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Abstract 

 

In Ethiopia, the manufacturing sector accounts for 70% of the industrial sector. However, almost 

all products of the manufacturing have been blamed for inadequacy of quality. Researchers argued 

that firms in Ethiopia are not practicing the complete, and comprehensive components of TQM for 

quality improvement. This research investigates the extent of TQM implementation in Ethiopian 

manufacturing industry specifically in MOHA Soft Drinks Industry S.C. This research used 

quantitative research approach and descriptive research method. The six critical success factors 

(Top Management commitment, Customer focus, People management, Supply quality 

management, Process Management and Continuous Improvement) were assessed using a five point 

Likert scale questionnaires. Based on the result of the analysis, it is concluded that the company 

is on a good track while implementing TQM. All the six critical success factors mean value falls 

between high and very high. When comparing the company TQM practice mean value with a 

survey done on Ethiopian manufacturing firms, MOHA Soft Drinks Industry S.C. mean value is 

greater by 0.91. In addition, the research concluded, there is a positive relationship between 

critical success factors of TQM. However, the significance level of the factors vary. Unlike other 

two researches conducted in Ethiopia with similar critical success factors, the research came up 

with a minimal relationship between Top Management Commitment and other critical success 

factors. It is recommended for future research to study further on the effects of TQM on 

organization performance of MOHA Soft Drinks Industry S.C.  

 

Keywords: TQM implementation, Critical Success Factors of TQM, Manufacturing Sector, 

MOHA Soft Drinks Industry S.C.  

 

  

 

 

 

 



1 
 

CHAPTER ONE 

1. Introduction 
1.1.Background 
 

Total Quality Management (TQM) is a management system for a customer focused on 

organizations that involve all employees in continual improvement (Brown et al., 1994). Many 

pioneer researchers to be certain of TQM mainly requests: management’s responsibility to provide 

commitment, leadership, empowerment, encouragement, and the appropriate support to technical 

and human processes; it emphasized on the strategy, policy, and firm-wide evaluation activities; 

employee education and training in changing employees’ beliefs, behavior, and attitudes; 

enhancing employees’ abilities in carrying out their duties; employees should be recognized and 

rewarded for their quality improvement efforts; controlling  the processes and improve quality 

system and product design; and quality is a systematic firm-wide activity from suppliers to 

customers (Zhang, 2000). 

Manufacturing is critical and probably the most important engine of long-term growth and 

development. As countries transform from primary agricultural-based economies to manufacturing 

based ones, more sustainable revenue for growth is obtained. Ethiopian manufacturing sector 

contributes for export, employment, and national output. The manufacturing sector accounts for 

70% of the industrial sector. Within the manufacturing sector, food and beverages sector is one of 

the main contributor component of Ethiopia’s manufacturing. It ranked among top priority 

industries, accounting for 36% of the total gross value of production (GVP) and 38% of the value 

added at basic price of large and medium scale manufacturing industry. The numbers of 

establishment under this category are 670 and of this, those under private ownership accounts 

about 96% of the ownership title. This sector has a total number of employees estimated about 

67,000. Which accounts about 21% of the labor force absorbed by the manufacturing industries 

found in all parts of the country (AACCSA, 2015).  

The Ethiopian government is currently implementing the second phase of Growth and 

Transformation Plan (GTP II), which runs from 2015/16 to 2019/20, aims to continue 

improvements in physical infrastructure through public investment projects and transform the 

country into a manufacturing hub. The focus on the industrial sector and particularly on increasing 

the contribution of the manufacturing sub sector which is targeted to reach at 18% of GDP from 
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the current level of 4.4% in 2015. Though the industrial sector is witnessing growth in all arenas, 

its contribution to GDP and capacity to generate foreign exchange, as well as employment creation, 

has fallen behind to realize the vision of reaching a middle-income country status by 2025 (UNDP, 

2017). 

There are different reasons for hindering the development of manufacturing industries. One of the 

reason is quality and quality related problems. Not only in Ethiopia’s case but also organizations 

all over the world have been trying to cope up with a rapidly changing business environment in 

which management has to be wiser in finding ways to sustain or gain competitive advantage 

(Birhanu, & Daniel, 2014). To withstand new global challenges, most manufacturing businesses 

have adopted new philosophies like Total Quality Management (TQM), to become more effective 

in the way they conduct business (Ngambi & Nkemkiafu, 2015). According to Rahman and Attar 

(2009), the Industrial development and strength of any country depend primarily on the proper 

application of quality management systems in all productive stages of industrial products. Many 

companies promote quality as the central customer value and consider it to be a critical success 

factor for achieving competitiveness.  

TQM is a very helpful strategy in improving competitiveness, it has been adopted throughout the 

world yet the adopting of TQM within many organizations in Ethiopia seems to be ineffective and 

industries have typically been late adopters of quality initiatives. Therefore, the researcher 

intended to empirically study the extent of TQM implementation in Ethiopian manufacturing 

specifically in MOHA Soft Drinks Industry S.C. In particular, it examines to what degree the firm 

has adapted the following six critical success factors of TQM: Top Management commitment, 

Customer focus, People management, Supply quality management, Process Management and 

Continuous Improvement.   

