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ABSTRACT: The rise of competition has inclined various small-scale businesses to incorporate a 

robust strategy in order to increase profitability. Therefore, in the contemporary enterprise sector, 

exceptional importance has been given to the concept of Total Quality Management by both local and 

multinational organisations, considering the associated benefits of continuous improvement, increased 

efficiency, and the overall efficacy of the organisation. Thus, the main aim of this study is to assess the 

impact of TQM implementation into small scale hotels in terms of financial growth (profitability); and 

to develop a comprehensive and feasible quality framework for managers to adopt the best TQM 

practices that enhance profitability through quality improvement and to achieve expected results. The 

researcher has applied quantitative method by recruiting 141 participants (managerial level) to achieve 

the overall aim and objectives of this study, Therefore, survey questionnaires by using Likert scale has 

been conducted leading towards descriptive, correlation and chi-square analysis of the data collected. 

The results showed that various TQM practices have positive impact on the profitability of small hotels, 

such as continuous improvement, quality improvement, role of top management, training and 

education, employee empowerment and technological innovation, Finally, this research makes an 

original contribution in the academic and practical field as it enhances the knowledge of TQM among 

the managers and quality practitioners. Besides presenting some recommendations for small hotels, the 

study also puts some suggestions for future research in this area with limitations.  

 

KEYWORDS: total quality management, quality management, critical success factors, customer 
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INTRODUCTION 

  

In the era of globalisation, total quality management has gained a lot of attention over the years 

(Al-Ababneh and Lockwood, 2012; Al-Dhaarfi and Al-Swidi, 2015; Bouranta and Psomas, 

2016). However, the main focus of the literature has remained on the manufacturing industries. 

This means that the majority of information is related to manufacturing industries, and very 

limited information is available regarding the service industry (Bouranta and Psomas, 2016). 

In this regard, the focus of the study is to evaluate the impact of total quality management in 

the hospitality industry. According to Fatchur and Solimun (2014) and Bouranta and Psomas 

(2016), hotels have given special attention to the concept of total quality management due to 

its being effective for satisfying customers, as the service quality delivered to customers of 

hotels is the only key for organisational performance in the service industry, more specifically 

hotels.  

 

Further, the number of studies carried out in the service sector but with respect to total quality 

management in hospitality are very few  (Anil and Satish, 2016; Bouranta and Psomas, 2016; 

Iqbal, et al. 2017; Lahap, et al. 2017), therefore, this study tends to investigate the influence of 

TQM in the small hotel industry of the UK. At one end, the limited information about total 

quality management in the hospitality sector would be increased as the study has presented in-

depth analysis about the underlying factors of total quality management and their impact on 

the overall profitability of the hotels. This will eventually expand the availability of information 

for future researchers. Since the research study has highlighted the importance of total quality 

management on hotels’ profitability, the study can be used by small and medium sized hotels 

operating in London to ensure that they achieve the desired level of performance and 

profitability. Moreover, the study of (Shanka, 2012) has highlighted that it can transform the 

mind-set of managers and other employees towards offering the customers superior quality 

services, which could eventually lead to an optimal level of satisfaction. Likewise, the small 

and medium hotels can also use this research study to improve their product quality, while 

focusing extensively upon continuous improvement to the different level of service offered by 

the company as compared to competitors in the business environment (Benavides-Velasco, 

Quintana-García and Marchante-Lara, 2014). 

 

Another expected contribution of this study is the investigation of the dependent variable in 

the study that is profitability, because there has been a limited number of studies that have 

investigated the impact of total quality management on the profitability of the company (Idris, 

2011). It is important to study the hospitality sector due to the significant contribution of service 

quality to profitability and growth in the hotels industry (Milovanović, 2014). Moreover, 

researcher have not focused much on providing insights on using total quality management in 

the hospitality industry. However, it has been argued that total quality management is required 

specifically in the hospitality industry in which hotels exist (Pereira-Moliner et al., 2012). 

Customer service quality has been debated to be the most important factor in the hotel industry 

because most customers expect premium service quality to be delivered to them as their 

satisfaction is purely based on the quality of service they receive from the hotel and staff (Amin 

et al., 2013). The study has been significantly aimed at providing key findings to hotel owners 

in UK in order to implement practices of total quality management in improvement of 

profitability for small hotels in UK. The overall aim of this study is to develop a quality (TQM) 
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framework for small hotels to improve the quality of services through examining the impact of 

Total Quality Management on the profitability in the small hotel industry of the UK.  

 

LITERATURE REVIEW 

 

Concept of Total Quality Management  

During the 2nd World War, quality was considered to be amongst the foremost considerations, 

and it shifted from qualitative to more statistical and quantitative in nature (Sabet et al., 2012). 

This implies that statistical sampling techniques were continually used for the evaluation of 

quality, and quality control charts were continually in use for monitoring the production 

processes. The evolution of TQM was first capitalised by companies like Toshiba and Sony, 

where both the companies penetrated the markets based on their capabilities of offering quality 

products at lower prices; thus pressuring the local and international companies, especially 

American companies, to focus highly on the training and development of their personnel and 

hiring the external consultants to improve the quality of their offered products.  

 

In the present era the importance of quality is globally accepted (Subedi and Maheshwari, 

2007) and Total Quality Management in organisations has been increased significantly in the 

past two decades due to global competition among organisations (Sule, et al. 2016; Obeidat, et 

al. 2019). In accordance to (Prajogo and Sohal, 2001; Deros, et al. 2009; Al-Ababneh and 

Lockwood, 2012; Misra, 2014; Jonah, et al. 2018; Obeidat, et al. 2019) it had been determined 

that there is no significant concrete definition and uniform approach of the notion of Total 

Quality Management, it has been defined by different authors in different ways (Demirbag, et 

al. 2006). Kannji , (1996) stated that “TQM is a continuous improvement process for 

individuals, groups and whole organisations. What makes TQM different from other 

management processes is the concentrated focus on continuous improvement” (p. 1) 

 

This element was also evident in the case of the hospitality industry i.e., airlines and hotels, 

which implies that the businesses were pressurised to upgrade their services for the 

convenience and easiness of their guests (Misra, 2014). Moreover, in the present business era, 

organisations are operating in a highly competitive environment as there has been the 

continuous introduction of new competitors in the industries. Therefore, quality becomes an 

important issue, which not only needs to be addressed, but considered also as a competitive 

edge within the hospitality sector (Sin and Jusoh, 2019) which can improve market share, 

profitable outcomes and the operational performance of any company (Talib and Rahman, 

2013; Sin and Jusoh, 2019).  

 

2.2 Critical Success Factors of Total Quality Management 

The concept of critical success factor was determined by Ronald Daniel in the sixties, a decade 

later John F. Rockart took it up and made several research studies on it. Rockart, (1979).  

Ostrom et al., (2015) provided the following definition; it is the limited number of areas in 

which results, if successful, will ensure a competitive and successful operation for the 

organisation. Since then it has been widely used as an effective technique in the implementation 

of certain organisational strategies (Ostrom et al., 2015; Costen and Salazar, 2011). According 

to (Sila, 2005; Al-Ababneh and Lockwood, 2012) CSFs of TQM can be described as “the best 

practices of TQM implementation”  
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Further, Saraph, et al. (1989) defined critical factors as “critical areas of managerial planning 

and actions that must be practised to achieve effective quality management in business unit”. 

