels and functions
of the organization?

 “We found that, yes. Top Management in BC has always worked on
Improving communication between levels and functions of the
organization.”

52




3.4.2 Regarding Strategic Orientation Dimensions

Q: Is your organization looking to achieve its Strategic Orientation?

« “Strategic Orientation is very important to the organization as it is the key
to achieve better results.”

Market Orientation:

Q: Does the marketing knowledge of the organization help with studying the
market?

* “The marketing knowledge of BISKRIA CEMENT company is proving to
be indeed very helpful as it helps it navigate through new markets and
environments.”

Q: Does the organization respond to the customer's tastes and needs and deliver
them on time?

* “Yes, the BC tries its best to respond to the tastes and needs of customers
and works to achieve them promptly.”

Q: Is there coordination of functions?

* “According to the figure provided by the organisation (Appendix 3), we
managed to conclude that, yes. there is coordination in the functions of
BISKRIA CEMENT company.”
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Q: Is the organization looking to develop its products according to the customer’s
needs?

+ “BISKRIA CEMENT company can only develop approximately 27 types
of cement under Algerian law.”

Technological Orientation:

Q: Do you use modern technology to communicate with customers and enterprise
members?

« “BC’s employees are provided with personal work emails, and their
customers can easily reach them through their social media accounts or its
official website to check their latest updates or if they have any questions
about their products and services, so it is safe to say that BC uses modern
technology to communicate with its customers and enterprise members.”

Q: Does the enterprise rely on R&D?

* “No, it does not. But not because BISKRIA CEMENT company is
incapable of it, BC is very well capable of researching and developing new
products, and they are well equipped with the latest technologies, but
because of the Algerian law, its R&D is extremely limited.”

Q: Do you have patents?

+ “BISKRIA CEMENT company does not have any patents.”

Q: Does the enterprise have a reliable technological base against piracy?

54




+ “BISKRIA CEMENT company has its own security system, and all
computers and phones are offline to prevent any secret or important
information from getting out to the public.”

Entrepreneurial Orientation:

Q: Does the organization aspire to be a leader in its activities?

* “Most organizations aspire to be a leader in their activities and BC is not
any different.”

Q: Does an enterprise rely on risk in decision-making for new enterprises and
markets?

* “The organization examines potential risks to inform decisions concerning
new projects and markets. Risks are considered at two levels: strategic and
operational. SWOT analysis is employed for the strategic level, while at the
operational level, risk analysis of operations is conducted, alongside
research into various strategies for risk mitigation.”

Q: Does the organization rely on creativity and experimentation in introducing
new products and services?

» “Since BC cannot be experimental with their main product (cement) due to
Algerian law restrictions, their creative side is more apparent in the
different services they offer and their products' packaging.”

Q: Is your enterprise ready to enter into new investments?

« “BISKRIA CEMENT company says that, yes. They are ready to enter into
new investments, but since this is secret information, they would not
elaborate any further.”
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Learning Orientation:

Q: Does your enterprise provide learning courses for its workers?

« “BC does not provide learning courses for its workers. It does, however,
appoint an older employee with much more experience to aid the new
interns with their work and provide them with the necessary information.”

3.5 Limitations

Single-Participant Design: The study's reliance on a single participant may limit
the generalizability of findings to other organizational contexts.

Potential Bias: Responses may reflect a biased perspective from the participant,
influenced by their role within the organization.

Limited Scope: The interview focused solely on organizational practices,
excluding broader topics such as stress management and exercise, limiting the
depth of insights.
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CHAPTER 4
ANALYSIS OF FINDINGS

4.1 Data Analysis and Presentation

Analyzing the interview data involves identifying recurring themes, patterns, and
insights related to Total Quality Management (TQM) and Strategic Orientation
(SO) as discussed by Mr. Swaai Ayoub.

4.1.1 Findings

* BISKRIA CEMENT emphasizes the company's dedication to customer
satisfaction and feedback analysis, showing a strong commitment to
customer-centric practices.

* The interview reveals the company's explicit policy on continuous
improvement and the presence of an internal audit department dedicated to
operational enhancement.