1.2.Statement of the problem 
 

In the past few years, Ethiopia has registered development. According to IMF (2016) Ethiopia’s 

economy continued to exhibit strong growth supported by practical macroeconomic management 

and productivity-enhancing reforms. In this context, economic activity is estimated to have 

expanded by 6.5 percent mainly underpinned by growth in manufacturing, construction and service 

sectors. However, relatively where the country supposed to be, its achievements are far behind. 

Studies had been conducted to identify and explore the means towards fast and sustainable 
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development. Now, it is understandable by most of the stakeholders that quality related problems 

are the stumbling block for the majority of the industries (Daniel & Fasika, 2003).  

Through analyses of quality management practices, Ethiopia was found to be low in all the views 

including leadership, policy and strategy, resources management, process management, customer 

satisfaction, business performance and impact on society (Birhanu, & Daniel 2014). Poor 

performance of products in the international/local markets, decline in competitiveness, and 

underutilization of capacity are good examples where quality related market problems are 

manifested. Furthermore, quality problems include poor quality supplies of raw material, poor 

relationships with customers and suppliers, and poor product design (Ezra, 2004). In addition, 

UNDP (2017) stated that the quality and quantity of raw material supply is inadequate for almost 

all products of the manufacturing export sector. Access to raw material is inadequate and often 

delayed for most enterprises; in addition to the absence of an assured domestic market partly as a 

result of insufficient linkages between farmers unions and manufacturing industries; raw material 

import procedures are long.  

To solve problems related to quality and quality control, TQM practices play a major role in 

enhancing performance on employee training and empowerment, quality control and inspection, 

and leadership commitment (Ngambi & Nkemkiafu, 2015). According to Jaafreh & Al-abedallat 

(2013) there is a significant relationship between quality management dimensions (leadership, 

strategic planning, customer focus, and employee relation) and organizational performance. This 

means the managers should be concerned about quality management to enhance the organizational 

performance. In addition, Implementation of TQM in the number of manufacturing industry has a 

positive and significant influence in shaping the organizational culture of the company. TQM 

requires insight and knowledge of more advanced technology, attitudes and behavior as a 

discipline in every process demands the application of science, technology and art (Bahri, Hamzah 

& Yusuf, 2012).  

Researches have showen that the importance of implementing TQM in the manufacturing 

industries. However, Haile (2016), Rahman and Attar (2009), and Khalid Mahmood & Irshad 

(2011) argued that firms are not practicing the complete, and comprehensive components of TQM.  

Therefore, different scholars indicated and identified a different gap in the implementation of the 

TQM program. According to Hoang, Igel & Laosirihongthong (2010) in manufacturing and 
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service companies, customer focus and top management commitment have been implemented at a 

quite high rate while information and analysis system, education and training, employee 

empowerment, and process management were found to be just average. On the other hand, Elfaituri 

(2012) has indicated Employee training with a high score but Top management commitment, 

Focus on customer and satisfaction, Employee involvement, Benchmarking, Continuous 

improvement and Reward and recognition with a low score. Jaafreh & Al-abedallat (2013) 

indicated Top management has the highest score while Process management has the lowest score. 

In many cases, organizations have failed in their attempts and few have gained the benefits of 

TQM implementation. These failures occurred not because there was a basic flaw in the principles 

of TQM, but because an effective system or supportive culture was not created to execute the 

principles properly. They could also be attributed to a lack of understanding of what TQM means 

for each unique organization or society (Elfaituri, 2012). To support the effort towards higher 

quality levels, it is important to identify the degree to which TQM practices are implemented. A 

better understanding is required to investigate the current status of TQM implementation. 
 

Currently, TQM acquires more attention by different firms and researchers for the improvement 

of quality and quality related aspects. However, there are a few researches done on how TQM has 

been applied in the least developed countries like Ethiopia. Haile (2016) suggested that “the next 

research also could be carried forward with a focus on a particular manufacturing industry such as 

food & beverage, chemical etc. in order to obtain more specific results.” In addition, According to 

MOHA Soft Drinks Industry S.C., there is no record of a research done on TQM. So, the researcher 

intended to empirically study the extent of TQM implementation in Ethiopian manufacture 

specifically in MOHA Soft Drinks Industry S.C. 

 

1.3.Objective of the study 
 

The major objective of the study is to investigate the extent of TQM implementation in 

manufacturing industry in the case of MOHA Soft Drinks Industry S.C. 

The Specific objectives of the study are:  

 To assess the extent of top management commitment on TQM implementation. 

  To examine the degree of focus the firm provides for Customer Satisfaction. 
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 To measure the magnitude given for People Management in the firm. 

 To analyze the emphasis of the firm on Supply Quality Management. 

 To recognize the extent of focus on Process Management in the firm. 

 To evaluate the focus on encouragement and promotion of Continuous Improvement in the 

firm.  