The main objective of the technique of CSF is to determine the main activities in which a 

company must focus its attention. Other additional objectives would be to assist in the planning 

of activities and resources, as well as to delineate the key areas by facilitating the assignment 

of priorities within it (Talib and Rahman, 2010). Further, in the contemporary business era, 

companies need to identify and evaluate the key quality factors of total quality management 

before its implementation because successful TQM implementation often associated with 

CSFs, is responsible for achieving business excellence (Shahbazipour, 2007; Talib and 

Rahman, 2010; Al-Ababneh and Lockwood, 2012; Hietschold, et al. 2014; Anil and Satish, 

2016).  

Moreover, a variety of critical success factors was proposed in relation to total quality 

management, while relating the critical success factors to both the service and manufacturing 

industries. However, the majority of the CSFs proposed after 2011 were linked to the previous 

studies; thus, indicating that the new CSFs were based on the findings of earlier scholars and 

authors. For this reason, the current study has selected six common critical factors that were 

based on the previous literature and were common in previous empirical studies, to see the 

impact of these factors on profitability, particularly in small hotels which is lacking in the 

literature (Milovanovic, 2014; Bouranta and Psomas, 2016; Lahap, et al. 2017; Sin and Jusoh, 

2019). The critical factors selected for this study are as follows: Quality Policy, Top 

Management Commitment, Continuous Improvement, Quality Improvement, Training and 

Education, Employee Empowerment. 

 

This study aims to prepare a precise and reliable quality framework applicable in the small 

hotels for quality improvement, which eventually helps to improve profitability. Further, most 

of these factors were discussed by TQM gurus and found as common aspects of their studies 

in the literature, this is also one of the reasons to select the following factors for this study. 

However, there is no single solution for every situation, each company has its own culture, 

practices, policies and service delivery process. So, the quality strategy will vary from company 

to company and accordingly to the situation.  

 

 
Figure 1: Conceptual Framework  
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The above conceptual framework comprises of six critical factors selected from both 

manufacturing and service industries, by keeping in view the wider concept of hotel businesses, 

based on these factors, the remaining research will move on. As per researcher opinion, each 

factor is directly or indirectly relevant to the hotel industry business and other service sectors 

as well, where customer service and satisfaction is concerned. Each factor is directly impacting 

on performance and quality management implementation process. 

 

Hypothesis and Variables 

 

Independent Variables: TQM Practices (Quality Policy, Top Management Commitment, 

Continuous Improvement, Quality Improvement, Training and Education, Employee 

Empowerment) 

 

Dependent Variable: Profitability  

 

Hypothesis 

There is positive and significant relationship of TQM practices with the profitability of the 

small hotels 

 

The hypotheses have been taken to test the independent variable, which is TQM practices, 

against the dependant variable, profitability of small hotels of the study. It has been adopted 

from the study of Patiar, Davidson and Wang (2012) and Milovanovic (2014) in order to 

identify the relation in the research. The hypothesis can be defined as an assumption that is 

made on the basis of a limited evidence or information and is further investigated through 

empirical data.  

 

Quality Policy 

In the contemporary business environment, successful implementation of TQM has become 

significantly important; therefore, companies are more interested in developing TQM practices 

that could increase their effectiveness and efficiency (Aggett, 2007; Bouranta and Psomas, 

2016: Anil and Satish, 2016). With this in consideration, the factors are often regarded as the 

culture of quality, where customer information, job security, teamwork and collaboration 

between the employees and leaders are considered to be significantly important (Milovanovic, 

2014). The quality policy of any organisation should be compiled or formed by the top 

executives based on customers’ feedback and should be approved by the quality department. It 

is a complete guide for all employees in the organisation on how to provide the best possible 

product or service to the customers to achieve quality goals and customer satisfaction (Ali and 

Khatoon, 2016; Bouranta and Psomas, 2016). Further, a quality policy is also a main 

requirement of ISO 9000 standard (Ali and Khatoon, 2016). Moreover, by developing a clear 

and long-term quality policy which integrates with other operational strategies, quality goals 

and growth can be achieved (Dale, 2003; Bou-Llusar, et al. 2008).  

 

Top Management Commitment 

In the contemporary business environment, leaders influence the employees by focusing 

extensively on leading by example (Foster, 2008; Sahoo and Yadav, 2018) and leaders are 

described as completely responsible for the successful implementation of TQM in the 

organisation with a long-term vision (Yunoh and Ali, 2015; Bouranta and Psomas, 2016; Sahoo 



International Journal of Business and Management Review 

Vol.8, No.3, pp.41-62, May 2020 

              Published by ECRTD-UK  

                                                            Print ISSN: 2052-6393(Print), Online ISSN: 2052-6407(Online) 

46 
 

and Yadav, 2018; Obeidat, et al. 2019). Leaders have continually encouraged the employees 

to develop the willingness to follow them, instead of opposing them in every direction. In the 

case of TQM, leaders focus on helping the employees to fully grasp the importance of quality 

while helping them to become proactive with respect to quality (Al-Ababneh and Lockwood, 

2012; Baird et al., 2011; Juneja et al., 2011; Khanna et al., 2011). The rationale behind the 

selection of ‘top management commitment’ is because of these reasons. First, it is recognised 

as one of the main factors of TQM implementation in the literature (Yunoh and Ali, 2015; 

Amin, et al. 2017), secondly it is the mostly used factor in the previous studies by the 

researchers, thirdly it is one of the common factors found in the literature, applicable in both 

the manufacturing and service sector (Al-Ababneh and Lockwood, 2012).  

 

Continuous Improvement 

“TQM is a never-ending process nor is it a destination” (Misra, 2014). Further, in the literature 

it was mentioned that the key message of TQM is that “it is a long-term process” that requires 

nearly 5-10 years process to achieve high quality goals (Terziovski and Samson, 1999). 

Further, the first hotel company that received a quality award (MBNQA) was the Ritz Carlton 

Hotel, based on three years’ implementation of TQM practices (Holjevac, 1996; Patiar and 

Davidson, 2012). Therefore, in the intense competition of the industry, there is a need for 

continuous improvement to achieve the high-quality goal in all departments of the organisation 

by involving everyone (Terziovski and Samson, 1999; Dale, 2003; Al-Dhaarfi and Al-Swidi, 

2015; Yunoh and Ali, 2015; Anil and Satish, 2016; Haddioui and Jahidi, 2017). In pursuance 

of continuous improvement of products and services, quality is a key factor in contemporary 

businesses (Antony and Preece, 2002; Al-Ababneh and Lockwood, 2012; Obeidat, et al. 2019). 

Chen, et al. (2010) defined the continuous improvement “continuous identification and 

elimination of waste” (p. 1070).  