* BISKRIA CEMENT company highlights the significance of employee
involvement, noting its positive impacts on productivity, product quality,
and cost-effectiveness.

* The interview confirms top management's active involvement in quality
management processes and their efforts to improve coordination and
communication within the organization.

» The organization demonstrates a strong focus on market needs and timely
delivery, supported by coordinated functions and product development
aligned with customer preferences.
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* While limited by Algerian law, the company utilizes modern technology for
communication and security measures, showcasing its commitment to
technological advancement.

» BISKRIA CEMENT affirms the company's aspiration to leadership in its
activities, risk-aware decision-making processes, and readiness for new
investments.

* The absence of formal learning courses is compensated by informal
knowledge transfer through experienced employees mentoring new interns.

4.1.2 Results

The findings illustrate BISKRIA CEMENT's strong adherence to Total Quality
Management principles, emphasizing customer focus, continuous improvement,
and employee involvement. Additionally, the company exhibits strategic
orientation through market responsiveness, technological adaptation, leadership
vision, and learning culture.

4.1.3 Discussion

Interpreting the findings in light of relevant literature suggests that BISKRIA
CEMENT's practices align closely with established TQM and SO frameworks.
Mr. Swaai Ayoub's insights underscore the importance of integrating quality
management principles into strategic decision-making processes to enhance
organizational performance and competitive advantage.

4.2 Test of Hypothesis

HO: Says that Total Quality Management does impact the strategic direction of the
organization and based on the interview results and reflecting on the theoretical
part, we indeed do observe that TQM does impact the strategic direction of the
organization.
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H1: Says that Customer focus does have an impact on strategic orientation, based
on the interview results and reflecting on the theoretical part, we can observe that
customer focus does indeed impact the strategic direction of the organization. That
explains why the BISKRIA CEMENT Company under study places great
importance on focusing on customers by ensuring precise identification of
customer needs and incorporating them into the company's goals.

H2: Says that Continuous improvement does have an impact on the strategic
direction, based on the interview results and reflecting on the theoretical part, we
can observe that continuous improvement does indeed impact the strategic
direction of the organization. This is why the BISKRIA CEMENT Company
under study places great importance on continuous improvement by involving
various material and human systems in improvement processes, searching for
errors, and correcting them.

H3: Says that Employee involvement does have an impact on strategic orientation,
based on the interview results and reflecting on the theoretical part, we can
observe that employee involvement does indeed impact the strategic direction of
the organization. This explains why the BISKRIA CEMENT Company under
study places great importance on employee participation by striving to appreciate
and recognize the efforts of employees, promoting a sense of belonging and
loyalty to the company.

H4: Says that top management support does have an impact on strategic
orientation, based on the interview results and reflecting on the theoretical part,
we can observe that top management support does indeed impact the strategic
direction of the organization. This explains why the BISKRIA CEMENT
Company under study places great importance on top management support by
providing the necessary material and moral support to various aspects of
development.
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4.3 Summary, Recommendations, and Conclusion
4.3.1 General Summary

The study investigates the impact of Total Quality Management (TQM) on the
strategic orientation of BISKRIA CEMENT Company. It emphasises the
importance of strategic orientation in organisational planning and decision-
making processes. Strategic orientation involves vision, mission, objectives, and
values, essential for defining an organisation's direction and goals. These elements
facilitate understanding the external environment, effectively allocating
resources, and fostering competitiveness in the market.

The study explores various strategic orientations—entrepreneurial, market,
learning, and technology orientations—that drive organisational success through
creativity, innovation, and adaptability. These orientations focus on seizing
opportunities, understanding customer needs, continuous learning, and leveraging
technological advancements.

Different models of strategic orientation, proposed by researchers such as Damien
I. O'Brien, the Health Promotion Clearinghouse, SEEMA, and Oakland, provide
frameworks for developing strategic direction effectively. These models
emphasise customer impact, market knowledge, organisational capacity, and
continuous improvement.