1.4.Research Questions 
 
 

The research questions are: 

 

1. How are the levels of top management effort on implementing TQM?  

2. What is the extent of implementing customer satisfaction variables in the company?  

3. What is the degree of implementing people management variables in the firm? 

4. What is the degree of implementing Supply Quality Management variables in the firm? 

5.  What is the degree of implementing Process Management variables in the firm? 

6. What is the degree of implementing Continuous Improvement variables in the firm?  

 

1.5.Significance of the study 
 

The findings of this research add to the relevant body of knowledge regarding TQM 

implementation in manufacturing industry. It is significant in showing the gap between theoretical 

assumption of TQM and the reality in practice.  It is also intended to create awareness to MOHA 

Soft Drinks Industry S.C. and other related industries about implementation of TQM and its degree 

of implementation. The study can be used as an input to revise or maintain some processes of TQM 

implementation in the firm. In addition, the findings can be used as a reference for interested 

researchers in the study area and readers will learn more about TQM implementation in 

manufacturing industry in Ethiopia. For the researcher, it will fulfill the requirement for Master’s 

Degree in Business Administration.  

 

 



6 
 

1.6.Scope of the Study 
 

This study is geographically limited to MOHA Soft Drinks Industry S.C. Because of time and 

money limitation, which are available for the study. This company is selected because of its level 

of complexity. The company owned 8 plants all over the country. MOHA Soft Drinks Industry 

S.C produced over half of the current national production of 40 million crates.   

The study is all about the extent of TQM implementation in MOHA Soft Drinks S.C. which include 

the degree of implementation of critical success factors of TQM (Top Management commitment, 

Customer focus, People management, Supply quality management, Process Management and 

Continuous Improvement) and correlation between the variables.   
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CHAPTER TWO 

2. LITERATURE REVIEW 

2.1. Introduction  
 

In order to brief various concepts of TQM on the basis of different literature had been reviewed. 

TQM definition and development regarding with the pioneer TQM experts, Critical success factors 

of TQM, Major Quality award models, Quality in Ethiopia and Empirical review of the study are 

encompassed in the literature review.   

2.2.TQM Definition and Development 
 

In edict to identify the concept of TQM, a wide-ranging review of literature was carried out. Many 

definitions and descriptions of TQM appears in varies literatures. However, the discussion 

wouldn’t be complete without mentioning the work of the five best known TQM experts, or 

‘quality gurus’: Crosby, Ishikawa, Deming, Feigenbaum, and Juran. Their overtures are the 

foundation for understanding the concept of TQM. The following portion of the study present the 

five quality guru’s main principles and practices of TQM. 

2.2.1. Crosby’s Approach to TQM 
 

Philip B. Crosby is one of the American quality gurus who ornament to international fame thanks 

to his teachings on quality management. Crosby (1979) identified a number of significant practices 

and principles for quality improvement program to be successful. Majorly contributed on, 

management responsibility for quality, management participation, employee recognition, 

education, reduction of the cost of quality by using prevention costs, appraisal costs, and failure 

costs. He also gives focus on prevention rather than after-the-event inspection, zero defects and 

doing things right the first time. 

Crosby (1979) is conceivably best known for his “four absolutes” of quality. they are (1) the 

definition of quality is conformance to customers’ requirements, not goodness, (2) the system for 

improving quality is prevention, (3) the performance standard is zero defects- a commitment to 

conform to requirements each and every time, and (4) the measurement of quality is the price of 

non-conformance. He claimed that mistakes are caused by two reasons: the first is lack of 

knowledge, this can be eliminated by education and training, and a personal commitment to 

excellence (zero defects) and the second is lack of attention, it also can be eliminated by giving 
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attention to details. Crosby also stressed the importance of management style to successful quality 

improvement. He believed the key to quality improvement is to change the thinking of top 

managers. Top managers shouldn’t accept mistakes and defects if so work expectations and 

standards will be achieved in their jobs. The below 14-steps program are provided by Crosby as 

guidelines for quality improvement and for communicating his Four absolutes. 

1. Management commitment; 

2. Create quality improvement teams; 

3. Measure processes to determine current and potential quality issues;  

4. Calculate the cost of quality;  

5. Raise quality awareness of all employs; 

6. Take corrective action to correct quality issues;  

7. Zero defects planning;  

8. Supervisor training;  

9. Zero defects day;  

10. Encourage employees to set their own quality improvement goal;  

11. Encourage employees to communicate with management to removal causal;  

12. Recognition participants’ effort; 

13. Create quality councils; 

14. Do it over again; quality improving doesn’t end.  
 

2.2.2. Ishikawa’s Approach to TQM 

Professor Ishikawa is one of Japan's quality control pioneers. Ishikawa (1985) wanted to change 

the way people think about work. He advised managers to resist becoming content with merely 

improving a product's quality, insisting that quality improvement can always go one step further. 

His notion of company-wide quality control called for continued customer service. This meant that 

a customer would continue receiving service even after receiving the product. This service would 

extend across the company itself in all levels of management and even beyond the company to the 

everyday lives of those involved. According to Ishikawa (1985), quality improvement is a 

continuous process and it can always be taken one step further. He advocated employee 

participation as the key to the successful implementation of TQM. He suggest Quality circles- 

group of employees make a circle to held meeting to identify, analyze and solve problems- are an 
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important vehicle to achieve quality improvement. Similarly to the other quality management 

pioneers, he also focused on the importance of education, stating that quality begins and ends with 

it. Ishikawa has been associated with the development and advocacy of universal education in the 

seven QC tools. These tools are listed below: 

 Pareto chart; 

 Cause and effect diagram (Ishikawa diagram); 

 Stratification chart; 

 Scatter diagram; 

 Check sheet; 

 Histogram; 

 Control chart. 