 

Quality Improvement  

In the service organisation, TQM has been agreed as a unified philosophy that encourages the 

organisation to work towards the quality management system to ensure that all the departments, 

units and objectives of the organisation are directed towards meeting the demands and 

requirements of the customers by providing excellent service, which ultimately would result in 

the optimal level of satisfaction amongst the customers (Bon and Mustafa, 2013; Goetsch and 

Davis, 2014). This implies that service organisations have continually engaged in sustaining 

an optimal level of customer satisfaction by continuously improving the quality of services and 

to improve the overall performance of the organisation. In the hotel industry, customer 

satisfaction plays a crucial part since it is all dependent upon the quality of services provided. 

 

Training and Development 
In light of the literature, it has been indicated that training and development not only focuses 

on increasing the efficiency of the employees, but also provides them with sufficient 

knowledge to help them achieve the desired goals and objectives of the company in the most 

profitable manner (Feng et al., 2006; Aggett, 2007; Milovanovic, 2014; Bouranta and Psomas, 

2016). Furthermore, it has been suggested that offering employees sufficient training and 

development opportunities increases their efficiency, followed by information, through which 

the value and interest of the organisation are improved in the intensely competitive business 

environment (Milovanovic, 2014; Suwandej, 2015; Anil and Satish, 2016; Sahoo and Yadav, 

2018).  
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Considering this, (Kim, et al. 2012; Talib and Rahman, 2013) have argued that training and 

development have played an influential role in the successful implementation of TQM, as the 

skills and knowledge of the employees significantly increases, which ultimately reduces the 

concerns and issues associated with the implementation of TQM. Education and training are 

considered as one of the basic elements of total quality management because it suggests the 

best possible way to improve personnel efficiency on a continuous basis. Moreover, through 

training and education, employees not only learn how to work hard but also how to work smart 

(Goetsch and Davis 2010: p. 11).  

 

Employee Empowerment 

This is also a common factor of TQM found in the literature, applicable in both industries, 

manufacturing and service. This factor is also selected eighteen times out of fifty-one previous 

studies published between 2006-2011 (Wahjudi, et al. 2011). As mentioned in the earlier 

section, employees are the most valuable asset of an organisation because ultimately, 

employees are responsible for quality reputation (Alcudia and Carmen, 2015; Amin, et al. 

2017; Obeidat, et al. 2019). In the contemporary business environment, companies are more 

able to compete against their rivals based on the qualified and skilled workforce, rather than 

on the basis of profitability and performance (Al-Ababneh and Lockwood, 2012; Zakuan et al., 

2012; Yeng, et al. 2018). Further, study of (Milovanovic, 2014; Haddioui and Jahidi, 2017) 

suggests that TQM implementation is a complex process that demands commitment from all 

employees in the organisation. Taking this into consideration, it has been revealed that 

companies that have actively engaged their employees in the implementation of TQM have 

experienced positive outcomes in comparison to those organisations, where the decisions are 

taken by the management (Haddioui and Jahidi, 2017). 

 

METHODOLOGY 

 

In this study, quantitative method (141 self-administered, survey questionnaire) has been used 

to gather the opinion of the employees (manager level) of the small hotels, on the predictor 

variables, which are important for the study in which data is collected from primary sources. 

According to Saunders et al. (2016), commonly quantitative research is associated with the 

positivism philosophy, particularly when data collection techniques are predetermined. 

Therefore, with respect to the nature and scope of the study, the researcher has chosen the 

positivism research philosophy. The positivism research philosophy highlights the factual 

knowledge that is achieved by carrying out varied numbers of tests and procedures on the 

domain study (Neuman, 2014; p. 100).  Further, deductive approach has been applied to see 

the impact of TQM on profitability, which is most appropriate and used when the existing 

information is limited, and it initiates with logical inference. In a deductive approach, a 

theoretical and conceptual framework is generated or predetermined and then tested through 

empirical evidence, it moves from the general to the more specific (Collis and Hussey, 2003; 

Adam, Khan and Raeside, 2014). Moreover, in this study, the existing theories are presented 

in order to test the generated hypothesis.  

 

Sample Size 

The target population in this study was employees and managers in the small hotel industry in 

the Hammersmith area, UK. The total number of hotels in London is in thousands, as per 

Statista (2019) therefore, to remain within the available resources and time, 220 independent 
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small hotels (categorised as 3 stars by the Office for National Statistics) were selected in the 

Hammersmith (London) area as the target population (ONS, 2019). Sample size required for 

the survey data is 141 after calculating the sample size. Further, it was not possible for the 

researcher to ensure that all employees and managers in all small hotels in Hammersmith get 

equal probability/opportunity to participate in the research, thus the non-probability 

(convenience sampling) sampling method was adopted to recruit (141) participants for this 

study. The non-probability sampling method is appropriate, as it provided the researcher ease 

of gathering the data and the cost and time involved in the usage of this sampling technique is 

also substantially low as compared to probability sampling methods (Adams, Khan and 

Raeside, 2014; Collis and Hussey, 2014).  

 

Reliability  

Reliability is associated with the consistency and stability of the results that are obtained in the 

research (Saunders, et al. 2016; Sekaran, 2016; Collis and Hussey, 2014; Ghauri and Gronhaug, 

2010; Bryman and Bell, 2015) and also with the ‘goodness’ of measure (Sekaran, 2013).  

Cronbach’s Alpha has been used to determine the reliability of the survey questionnaire. 

 

Table 1: Reliability Analysis of the Variables of the Study 

 
 

With respect to the reliability statistics obtained from the SPSS using Cronbach Alpha testing, 

30 items have been used in total. Moreover, the statistics were computed to be 0.860. The study 

conducted by Bhatnagar, Kim and Many (2014) asserted that the minimum threshold for the 

statistics to declare reliability is 0.7 otherwise, if the value is below the mentioned values then 

the variable is questionable or should be dropped from the final analysis. 

 

RESULTS 

 

Quantitative analysis mainly depends on the study’s aim and objectives, where the aim of the 

analysis is to get information regarding the situation of the study as in this study. Therefore, 

descriptive and inferential (Chi-square and correlation) analysis were conducted in this study. 

 

Descriptive  

This study used descriptive analyses to show results of the questionnaire survey by using 

frequency tables and pie charts. It is further stated by (Adams, Khan and Raeside, 2014; Gray, 

2017) that descriptive analysis “helps us to understand and summarise the data” (p.171) and 

it also termed as univariate analysis where only one variable included and the data can also be 

presented in charts, graphs and tables (Collis and Hussey, 2014; Neuman, 2014; Lee and Lings, 

2008).   

 

This section has aimed to provide the demographic dynamics and characteristics of the sample 

chosen for conducting this study and the differences in the perceptions of the respondents. The 

sample size for the survey questionnaire had included 116 respondents amongst which male 

respondents were 61.21% while the remaining 38.79% were the females. It indicates that the 
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male proportion in the small hotels is higher than the female proportion. The sample 

characteristics have also included the age of respondents and identified that around 43.1%% of 

the participants were aged less than 35 years; this also indicated that most of the people working 

in the small hotels are less than 35 years. In terms of experience, 68.1% had less than 8 years, 

while professional experience of 24.4% was between 8-10 years, and professional experience 

of 3.4% was more than 10 years. Therefore, respondents having 8 to 10 years’ experience were 

likely to give more appropriate and sound information about TQM implementation in the hotel 

industry because they had a higher level of experience. The longevity of their services also 

allowed them to gain a wealth of information, as well as the level of profitability it can help to 

achieve within small hotels. 