The relationship between TQM and strategic orientation is highlighted,
demonstrating how customer focus, continuous improvement, employee
involvement, and top management support contribute to organisational success.
Customer-oriented strategies prioritise customer satisfaction, while continuous
improvement fosters gradual enhancements in operations. Employee involvement
and top management support are crucial for fostering a values-centred culture and
aligning organisational goals with strategic direction.

4.3.2 Recommendations

Based on the results of the interview responses and the analysis thereof, the
following recommendations are proposed to enhance the impact of TQM on
strategic orientation at BISKRIA CEMENT Company:

1. Enhanced Top Management Involvement: Top management should
actively support TQM initiatives, ensuring alignment with the company's
strategic vision. Their involvement is crucial for fostering a culture of
quality and continuous improvement.

2. Fostering a Culture of Continuous Improvement: Institutionalising
continuous improvement as a core organisational philosophy is essential.
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Regular training programmes, employee engagement activities, and
feedback mechanisms that encourage innovation and process enhancement
should be implemented.

3. Employee Empowerment and Involvement: Encouraging employees to
participate actively in decision-making can significantly enhance TQM
effectiveness. Systems that promote employee involvement, such as
suggestion schemes, quality circles, and cross-functional teams, should be
developed.

4. Customer-Centric Strategies: Adopting a customer-focused approach is
crucial for maintaining competitive advantage. Regularly gathering and
analysing customer feedback to understand their needs and expectations
should drive product and service improvements.

5. Strategic Alignment: Organisations must ensure their strategic orientation
is closely aligned with TQM objectives to maximise TQM benefits. This
involves integrating TQM principles into strategic planning and ensuring
all departments and functions are aligned with overarching quality goals.

6. Educational Courses and Training: Providing educational courses to
increase employees' expertise, skills, and knowledge is vital. Developing
their creative abilities and uncovering their potential should be considered
a future investment that serves knowledge and aims to improve
performance.

7. Focus on Research and Development: Emphasising research and
development to obtain patents specific to the institution is crucial.
Innovation and experimentation in introducing new products should be
prioritised to maintain a competitive edge.

4.3.3 Conclusion

This study aimed to investigate TQM's impact on BISKRIA CEMENT Company's
strategic orientation. The research involved interviewing the Quality Department
manager, focusing on two main axes: TQM dimensions (customer focus,
continuous improvement, employee involvement, and top management support)
and strategic orientation dimensions (market orientation, technological
orientation, entrepreneurial orientation, and learning orientation).

The findings indicate that TQM, with its four dimensions, significantly impacts
the strategic orientation of BISKRIA CEMENT Company. The company utilises
TQM by effectively monitoring system activities, integrating stakeholders'
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interests, and providing financial and moral support to keep pace with changes
and developments.

Continuous improvement is emphasised to achieve efficiency and contribute to
economic and social development. Focusing on customers by identifying their
needs, integrating their requirements into company goals, measuring satisfaction
levels, addressing complaints, and providing appropriate solutions is vital for
customer satisfaction. Employee involvement is also crucial, as well as
appreciating their efforts, fostering loyalty, forming diverse work teams, and
maintaining constant communication between management and employees.

Overall, the study contributes to understanding the relationship between TQM and
strategic orientation, providing valuable insights for BISKRIA CEMENT and
similar organisations. Future research could explore how TQM influences
strategic decision-making and the potential moderating factors affecting this
relationship. By embracing TQM, organisations can create a sustainable
framework for continuous improvement, innovation, and strategic alignment,
ultimately achieving long-term success in a dynamic business environment.

Hypothesis Testing Results
1. H1: Customer focus impacts strategic orientation.

o Based on the interview results and theoretical reflections, customer
focus significantly impacts the strategic direction of BISKRIA
CEMENT Company. The company places great importance on
identifying and integrating customer needs into organisational goals.

2. H2: Continuous improvement impacts strategic orientation.

o The interview results indicated that continuous improvement
significantly impacts the company's strategic direction. BISKRIA
CEMENT emphasises involving various material and human
systems in improvement processes, identifying and correcting errors.