Ishikawa expanded Deming’s four step model (Plan-Do-Check-Act) into six as the following: 

determine goals and targets, determine methods of reaching goals, engage in education and 

training, implement work, check the effects of implementation and take appropriate action.   

Ishikawa (1985) suggested cross-functional teams are effective ways for identifying and solving 

quality problems.  

Ishikawa’s concept of TQM can be summarized into six fundamental principles: (1) Quality first-

not short-term profits first; (2) Customer orientation-not producer orientation; (3) The next step is 

your customer-breaking down the barrier of sectionalism; (4) Using facts and data to make 

presentations-utilization of statistical methods; (5) Respect for humanity as a management 

philosophy, full participatory management; and (6) Cross-functional management. 

2.2.3. Deming’s Approach to TQM 
 

W. Edwards Deming (1986), author and consultant on quality, said, “The consumer is the most 

important part of the production line. Quality should be aimed at the needs of the consumer, 

present, and future.” From this perspective, product and service quality is determined by what the 

consumer wants and is willing to pay for. Since consumers have different product needs, they will 

have different quality expectations. Deming stressed the responsibilities of top management to 

take the lead in changing processes and systems. Leadership plays in ensuring the success of 

quality management because it is the top management’s responsibility to create and communicate 
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a vision to move the firm toward continuous improvement. Top management is responsible for 

most quality problems; it should give employees clear standards for what is considered acceptable 

work, and provide the methods to achieve it. Eliminating physical and mental obstacles facilitates 

communication, encourages cooperation and improves the overall morale of employees. He also 

emphasized on supplier partnership, use of functional teams to identify and solve quality problems, 

enhancement of employee skills, participation of employees, and pursuit of continuous 

improvement (Deming, 1986). 

Deming advocated on the level of corporate cultural change requirement. The quality initiative has 

to start at the top and many traditional views have to be substantially altered. A management 

commitment to a complete transformation of the current (bad) practices is absolutely necessary for 

survival and competitive success in this new economic age. This necessity is revealed by almost 

all of Deming's fourteen points. Deming proposed 14 points as the principles of TQM (Deming, 

1986), which are listed below: 

1. Create constancy of purpose toward improvement of product and service. 

2. Adopt the new philosophy. 

3. Cease dependence on mass inspection to quality. 

4. End the practice of awarding business on price alone; instead, minimize total cost by 

working with a single supplier.  

5. Improve constantly and forever the system of production and service, to improve quality 

and productivity, and thus constantly decrease costs. 

6. Institute training on the job. 

7. Adopt and institute leadership.  

8. Drive out fear, so that people may work effectively for the company. 

9. Break down barriers between staff area. 

10. Eliminate slogans, exhortations, and targets for the workforce asking for zero defects and 

new levels of productivity.  

11. Eliminate work standards (quotas) on the factory floor and eliminate management by 

numerical goals.  

12. Remove barriers that rob the people to pride of workmanship and eliminate the annual 

rating or merit system. 
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13. Institute a vigorous program of education and self-improvement for everyone. 

14. Put everybody in the company to work to accomplish the transformation.  
 

2.2.4. Feigenbaum’s Approach to TQM 
 

Dr. Armand V. Feigenbaum is General Electric quality control engineer.  Feigenbaum (1991) 

defined TQM as: An effective system for integrating the quality development, quality-

maintenance, and quality-improvement efforts of the various groups in a firm so as to enable 

marketing, engineering, production, and service at the most economical levels which allow for full 

customer satisfaction. He argued the quality chain, starts with the identification of all customers’ 

requirements and ends only when the product or service is delivered to the customer, who remains 

satisfied. Thus, all functional activities, such as marketing, design, purchasing, manufacturing, 

inspection, shipping, installation and service, etc., are involved in and influence the attainment of 

quality. Identifying customers’ requirements is a fundamental initial point for Feigenbaum. He 

claimed that effective TQM requires a high degree of effective functional integration among 

people, machines, and information, stressing a system approach to quality.  

Feigenbaum is known for his concept of the “hidden plant”. That is in every factory a certain 

proportion of its capacity is wasted through not getting it right the first time. He stressed efforts 

should be made toward the prevention of poor quality rather than detecting it after the event. He 

argued that quality is an integral part of the day-today work of the line, staff, and operatives of a 

firm. There are two factors affecting product quality: The technological-that is, machines, 

materials, and processes; and the human-that is, operators, foremen, and other firm personnel. Of 

these two factors, the human is of greater importance by far (Feigenbaum, 1991). 

Feigenbaum (1991) considered top management commitment, employee participation, supplier 

quality management, information system, evaluation, communication, use of quality costs, and use 

of statistical technology to be an essential component of TQM. He argued that employees should 

be rewarded for their quality improvement suggestions, quality is everybody’s job. He stated that 

effective employee training and education should focus on the following three main aspects: 

Quality attitudes, quality knowledge, and quality skills. He also claimed that effective quality 

management consists of four main stages, described as follows: 

 Setting quality standards; 
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 Appraising conformance to these standards; 

 Acting when standards are not met; 

 Planning for improvement in these standards. 
 