 

Inferential  

In order to assess the relationship between TQM practices and profitability, this study 

conducted inferential statistics by applying chi-square association and Spearman rank 

correlation analyses.  

 

Chi-square In the current study, Chi-square was used to find the association between 

dependent and independent variables. This analysis becomes handy when the nature of data is 

categorical and used to see the association between two categorical variables (Tabachnick and 

Fidell, 2007: Adams, Khan and Raeside, 2014; Laerd Statistics, 2018; Bergin, 2018). Further, 

this test is powerful and widely used to see the association between variables measuring 

nominal or ordinal scales (Neuman, 2014; Oakshott, 2016; Schindler and Cooper, 2008). 

 

Table 2: Chi-Square of Quality Policy and Profitability 

 
The table of chi-square association of quality policy with profitability has a chi-square statistic 

of 31.506 with p-value of 0.000. This implies that the tested association is significant 

statistically. However, for examining the magnitude, Cramer’s V can be seen as follows: 

 

Table 3: Magnitude of the Association of Quality Policy and Profitability 

 
 

The value of Cramer’s V is computed to be 0.369 and is moderate, which means that improving 

the quality policy of small hotels would result in improvement in their profitability. 
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Table 4: Chi-Square of Continuous Improvement and Profitability 

 
 

In the table presented above, the association of continuous improvement has been tested with 

the profitability of the small hotel sector of the UK using Chi-square. It has been deduced that 

the association is insignificant at 5% because 0.07> 0.05. 

 

Table 5: Magnitude of Association of Continuous Improvement and Profitability 

 
 

In terms of Cramer’s V, the association is computed to be weak because the value is 0.211 and 

is below 0.3. Another aspect is quality improvement which tested with profitability as follows: 

 

Table 6: Chi-Square of Quality Improvement and Profitability 

 
 

The association of quality improvement with profitability is highly significant because the p-

value is computed to be 0.000 and below 5%. In addition, the magnitude can be seen as below: 
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Table 7: Magnitude of Association of Quality Improvement and Profitability 

 
 

The association is computed to be moderate in terms of Cramer’s V as the statistics is 0.532. 

In addition, the association of top management commitment with the profitability can be seen 

as follows: 

 

Table 8: Chi-Square Testing of Top Management Commitment and Profitability 

 
The association is statistically significant between the UK’s hotel sector’s profitability and its 

top management’s commitment. The magnitude of the relationship can be determined as 

follows: 

 

Table 9:Magnitude of Association of Top Management Commitment and Profitability 

 
 

On the basis of Cramer’s V, the association is weak because the value is computed to be 0.274. 

Furthermore, the association of training and education with profitability is tested and the 

obtained results have been displayed below: 
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Table 10: Chi-Square Testing of Training and Education with Profitability 

 
 

The association is computed to be significant on the basis of asymptotic significance (p-value< 

0.05). Therefore, this aspect is contrary to the Spearman’s results which were insignificant. 

However, the magnitude can be analysed as follows:  

 

 Table 11: Magnitude of Association Testing of Training and Education with Profitability 

 
 

The computed magnitude is 0.233 in accordance with the Cramer’s V; therefore, the 

association is weak. The last TQM’s dimension considered in this study is employee 

empowerment which has been tested with profitability as follows: 

Table 12: Chi-Square Testing of Employee Empowerment with Profitability 

 
This association is significant also with employee empowerment of the small hotels’ sector 

with the profitability for the same reason (p-value< 0.05). However, the magnitude can be seen 

as follows:   

         

Table 13: Magnitude Testing of Association of Employee Empowerment with Profitability 
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In terms of magnitude, the value is obtained to be 0.288 of the Cramer’s V, therefore, the link 

is weak between the said variables. 

 

Spearman rank Correlation is a bivariate analysis that is used to measure the relationship or 

strength of relationship between two or more dependent and independent variables of the study 

(Sekaran, 2013; Oakshott, 2016; Collis and Hussey, 2014; Curwin, Slater and Eadson, 2013). 

The current research has employed Spearman rank correlation as the inferential statistical 

method, as the current study relied on a non-parametric test and ordinal data type. Jamieson, 

(2004) and Gardner and Martin, (2007) argued, that a Likert scale is an ordinal ranked order 

nature and non-parametric is the only test to produce valid results. Therefore, in that situation 

non-parametric tests are thought to be more suitable for Likert scale to conduct a reasonable 

calculation of these parameters and where distribution is non-normal (Curwin, Slater and 

Eadson, 2013). 

 

Table 14: Spearmen Correlation  

 
In accordance with the study conducted by Harrell (2015) the association can be negative or 

positive whilst the magnitude is between -1 and +1 showing how intensive the association is. 

In this concern, the values lower than 0.3 are deemed as weak while lower than 0.75 are deemed 

as moderate and the association greater than 0.75 are referred to as strong (Downey, 2014). 

However, the sign of the coefficients represents direct or indirect proportionality. 

 

The correlation of the UK’s small hotel sector’s profitability with the quality policy is positive. 

This implies that when quality policy is enhanced, the profitability can be improved as well. In 

addition, the association is found to be significant as well because the sig value is computed to 

be lower than the threshold of error, which is 5% (p-value=0.00< 0.05). Besides, the dimension 

of continuous improvement is computed to be 0.228 which is also weak yet positively 

associated with the profitability.  

 

The association is significant as well on the basis of the rule of thumb (p-value< 0.05). Given 

this, the correlation of quality improvement with the profitability is calculated to be 0.589, 

which is asserting moderate association. Its further entails that the relationship is evidently 
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positive implying that, with the increment in the quality of the services in the small hotel sector, 

the potential for profitability improvement is significant (p-value< 0.05). Another dimension 

considered in the study is top managers’ commitment, which is also positively correlated with 

the performance of the hotel sector of the UK. Further, the relationship is additionally 

computed to be significant and weak (p-value< 0.05). Moreover, employee empowerment is 

also computed to be positively and moderately linked with the profitability because the value 

is computed to be 0.410 with p-value lower than 0.05. Hence, giving more autonomy to the 

employees of small hotels of the UK and empowering them more would result in profitable 

performance. On the contrary, the association of training and education conducted in the UK’s 

small hotel sector with the profitability is insignificant which infers that education might not 

be profitable for the small hotels of the UK. 

 

DISCUSSION 

 

This section has aimed to provide the demographic dynamics and characteristics of the sample 

chosen for conducting this study and the differences in the perceptions of the respondents. The 

sample size for the survey questionnaire had included 116 respondents for the final analysis, 

amongst which male respondents were 61.21% while the remaining 38.79% were the females. 

It indicates that the male proportion in the small hotels is higher than the female proportion. 