3. H3: Employee involvement impacts strategic orientation.

o The findings revealed that employee involvement significantly
impacts the organisation's strategic direction. The company values
employee participation, appreciating their efforts, and promoting a
sense of belonging and loyalty.

4. H4: Top management support impacts strategic orientation.
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o The study confirmed that top management support significantly
impacts the strategic direction of BISKRIA CEMENT. The company
places great importance on providing necessary material and moral
support to various aspects of development.
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APPENDIX

Appendix1: Interview Questions (English version)

Questions:
Total Quality Management Dimensions:

Would you say that your enterprize practices Total Quality Manazement?

Customer focus:
¥"  Regarding Customer Focus, would you say that your enterprize values its customers? How?
¥v" Why zhould customers choose to do business with you? What can your enterprise offar them?
¥ Customers are one of the fundamental pillars of any business; how does your enterprize keep its current customers?
v Attracting customers iz particularly important for the continuity of an organization; how does your enterprize attract

potential customers?
Continuous improvement:

¥" Would you zay that your enterprize practices continuous Improvement?
¥" We are aware that any organization has so many kinds of operations, both on an intemal level and on an external
level. How does your enterprise implement continuous mmprovement on both levels?

Employee involvement:
¥ Iz Employee Involvement of any importance fo your enterprize?
¥ What methods does your enterprise take to ensure that employees are well involved and actively partaking m its
operations and practicas?
¥ What noticeable benefitz or changas haz employee involvement contributed to the enterprize?

Top management support:

¥"  Would you zay that Top Management takes its mfluence and responzibilities senously within your enterprize?
¥ Does Top Manag t saek batter coordmation of the organization’s processes?
¥" Haz Top Management Improved communication between level: and functions of the organization?

Strategic Orientation Dimenszions:
I= your organization looking to achieve its Strategic Orientation?]
Market Orientation:

¥v" Does the marketing knowledge of the organization help with studving the markat?

¥ Does the organization respond to the customer’s tastes and needs and deliver them on time?
¥ Iz there coordmation of functions?

v Is the organization looking to develop it products zccording to the customer’s needs?

Technological Orientation:

Do you uze modam technology to communicata with customers and enterprise members?
Does the enterprize rely on R&D?

Do you have patants?

Does the organization rely on the introduction of modem technologies?

Does the enterprise have a raliable technological baze agamst piracy?

LR

Leadership Orientation:

¥ Does the organization aspire to be a leader in its activitias?
v"  Does an enterprize rely on rizk in decizsion-making for new enterprizes and markets?
¥v"  Does the organization raly on creativity and experimentation in introducing naw products and services?
¥ Is your enterprize ready to enter mto new mvestments?
Learning Orientation:

¥ Does your enterprize provide leaming courses for its workers?
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Appendix 1 Interview questions (Arabic version):
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Appendix2: a copy of the IOS 9001: 2015 certificate

Cemﬁcaz‘

ertificate

AFNOR CERTIFICATION

(D

N° 2022/98298.1

AFNOR Certification ifie que le systé de mis en place par :
AFNOR Certification certifies that the systemn imp. d by:

SPA - BISKRIA CIMENT
EXTITE TR
pour les activités suivantes :
for the following activities:

PRODUCTION ET COMMERCIALISATION DES CLINKERS ET DES CIMENTS.

PRODUCTION AND MARKETING OF CLINKERS AND CEMENTS.

a 66 évalué et jugé

aux par:
has been assessed and found to meet the requirements of:

ISO 9001 : 2015

et est déployé sur les sites suivants :
and is developed on the following locations:

DJAR BELAHRACHE, DZ- 07023 BRANIS, (W) BISKRA, ALGERIE

e S O {enedabooiefur 2022-01-18 Jumgiens 2025-01-17
cofrac

GETFCAON
BE SYSTENES
Rty

Julien NIZRI

Managing Director of AFNOR Certification

Flasher ce OR Code
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& comfcar

wanee JfROC
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11 e France e Prassanet - 03571 L Plains Sant.Decd
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Appendix 3: the manufacturing and marketing of cement and clinker structure of
the cement company “BC”, made by the students based on the information
provided by the organization.
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