2.2.5. Juran’s Approach to TQM 
 

Dr. Juran is one of the influential quality guru. He believed that main quality problems are due to 

management rather than workers. The attainment of quality requires activities in all functions of a 

firm. He suggest firm-wide assessment of quality, supplier quality management, using statistical 

methods, quality information system, and competitive benchmarking are essential to quality 

improvement (Juran, 1994).  

Juran’s approach is emphasis on team (QC circles and self-managing teams) and project work, 

which can promote quality improvement, improve communication between management and 

employees coordination, and improve coordination between employees. He also emphasized the 

importance of top management commitment and empowerment, participation, recognition and 

rewards. According to Juran (1994), it is very important to understand customer needs. This 

requirement applies to all involved in marketing, design, manufacture, and services. Identifying 

customer needs requires more vigorous analysis and understanding to ensure the product meets 

customers’ needs and is fit for its intended use, not just meeting product specifications. Thus, 

market research is essential for identifying customers’ needs. In order to ensure design quality, he 

proposed the use of techniques including quality function deployment, experimental design, 

reliability engineering and concurrent engineering. 

Juran (1994) considered quality management as three basic processes (Juran Trilogy): (1) Quality 

Planning- It is a concurrent exercise which involves all the affected parties related to the production 

and services, so that they can provide inputs and give early warnings during the planning processes. 

(2) Quality Control- It involves the developing and maintaining of operational methods in order to 

assure that the processes work as they are designed to work and that the target levels of 

performance are being achieved. (3) Quality Improvement- It is a disciplined approach that 

improves the level of performance of the process. It is achieved when new innovation or a 

completely fresh idea is brought into improve the current performance level. In his view, the 

approach to managing for quality consists of: The sporadic problem is detected and acted upon by 

the process of quality control; the chronic problem requires a different process, namely, quality 
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improvement; such chronic problems are traceable to an inadequate quality planning process. Juran 

defined four broad categories of quality costs, which can be used to evaluate the firm’s costs related 

to quality. The four quality costs are listed as follows: 

 Internal failure costs- Cost associated with defects found before the customer receives the 

product or service. Such as, scrap, rework, failure analysis, re-testing, material review etc. 
 

 External failure costs- Cost associated with defects found after the customer receives the 

product or the service. Such as, warranty charges, complaint adjustment, returned material, 

allowances, etc. 

 Appraisal costs- Cost incurred to determine the degree of conformance to quality 

requirements (measuring, evaluating or auditing) Such as, incoming, in-process, and final 

inspection and testing, product quality etc. 

 Prevention costs- Cost incurred in keeping failure and appraisal costs to a minimum. Such 

as, quality planning, new product review, quality audits, supplier quality evaluation, 

training, etc. 
 

The work of the five best known TQM experts, or ‘quality gurus’: Crosby, Ishikawa, Deming, 

Feigenbaum and Juran have their own distinctive approach. Nevertheless, the principles and 

practices of TQM proposed by these quality gurus do provide a better understanding about the 

concept of TQM. Although their approaches to TQM are not totally the same, they do share some 

common points. This similarity has been summarized in six points by Zhang (2000).  

Frist, they believed it is management’s responsibility to provide commitment, leadership, 

empowerment, encouragement, and the appropriate support to technical and human processes. It 

is top management’s responsibility to determine the environment and framework of operations 

within a firm. It is imperative that management foster the participation of the employees in quality 

improvement, and develops a quality culture by changing perception and attitudes toward quality. 

Second, they all emphasized on the strategy, policy, and firm-wide evaluation activities. Third, the 

importance of employee education and training is emphasized in changing employees’ beliefs, 

behavior, and attitudes; enhancing employees’ abilities in carrying out their duties. Fourth, 

Employees should be recognized and rewarded for their quality improvement efforts. Fifth, they 

suggest it is very important to control the processes and improve quality system and product 
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design. The emphasis is on prevention of product defects, not inspection after the event. Finally, 

they strongly urged that quality is a systematic firm-wide activity from suppliers to customers. All 

functional activities, such as marketing, design, engineering, purchasing, manufacturing, 

inspection, shipping, accounting, installation and service, should be involved in quality 

improvement efforts. 

2.3.Major Quality Awards 
 

There are several Quality Awards national and international all over the world, such as The 

Deming Prize in Japan, The European Quality Award in Europe, The Malcolm Baldrige National 

Quality Award in the United States of America, Ethiopian Quality Award and International 

Organization for standardization (ISO).  
 

2.3.1. The Deming Prize 
 

The Deming Prize was established in 1951 Japan; to spread the quality by recognizing performance 

improvements flowing from the successful implementation of firm-wide quality control based on 

statistical quality control techniques. It was established to honor W. Edwards Deming for his 

contribution to Japan’s explosion of statistical quality control after World War II. There are two 

categories of awards, the Deming Prize for individuals and the Deming Prize. In Deming 

Application Prize, there are ten primary elements as well as a checklist that is used to evaluate the 

performance of senior executives. This checklist emphasizes the importance of top management’s 

active participation in quality management activities and understanding of the main requirements 

of quality improvement programs. The primary elements in the Deming Application Prize are: 

Policies, Organization, Information, Standardization, Human resources, Quality assurance, 

Maintenance, Improvement, Effects and Future plans. And the checklist used to evaluate senior 

executives are: Understanding, Policies, Organization, Human resources, Implementation, 

Corporate social and Future visions (Deming prize, 2015). 