The sample characteristics have also included the age of respondents and identified that around 

43.1%% of the participants were aged less than 35 years; this also indicated that most of the 

people working in the small hotels are less than 35 years. In terms of experience, 68.1% had 

less than 8 years, while professional experience of 24.4% was between 8-10 years, and 

professional experience of 3.4% was more than 10 years. Therefore, respondents having 8 to 

10 years’ experience were likely to give more appropriate and sound information about TQM 

implementation in the hotel industry because they had a higher level of experience. The 

longevity of their services also allowed them to gain a wealth of information, as well as the 

level of profitability it can help to achieve within small hotels. 

 

The objective of this study is, to find the impact of total quality management on the 

performance and profitability of small hotels. For this purpose, Chi Square analysis and 

Spearman’s rank correlation has been adopted in order to find the relationship and strength of 

relationship between the variables. The dependent variable in this study is profitability, 

whereas the factors that drive change in TQM are quality policy, top management commitment, 

continuous improvement, quality improvement, training and education and employee 

empowerment. Chi Square analysis has illustrated a positive impact of TQM on performance 

and profitability, except on the continuous improvement factor which is statistically less 

significant. According to Osman and Sentosa (2013, p.25), the major impact of total quality 

management is on customer satisfaction in the hotel sector. This is because the strategies in a 

TQM framework are customer-driven which might also mean that customers are at the centre 

of the strategy. 

TQM has helped the companies, both manufacturing and service, to reduce the costs associated 

with their operations, followed by the significant development of the staff. However, the 

primary findings of this study have argued that organisational profitability can be increased by 

TQM to some degree because the cost of certain processes and procedures can be reduced, 

such as a supply chain process. Further, Sabella, Kashou and Omran (2014) stated that TQM 

is associated with certain practices and agendas, as well as certain arrangements, which are 
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extremely prerequisite for the management to integrate in order to make sure that the customers 

are delivered with unsurpassed and quality-driven services as per their expectations. 

Furthermore, form the last three decades, the concept of TQM has emerged as one of the most 

important organisational practices, which ensures the high level of company performance in 

the modern economies (Mwaniki and Okibo, 2014). Similarly, the study of Munizu (2013), 

argues that companies by ensuring the high level of quality are likely to increase customer 

satisfaction, which ultimately plays a positive role on a company’s financial performance.  

 

Moreover, the study of Iqbal et al. (2017), provides empirical evidence from Pakistan’s 

manufacturing companies by showing the positive impact of TQM on companies’ financial 

performance. The same study argues that effective TQM practices enable the organisations to 

improve their performance in employee relations, customer satisfaction, business performance, 

and quality of a product. The study findings of O’Neill, Sohal and Teng (2015), reveals that in 

Australia companies by engaging in quality management activities experienced statistically 

important financial advantages over those companies who do not involve in TQM practices. 

The study of Aziz, Maria and Rahayu (2017), provide empirical evidence from the Indonesia 

small and medium-size firms by identifying the positive relationships between TQM practices 

and different components of financial performance including profit to revenue ratio, return on 

asset, net profit, and revenue growth. In contrast, the study of Dipasupil and Dipasupil (2018), 

finds no significant relationships between TQM practices and financial performance, which 

implies that TQM cannot be the only areas of concern for companies to achieve high financial 

performance. Therefore, the overall findings of the previous studies are indicating the high 

level of significance of TQM practices with regards to the company’s financial performance. 

 

The primary findings have also shown that TQM has been associated with the measures that 

can ensure high-quality services for the customers and hence, a higher profit to the firm. 

Therefore, the primary findings have been justified by the literature (Barah, 2000; Kaynak, 

2003; Mwaniki and Okibo, 2014; Benavides and Velasco, 2014; Bouranta and Psomas, 

2016; Iqbal et al. 2017; Aziz, Maria and Rahayu, 2017) and the objective of the study has been 

achieved. Finally, it can be concluded that the overall impact of TQM practices on profitability 

is positive as per the Chi-Square association test and Spearman’s rank correlation analysis. 

 

1. This study has prominently contributed towards the theoretical background and 

knowledge of the examination of the impact of total quality management practices on 

profitability taking the case of the small hotel sector of London. The empirical findings of the 

study contributed to the idea that small hotels are facing tough competition from the luxury 

hotels in terms of quality, which reduces the chances of gaining profit. It is therefore important 

for small hotels to focus on total quality practices. 

2.  

3. To the best of the researcher’s knowledge, this is the first attempt to develop a precise 

and comprehensive quality framework (consists of factors selecting from both manufacturing 

and service sector) for the small hotel industry which certainly contributes to overcome the 

lack of availability of such a framework. This study contributes towards the aspect that training 

and development is also required to maintain the quality of the services provided by the 

organisation. The research has inspected that profitability can be affected by quality 

management and its practices. 

4.  
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5. The developed framework would also be highly beneficial for the determination of the 

factors for the companies operating in the given sector. The outcomes deduced from the 

research can work as a tool in terms of implementing TQM which is not limited to just the 

small hotel sector but also to the large-scale hotel sector. 

6.  

The research findings revealed that the implementation of TQM has been widely accepted in 

the manufacturing industries, but service industry remains limited in TQM implementation, 

particularly small hotel sector. The conceptual framework is provided to facilitate TQM 

implementation in the small hotel sector, which will produce positive results in return on 

overall performance. TQM has played an influential role in the hospitality industry, though the 

concept has been perceived to be only applicable in the manufacturing industry. The 

implementation of TQM, in the hospitality industry, has presented companies with a variety of 

benefits. For instance, it has been found that effective implementation of the concept of TQM 

results in an optimal level of customer satisfaction as the customers are being offered with 

superior quality products and services, which eventually increases and enhances their loyalty. 

As a result of increasing satisfaction and loyalty, the companies that have adopted and 

implemented the concept of TQM have observed a significant increase in the generation of 

repeat business, which eventually leads to the attraction and retention of prospects as well as 

existing customers. Subsequently, it is evident that the TQM practices will produce positive 

results within the small hotel industry. 

 

Future Studies and Limitations  

This study has been carried out to find the impact of total quality management (TQM) on 

profitability in the small-scale hotel industry of the UK. While findings have been deduced in 

this regard, the study has been limited to the hotel sector of London. For future studies, the 

impact of TQM practices could be assessed in varied geographic locations in order to better 

understand if the implications vary from those of this study or not. The internal and external 

conditions of every business are different from each other and so the results may also differ in 

some respects. Moreover, the sample size for quantitative findings can be increased for more 

reliable results. Time constraint was one of the limitations that was faced by the researcher 

when conducting the research. Another limitation was the inability to cope with the expensive 

budgets that had been laid out to conduct the research. This study can be replicated or used by 

researchers in other sectors as well. 

 

References 

Abbas, M. Et al. (2015)., “A Combined Hybrid Fuzzy Multiple Criteria Decision-making 

Approaches to Evaluating of QM Critical Factors in SME’s Hotels Firms”., 

Contemporary Issues in Management and Social Science Research, Vol. 172, pp. 786-

793 

Ahmed, M.I., 2011. A Comparative Study of Deming's and Juran's Total Works: Changing the 

Quality Culture Towards Total Quality Management. Journal of kirkuk University for 

Administrative and Economic Sciences, 1(1), pp.176-203. 

Air Force Development Test Centre., (2007). Eglin Air Force Base, Total Quality Management 

Training Package, 3rd Ed. (Fort Walton Beach, FL,), 8. 

Al-Ababneh, M. And Lockwood, A. (2012)., Implementing Total Quality Management in The 

Hotel Industry. 2nd Advances in Hospitality and Tourism Marketing & Management 

Conference, ISBN: 978-960-287-139-3 



International Journal of Business and Management Review 

Vol.8, No.3, pp.41-62, May 2020 

              Published by ECRTD-UK  

                                                            Print ISSN: 2052-6393(Print), Online ISSN: 2052-6407(Online) 

57 
 

 

Al-Dhaafri H.S. and Al-Swidi Abdullah, (2015)., The Impact of Total Quality Management 

and Entrepreneurial Orientation on Organisational Performance. International Journal 

of Quality & Reliability Management; Vol.33 No. 5, 2016; pp.597-614., available on; 

accessed on: [22-8-2017] 

Alaa, A.S., Pasławski, J. And Nowotarski, P., 2019, May. Quality Management to continuous 

improvements in process of Ready-Mix Concrete production. In IOP Conference 

Series: Materials Science and Engineering (Vol. 518, No. 2, p. 022019). IOP 

Publishing 

Aletaiby, A.A., 2018. A framework to facilitate total quality management implementation in 

the upstream oil industry: an Iraqi case study (Doctoral dissertation, University of 

Salford). 

Alghamdi, H., 2016. Toward Better Understanding of Total Quality Management 

(TQM). Journal of Business & Economic Policy, 3(4), pp.29-37. 

Ali, S. I. And Khatoon, S., (2016)., Implementation of Total Quality Mangement. International 

Journal of Emerging Trends in Engineering and Development., Vo. 6, Issue, 6. |ISSN 

2249-6149. Online: http://www.rspublication.com/ijeted_index.htm .Accessed on: [22-

08-2018] 

Almalki, S. (2016)., Journal of Education and Learning; Integrating Quantitative and 

Qualitative Data in Mixed Methods Research-Challenges and Benefits., Vol. 5, No. 3. 

Online: https://files.eric.ed.gov/fulltext/EJ1110464.pdf. Accessed on: [30.05.2019] 

Amin M. Et al., (2017)., (PDF) The structural relationship between TQM, employee 

satisfaction and hotel performance. International Journal of Contemporary Hospitality 

Management; Available from: 

https://www.researchgate.net/publication/316941655_The_structural_relationship_bet

ween_TQM_employee_satisfaction_and_hotel_performance. Accessed on: [Apr 10, 

2019]. 

Anil, P. A. And Satish, K. P. (2016)., Investigating the Relationship between TQM pratices 

and Firm’s performance: A conceptual framework for Indian organisations. 

International Conference on Emerging Trends in Engineering, Science and Technology 

(ICETEST-2015) 

Arasli, H. (2012)., Towards Business Excellence in the Hospitality industry: A Case for 3-4, 

and 5-star hotels in Iran. Total Quality Management Journal., Vol. 23, No. 5, pp. 573-

590 

Arumugam, V., Ooi, K.B. and Fong, T.C. 2008. TQM practices and quality management 

performance: An investigation of their relationship using data from ISO 9001: 2000 

firms in Malaysia. The TQM Journal, 20(6), pp.636-650. 

Bahri, S., Hamzah, D. And Yusuf, R.M., 2012.Implementation of total quality management 

and its effect on organisational performance of manufacturing industries through 

organisational culture in south Sulawesi, Indonesia. Studies, 18, p.19. 

Bailey, D., 2015. The Metrology of Organisational Performance: How Baldrige Standards 

Have Become the Common Language for Organisational Excellence Around the 

World. No. July. Http://www. Ses-standards. Org, pp.1-17. 

Benavides-Chicón, C.G. and Ortega, B., 2014. The impact of quality management on 

productivity in the hospitality sector. International Journal of Hospitality 

Management, 42, pp.165-173 

http://www.rspublication.com/ijeted_index.htm
https://files.eric.ed.gov/fulltext/EJ1110464.pdf
https://www.researchgate.net/publication/316941655_The_structural_relationship_between_TQM_employee_satisfaction_and_hotel_performance
https://www.researchgate.net/publication/316941655_The_structural_relationship_between_TQM_employee_satisfaction_and_hotel_performance


International Journal of Business and Management Review 

Vol.8, No.3, pp.41-62, May 2020 

              Published by ECRTD-UK  

                                                            Print ISSN: 2052-6393(Print), Online ISSN: 2052-6407(Online) 

58 
 

Benavides-Velasco, C.A., Quintana-García, C. And Marchante-Lara, M., 2014. Total quality 

management, corporate social responsibility and performance in the hotel 

industry. International Journal of Hospitality Management, 41, pp.77-87 

Black, S.A. and Porter, L.J. 1996.Identification of the critical factors of TQM. Decision 

sciences, 27(1), pp.1-21 

Bou-Llusar, J. C., et al. (2008)., An empirical assessment of the EFQM Excellence Mode: 

Evaluation as a TQM framework relative to the MBNQA Model. Journal of Operations 

Management. Vol. 27, 1-22 

Brah, S. Et al. (2000)., TQM and Business Performance in Servie Sector: A Singapure Study., 

International Juronal of Operations and Production Management, Vol. 20, No. 11., 

1293-1312 

 

Brah, S.A., Tee, S.S. and Madhu Rao, B. 2002.Relationship between TQM and performance 

of Singapore companies. International Journal of Quality and Reliability 

Management, 19(4), pp.356-379 

British Standard Institution (2018)., online: https://www.bsigroup.com/en-GB/industries-and-

sectors/quality-and-business-improvement/; accessed on: 15-07-2018 

Chiarini, A. 2013.Building a Six Sigma model for the Italian public healthcare sector using 

grounded theory. International Journal of Services and Operations 

Management, 14(4), pp.491-508 

Claver-Cortés, E., Pereira-Moliner, J., José Tarí, J. And Molina-Azorín, J.F. 2008.TQM, 

managerial factors and performance in the Spanish hotel industry. Industrial 

Management and Data Systems, 108(2), pp.228-244 

Claver, E., Tarí, J. J. And Pereira, J. 2006.Does quality impact on hotel performance. 

International Journal of Contemporary Hospitality Management, 18(4), 350– 358 

Dahlgaard, J.J., Khanji, G.K. and Kristensen, K. 2008. Fundamentals of TQM. Routledge 

Dale, B. And Bunney, H. (1999)., The Quality Management blueprint. Introduction. Oxford: 

Blackwell Publishers Ltd. UK., p. 2. 

Dale, B. G. (2003)., Managing Quality. 4th Ed. Oxford: Blackwell Publishing 

Dale, B. G., et al. (2013)., Managing quality. 5th ed., Blackwell Publishing.  