 

2.3.2. The European Quality Award 
 

The European Quality Award which is now referred as European Foundation for Quality 

Management (EFQM) was officially launched in 1991. It is a non-prescriptive framework based 

on nine criteria, can be used to assess an organization’s progress towards excellence. The primary 
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purpose of the award is to support, encourage, and recognize the development of effective TQM 

by European firms. The European Quality Award model consists of nine primary elements which 

are: Leadership, Policy and strategy, People management, Resources, Processes, Customer 

satisfaction, People satisfaction, Impact on society and Business results (EFQM (2007). 

 

2.3.3. The Malcolm Baldrige National Quality Award 
 

The Malcolm Baldrige National Quality Award was envisioned as a standard of excellence that 

would help U.S. organizations achieve world-class quality. In 1987, the US Congress passed the 

Malcolm Baldrige National Quality Improvement Act, and thus established an annual quality 

award in the US. The Malcolm Baldrige Criteria for Performance Excellence have played a major 

role in achieving the goals established for the Baldrige Award. The aim of the award is to 

encourage American firms to improve quality, satisfy customers, and improve overall firms’ 

performance and capabilities. The model framework can be used to assess firms’ current quality 

management practices, benchmark performance against key competitors and world-class 

standards, and improve relations with suppliers and customers. The Malcolm Baldrige National 

Quality Award model frameworks are: Leadership, Strategic Planning, Customer and Market 

Focus, Information and Analysis, Human Resource Focus, Process Management and Business 

Results (Malcolm Baldrige National Quality Program, 2013), 

 

2.3.4. Ethiopian Quality Award (EQA) 
 

Ethiopian Quality Award was introduce in 2008 in order to recognizing the need for 

implementation and integration of quality concepts in the operations of Ethiopian manufacturing 

and service industries. It is designed to support in the development of organizational excellence 

and to recognize organizations for their achievements in quality and performance. It is also amid 

at raising awareness about the importance of quality and performance excellence as a global 

competitive edge. The main elements which are used to evaluate are: Leadership, Policy and 

Strategy, Resources Management, Process Management, Customer Satisfaction, Business 

performance and Impact on the Society (EQA, 2016). 
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2.3.5. International Organization for standardization (ISO 9001:2015) 
 

International Organization for Standardization was established in 1947 in Geneva, Switzerland. 

The mission of ISO is to promote the development of standards and other related activities in the 

global market, to simplify the international exchange of goods and services and to develop co-

operation in the spheres of intellectual, scientific, technological and economic activities. The ISO 

9000 certification system for firm quality was introduced in 1987. Today the ISO has grown to a 

confederation of delegates representing over 150 countries and had published over 16,500 

international standards (ISO, 2015).  

ISO standards are reviewed every five years and revised if needed. This helps ensure they remain 

useful tools for the marketplace. The challenges faced by business and organizations today are 

very different from a few decades ago and ISO 9001 has been updated to take this new environment 

into account. Recently, ISO 9001:2015 was lunched, replacing the previous version (ISO 

9001:2008). This standard is based on the conceptual model of quality management principles 

including a strong customer focus, the motivation and implication of top management, the process 

approach and continual improvement (ibid).    

In general, The Deming Prize, the European Quality Award, The Malcolm Baldrige National 

Quality Award, Ethiopian Quality Award and International Organization for standardization (ISO) 

provides a framework for identifying a range of intangible and tangible processes that influence 

the firm’s TQM implementation and the end results. These awards have their own distinctive 

criteria but they also share some common elements such as Top Management commitment, People 

Management, Customer Focus and Process Management. As a result, according to Klefsjö and 

Eriksson (2005), the quality award applicants experienced a great benefit from participating in the 

award process. Most of the organizations considered the process orientation, customer orientation 

and improvement work to have been improved as a result of the participation in the quality award 

process. 
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2.4.Critical Success Factors (CSFs)  
 

It is vital to understand the importance of critical success factors in order to evaluate extent of 

TQM implementation. According to Rockart (1979) Critical Success Factors can be defined as the 

limited number of areas in which results, if they are satisfactory, will ensure successful competitive 

performance for the organization, they are the critical key area where 'things must go right' for the 

business to flourish. If results in these areas are not adequate, the organization’s efforts for the 

period will be less than defined. If the results in these areas are not satisfactory, performance of an 

organization will fall short of expectations. It also urged by Kalra & Pant (2013), Critical success 

factors (CSFs) are internal or external happenings that can affect the firm for better or worse and 

so, require special attention. They provide early warning method for management and a way avoids 

surprise or missed opportunities. TQM initiatives often fail due to lack of essential quality 

measures to monitor customer satisfaction, supplier satisfaction, management leadership, and 

product quality and employee morale. Critical success factors model can help in understanding 

and removing these barriers. It can also help in understanding and analyzing the complex 

interactions and the dynamics of factors affecting TQM over a longer time horizon. This can equip 

management to evolve a strategy for growth and success.  