Dale, B.G. and Plunkett, J.J., 2017. Quality costing. Routledge 

Deming, W.E. (1986)., Out of the Crisis., Cambridge: Massachusetts Institute of Technology 

Centre for Advance Engineering Study., p. 168 

Demirbag, M., Tatoglu, E., Tekinkus, M. And Zaim, S. 2006. An analysis of the relationship 

between TQM implementation and organisational performance: evidence from Turkish 

smes. Journal of manufacturing technology management, 17(6), pp.829-847 

Deros, B. M. Et al. (2009)., Role of Senior Management in TQM implementation in Malaysian 

Small and Medium Enterprises., The Institute of Engneers Malaysia; Vol. 72, No. 3 

Dick, G., Heras-Saizarbitoria, I. And Tarí, J.J. 2013. Benefits of Quality Certification in Hotels: 

The impact of motives and the usage of quality tools. Kent Business School Working 

Paper Series, 272 

Dubey, R. And Gunasekaran, A., 2015. Exploring soft TQM dimensions and their impact on 

firm performance: some exploratory empirical results. International Journal of 

Production Research, 53(2), pp.371-382 

Feigenbaum, A. V. (1991)., Total quality control. 4th Ed. New York: mcgraw-Hill. 

Feng, J., Prajogo, D. I., Tan, K. C. And Sohal, A. S. 2006. The impact of TQM practices on 

performance. European Journal of Innovation Management, 9(3), 269–278. 

https://www.bsigroup.com/en-GB/industries-and-sectors/quality-and-business-improvement/
https://www.bsigroup.com/en-GB/industries-and-sectors/quality-and-business-improvement/


International Journal of Business and Management Review 

Vol.8, No.3, pp.41-62, May 2020 

              Published by ECRTD-UK  

                                                            Print ISSN: 2052-6393(Print), Online ISSN: 2052-6407(Online) 

59 
 

Fotopoulos, C.V. and Psomas, E.L. 2010.The structural relationships between TQM factors 

and organisational performance. The TQM journal, 22(5), pp.539-552. 

Goetsch, D.L. and Davis, S., 2014. Quality management for organisational excellence: 

Introduction to total quality. 

Goetsch, D.L. and Davis, S.B. (2010)., Quality Management for Organisational Excellence. 

Introduction to Total Quality., 6th Ed. New Jersey: Pearson Education Ltd., p. 5,11. 

Haddioui, I. B. & Jahidi, R. (2017)., Total Quality Management and Hotel Performance, review 

of empirical investigations. International Journal of Economics & Strategic 

Management of Business Process (ESMB)., Vol. 8, Issue, 1, pp. 97-102 

IBIS World, 2019. Ibisworld - Industry Market Research, Reports, and Statistics. [online] 

Available at: https://www.ibisworld.com/united-kingdom/market-research-

reports/hotels-industry/ [Accessed 22 Oct. 2019]. 

Idris, F. 2011. TQM (TQM) and sustainable company performances: Examining the 

relationship in Malaysian firms. International Journal of Business and Society, 12(1), 

31. 

 

Iqbal, J., Shabbir, M.S., Zameer, H., Tufail, M.S., Sandhu, M.A. and Ali, W., 2017. TQM 

practices and firm performance of Pakistani service sector firms. Paradigms, 11(1), 

p.87. 

Ishikawa, K. (1985). What is total quality control? The Japanese way. Prentice Hall. 

Jaca, C. And Psomas, E., 2015. Total quality management practices and performance outcomes 

in Spanish service companies. Total Quality Management & Business Excellence, 26(9-

10), pp.958-970. 

Juneja, D., Ahmad, S. And Kumar, S. 2011. Adaptability of TQM to service 

sector. International Journal of Computer Science and Management Studies, 11(2), 

pp.93-98. 

Juran, J. M. (2001). Juran’s Quality Handbook. Blacklick, OH: mcgraw-Hill Professional 

Book Group. 

Juran, J. M., (1989)., Leadership for quality: An executive handbook. New York: Free Press 

Kandampully, J. And Suhartanto, D. 2000. Customer loyalty in the hotel industry: the role of 

customer satisfaction and image. International journal of contemporary hospitality 

management, 12(6), pp.346-351. 

Kanji, G. K. And Asher, M. (1996)., 100 methods for total quality management. 1st Ed. London: 

SAGE 

Kaynak, H. (2003)., The Relationship Between TQM Practices and Their Effects on firm 

Performance. Journal of Operations Management., Vol. 21, No. 4, 405-435 

Keating, M. And Harrington, D. 2003.The challenges of implementing quality in the Irish hotel 

industry. Journal of European Industrial Training, 27(9), pp.441-453. 

Kelemen, M. (2003). Managing Quality. London: SAGE Publications., p. 8-9-14. 

Kim, D.Y., Kumar, V. And Kumar, U. (2012). Relationship between quality management 

practices and innovation. Journal of operations management, 30(4), pp.295-315. 

Lahap, J. Et al., (2017)., Development of Comprehensive Model to Improve Service Quality 

and Deliery for the Malaysian Hotel Industry. World Apllied Science Journal 35 

(Service Experience and Innovation in Hospitality & Tourism): 110-118, 2017 

Mândru, L.I.D.I.A., Patrascu, L.U.C.I.A.N., Carstea, C.G., Popesku, A. And Birsan, 

O.V.I.D.I.U., 2011. Paradigms of total quality management. Recent researched in 

manufacturing engineering, pp.121-126. 



International Journal of Business and Management Review 

Vol.8, No.3, pp.41-62, May 2020 

              Published by ECRTD-UK  

                                                            Print ISSN: 2052-6393(Print), Online ISSN: 2052-6407(Online) 

60 
 

Milovanovic, V. (2014). Total Quality Management as a Profitability Factor in the Hotel 

Industry. Original Scientific Paper.; Industrija, Vol.42, no.3, 2014) 

Misra, L.I., (2014)., TQM Practices in Hospitality and Tourism Sector In India. International 

Journal of Applied Services Marketing Perspectives, Vo. 3, No. 4. 

Mohammed, A. A. And Rashid, B. 2012. Customer Relationship Management (CRM) in Hotel 

Industry: A framework proposal on the relationship among CRM dimensions, 

Marketing Capabilities and Hotel performance. International Review of Management 

and Marketing, 2(4), 220. 

Mohdyusof, S.R. and Aspinwall, E. 2000.A conceptual framework for TQM implementation 

for smes. The TQM magazine, 12(1), pp.31-37. 

Mok, C., Sparks, B. And Kadampully, J. 2013. SQ management in hospitality, tourism and 

leisure.Routledge. 

Molina-Azorín, J.F., Tarí, J.J., Pereira-Moliner, J., Lopez-Gamero, M.D. and Pertusa-Ortega, 

E.M., 2015. The effects of quality and environmental management on competitive 

advantage: A mixed methods study in the hotel industry. Tourism Management, 50, 

pp.41-54. 

Neyestani, B., 2017. Principles and Contributions of Total Quality Mangement (TQM) Gurus 

on Business Quality Improvement. 

Obeidat, B. Et al. (2019)., Reviewing the Literature among Human Resource Management 

(HRM) Practices, Total Quality Management (TQM) Practices and Competitive 

Advantages., Journal of Social Sciences., Vol. 8, No. 2, pp. 327-358 

 

ONS, 2019. Non-financial business economy, UK: Sections A to S - Office for National 

Statistics. [online] Available at: 

https://www.ons.gov.uk/businessindustryandtrade/business/businessservices/datasets/

uknonfinancialbusinesseconomyannualbusinesssurveysectionsas [Accessed 22 Oct. 

2019]. 

Pantouvakis, A. And Bouranta, N. 2013. The interrelationship between service features, job 

satisfaction and customer satisfaction: evidence from the transport sector. The TQM 

Journal, 25(2), pp.186-201. 

Patiar, A. And Mia, L. 2008. The effect of subordinates’ gender on the difference between self-

ratings and superiors’ ratings, of subordinates’ performance in hotels. International 

Journal of Hospitality Management, 27(1), pp.53-64. 

Patiar, A. And Mia, L. 2009. Transformational leadership style, market competition and 

departmental performance: Evidence from luxury hotels in Australia. International 

Journal of Hospitality Management, 28(2), pp.254-262. 

Patiar, A. Davidson, M. C. G. And Wang, Y. (2012)., Competition, Total Quality Management 

Practices, and Performance: Evidence from Upscale Hotels., Tourism Analysis, Vol. 

17, pp. 195-211 

Pereira-Moliner, J., Claver-Cortés, E., Molina-Azorín, J.F. and Tarí, J.J., 2012. Quality 

management, environmental management and firm performance: direct and mediating 

effects in the hotel industry. Journal of Cleaner Production, 37, pp.82-92. 

Pimpão, P., Correia, A., Duque, J. And Zorrinho, J.C., 2014. Exploring effects of hotel chain 

loyalty program. International Journal of Culture, Tourism and 

Hospitality Research. 

Porter, M.E. (1996). What is Strategy?  Harvard Business Review, Nov.-Dec., 61-78 



International Journal of Business and Management Review 

Vol.8, No.3, pp.41-62, May 2020 

              Published by ECRTD-UK  

                                                            Print ISSN: 2052-6393(Print), Online ISSN: 2052-6407(Online) 

61 
 

Powell, T.C. 1995. TQM as competitive advantage: a review and empirical study. Strategic 

management journal, 16(1), pp.15-37. 

Psomas, E.L. and Jaca, C., 2016. The impact of total quality management on service company 

performance: evidence from Spain. International Journal of Quality & Reliability 

Management, 33(3), pp.380-398. 

Psomas, E.L., Pantouvakis, A. And Kafetzopoulos, D.P. 2013. The impact of ISO 9001 

effectiveness on the performance of service companies. Managing SQ: An 

International Journal, 23(2), pp.149-164. 

Raja, M. W., Bodla, M. A. And Malik, S. A. 2011.Evaluating the effect of TQM practices on 

business performance: A study of manufacturing firms of Pakistan. International 

Journal of Business and Social Science, 2(9). 

Sahoo, S. & Yadav, S., (2018)., Total Quality Management in Indian Manufacturing smes. 15th 

Global Conference on Sustainable Manufacturing., Online: www.sciencedirect.com 

Shahbazipour, M. (2007)., A Feasibility study of the Total Quality Management in Hospitality 

Industry with a case study in Esfahan hotels. Unpublished Master Research., Lulea 

University of Technology 

Sila, I. 2007. Examining the effects of contextual factors on TQM and performance through 

the lens of organisational theories: An empirical study. Journal of Operations 

management, 25(1), pp.83-109. 

Sila, S. And Ebrahimpour, M. (2003)., “Examination and Comparison Of The Critical Success 

Factors Of Total Quality Management Across Countries”, International Journal of 

Production Research, Vol. 41. No. 2, pp. 235-268 

Sin, K. Y. And Jusoh, M. S., (2019).,Identfying and Prioritizing Research Gaps in Studies 

related to Total Quality Management on Competitive Advantage in Malaysian Hotel 

Industry. International Journal of Academic Research in Business & Social Sciences, 

Vol. 9, No. 5, p. 335-349. 

 

Singh, V., Kumar, A. And Singh, T., 2018. Impact of TQM on organisational performance: the 

case of Indian manufacturing and service industry. Operations Research 

Perspectives, 5, pp.199-217. 

Sit, W-Y., Ooi, K-B., Lin, B. And Chong, A. Y-L. 2009. TQM and customer satisfaction in 

Malaysia’s service sector. Industrial Management and Data Systems, 109(7), 957–975. 

Statista, 2019. Topic: Hotel industry in the United Kingdom (UK). [online] Available at: 

https://www.statista.com/topics/3146/hotel-industry-in-the-united-kingdom-

uk/#targetText=The%20hotel%20industry%20is%20one,compared%20to%20other%

20accommodation%20services [Accessed 22 Oct. 2019]. 

Statista, 2019. Topic: Hotel industry in the United Kingdom (UK). [online] Available at: 

https://www.statista.com/topics/3146/hotel-industry-in-the-united-kingdom-uk/ 

[Accessed 29 Apr. 2019]. 

Talib, F. 2013. An overview of TQM: understanding the fundamentals in service 

organisation. Browser Download This Paper. 

Talib, F. And Rahman, Z. 2010.Studying the impact of TQM in service 

industries. International Journal of Productivity and Quality Management, 6(2), 

pp.249-268. 

Talib, F., Rahman, Z. And Qureshi, M. N. (2011)., Analysis of Total Quality Management 

Practices in Manufacturing and Service Sectors. The First International Conference on 

Interdisciplinary Research and Development, 31st May-1 June 

http://www.sciencedirect.com/


International Journal of Business and Management Review 

Vol.8, No.3, pp.41-62, May 2020 

              Published by ECRTD-UK  

                                                            Print ISSN: 2052-6393(Print), Online ISSN: 2052-6407(Online) 

62 
 

Talib, F., Rahman, Z. And Qureshi, MN (2010), “The relationship between TQM and quality 

performance in the service industry: a theoretical model”, International Journal of 

Business, Management and Social Sciences (IJBMSS), multicraft, 1(1), pp.113-128. 

Talib, F., Rahman, Z. And Qureshi, M.N. 2012. TQM in service sector: a literature review. 

International Journal of Business Innovation and Research, 6(3), pp.259-301. 

Talib, F., Rahman, Z. And Qureshi, M.N. 2013.An empirical investigation of relationship 

between TQM practices and quality performance in Indian service 

companies. International Journal of Quality and Reliability Management, 30(3), 

pp.280-318. 

Tari, J.J., et al. (2010)., Levels of Quality and Environmental Management in the Hotel 

Industry: their joint influence on firm performance. (IJHM) 29 (3), pp. 500-510 

Zeithaml, V. A., Parasuraman, A. And Berry, L. L. 1990.Delivering quality service. New York: 

The Free Press 

Zeithaml, V.A. 1981. How consumer evaluation processes differ between goods and services. 

Zeithaml, V.A., Bitner, M.J. and Gremler, D.D. 2006. Services marketing: Integrating 

customer focus across the firm. 