Different scholars and researches develop several factors which they suggest they are critical for 

success. Saraph et al. (1989) developed a reliable instrument to measure quality management 

practice. This instrument based on eight critical factors, these factors are: Role of divisional top 

management and quality policy, Role of quality department, Training, Product/service design, 

Supplier quality management, Process management operating Quality, data and reporting, 

Employee relations. In addition, Black and Porter (1996) also revealed ten critical factors for TQM, 

these factors are: supplier partnership, People and customer management, customer satisfaction 

orientation, external interface management, communication of improvement information, strategic 

quality management, operational quality planning, quality improvement measurement systems, 

teamwork structure for improvement, and corporate quality culture. Similarly, Ahire et al, (1996) 

expanded the practices even further and identified 12 factors that are critical for the implementation 

of TQM derived mainly from the literature, these factors are: Top management commitment, 

Customer focus, Supplier quality management, Design quality management, Benchmarking, use 

of statistical process control, internal quality information, Employee empowerment, Employee 
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involvement, Employee training, Product quality, and Supplier performance. And, Flynn et al. 

(1994) list out 11 Critical Success Factors:  Quality leadership, Quality improvement rewards, 

Process control, Feedback, Cleanliness and organization, New product quality, Interfunctional 

design process, Selection for teamwork potential, Teamwork, Supplier relationship and Customer 

involvement. 

However, there is no universal critical success factors. Jaafreh & Al-abedallat (2013) indicates that 

the top management, strategic planning, employee relation, and customer focus, have a significant 

direct impact on overall Jordan organizations. On the other hand, there is a strong trend among the 

individuals in the sample for the impact of top management, strategic planning, employee relation, 

and customer focus on organization performance. However, supplier quality and process 

management have no significant impact on the organization performance. On the other hand, 

Sadikoglu and Olcay (2014) urged Leadership does not affect performance. Successful training 

improves operational performance, employee performance, and customer results. It has been found 

that successful supplier quality management enhances social responsibility. Effective customer 

focus efforts increase operational performance, customer results, and market and financial 

performance. 

Scholars and researchers used various critical success factors such as a prior list of critical success 

factors based on literature sources, interviews, analysis of related organizational activities, mailed 

questionnaires, a combination of interviews and with subsequent questionnaires (Auruškeviciene, 

Šalciuviene, & Trifanovas, 2006). 

Powell (2005) stated that companies are recommended to focus their efforts on the adoption of 

their own in order to allow TQM techniques and tools to prosper. According to Bahri,  Hamzah & 

Yusuf (2012), argued that implementation of the principles of TQM would create organizational 

climate that would be conducive to the realization of quality culture, which would then have a 

trickledown effect to change the code of conduct of organizational members. According to Abuse 

(2011), the six critical success factors (Top Management comment, Customer satisfaction, People 

management, Supply quality management, Process Management and Continuous Improvement) 

are strongly grounded in literatures and derived from cultural setting and experience of several 

developing countries. The generic framework can be carried out for successful implementation of 

TQM in developing counties. It will be helpful in developing reliable instruments for a study. In 
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addition, these factors have been supported by Haile (2016) and Gebremedhn (2016) in an 

empirical research done about the extent of TQM implementation in Ethiopian manufacturing 

firms and TQM Implementation and its impact on Organizational Performance in Effort 

manufacturing industries case study Ethiopia – Tigray State respectively.  

2.4.1. Top Management commitment 

Top management commitment is the first step and prerequisite for a firm’s TQM implementation. 

It is a direct participation by the highest level executives in a specific and critically important 

aspect or program of an organization. It involves setting up and serving on a quality committee, 

formulating and establishing quality policies and objectives, providing resources and training, 

overseeing implementation at all levels of the organization, and evaluating and revising the policy 

in light of the results achieved. Lack of management commitment is one of the reasons for the 

failure of TQM (Brown et al., 1994). Top management commitment can positively affect 

employees’ commitment to TQM and culturally change people involved. If the organizational 

culture does not embody quality, any quality improvement effort is probably shallow and short-

lived (Dale, 1999). 

 

2.4.2. Customer Focus 
 

Customer focus can be defined as the degree of satisfaction provided by the goods or service of a 

company as measured by the number of repeat customers. A successful firm recognizes the need 

to put the customer first in every decision made. The key to successfully implement total quality 

management is maintaining a close relationship with the customer in order to fully determine the 

customer’s needs, as well as to receive feedback on the extent to which those needs are being met 

(Flynn et al., 1994). Deming (1986) suggested that the customer is the most important part of the 

production line; product should be aimed at the needs of the customer. In order to pursue customer 

focus, firms should always provide warranties on their products sold to customers. Thus, customers 

will reduce their risk in buying products. In addition, firms should pay sufficient attention to 

customer services. In a word, pursuing customer focus efforts should be a long-term business 

strategy; it is never ending (Juran, 1994). 
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2.4.3. People Management  
 

People management encompasses the tasks of recruitment, management, and providing ongoing 

support and direction for the employees of an organization. When managing the people within an 

organization, a manager must focus on both hiring the right people and then getting the most out 

of these people. At the heart of the TQM is the concept of intrinsic motivation involvement in 

decision making by the employees. It means more responsibility, which in turn required a greater 

level of skill (Deming, 1986). 
 

2.4.4. Supplier quality management 
 

Supplier quality management can be defined as the set of supplier-related quality management 

practices for improving suppliers’ quality of products and services. Any company that relies on 

suppliers and vendors to provide services or products must also bear the responsibility for 

managing their supply chins adequately (Zhang, 2000). Deming (1986) and Ishikawa (1985) 

suggested that firms select their suppliers on the basis of quality, rather than solely on price. They 

argued that price has no meaning without a measure of the quality being purchased. Without 

adequate measures of quality business drifts to the lowest bidder, low quality and high cost being 

the inevitable result. The firm must change its focus from lowest initial cost of material purchased 

to lowest total cost. Deming (1986) strongly recommended working with the supplier as a partner 

in a long-term relationship of loyalty and trust to improve the quality of incoming materials and 

decrease costs. A long-term relationship between purchaser and supplier is necessary for the best 

economy. 
 

2.4.5. Process management 
 

Process management focuses on managing the manufacturing process so that it operates as 

expected: Without breakdowns, missing materials, fixtures, tools, etc., and despite workforce 

variability (Flynn et al., 1994).  In addition it can define as, an administrative activities aimed at 

defining a process, establishing responsibilities, evaluating process performance and identifying 

opportunities of improvement (Juran, 1994). Process improvement aims at managing and 

continually reducing variation. The reduction in process variation leads to benefits such as 

increasing output uniformity, continual reduction of rework and mistakes and of machine time and 

materials (Deming, 1986).  
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2.4.6. Continuous Improvement   
 

Continuous improvement is the philosophy of continually seeking ways to improve operations. It 

involves identifying benchmarks of excellent practices. Continuous improvement focus on 

problems with customers or suppliers, such as customers who request frequent changes in shipping 

quantities and suppliers that to maintain high quality. The bases of the continuous improvement 

are the beliefs that virtually any aspect of an operation can be improved and that the people most 

closely associated with an operation are in the best position to identify the changes that should be 

made (Brown et al., 1994). 

 

2.5.Quality in Ethiopia 
 

The concept of quality was born and developed in the manufacturing industries of the industrially 

developed world. The literature on quality management and engineering clearly shows that the 

application of quality in developing countries, particularly in Africa, is very limited. The need for 

quality control in Ethiopia was recognized since 1972 marking the establishment of Ethiopian 

Standards Institute. In recent years, many efforts were under way to promote quality of products 

and services in the country (Birhanu, & Daniel 2014). 

Quality related problems are a serious threat to the survival of industries. As the manufacturing 

sector is dominated by these industries addressing this problem will have a far reaching impact on 

the whole economy of the country. Market is one area that has been affected by these problems. 

Poor performance of products in the international/local markets, decline in competitiveness, and 

underutilization of capacity are good examples where quality related market problems are 

manifested (Ezra, 2004).  

An enterprise engaged in international markets and that follows a policy of "quality at any cost." 

The enterprise should also give serious thought to competitive pricing because if it does not, it may 

not be able to survive. Nowadays, the subject of quality without paying much attention to costs is 

just not acceptable because now that competition is severe, a firm cannot sell to international 

markets, if its pricing is not competitive. An Ethiopian enterprise shares the following experience. 

The firm's policy is 'quality at any cost.' With this policy, it produces good quality products; but 

the price of its unit output is so high that it is just unable to compete. According to Birhanu, & 

Daniel (2014), the reasons for poor quality practice are basically two: The first one is lack of 
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awareness about the basic concepts of quality. The second reason is that the customers’ knowledge 

about quality is not adequate. Customers do not impose quality as a requirement on the part of the 

industries.  

The status of Ethiopian manufacturing firm’s quality management practices fall far below 

comparing with other developing countries (Haile 2016). In general , quality management 

practices in Ethiopia was found to be low in all the tenets including leadership, policy and strategy, 

resources management, process management, customer satisfaction, business performance and 

impact on society (Birhanu, & Daniel, 2014). 

2.6.Empirical Review of the Study 
 

TQM is a holistic and ethical approach of the firms to continuously improve their products/services 

or processes involving all stakeholders in order to satisfy their customers and to improve 

performance and sustainability. TQM practices improve all performance measures (Sadikoglu and 

Olcay, 2014). Overall, the findings clearly show that TQM can significantly improve the 

organizational performance of manufacturing enterprises in Cameroon (Ngambi & Nkemkiafu, 

2015). In addition to that, according to Bahri, Hamzah & Yusuf (2012), implementation of TQM 

in the number of companies manufacturing industry in South Sulawesi have a positive and 

significant influence in shaping the organizational culture of the company. The results showed that 

the manufacturing industry employees in South Sulawesi firms perceived cultural factors in the 

implementation of TQM as a factor driving the performance of the company. It can be concluded 

that TQM practices improve various performance measures in the firms. All aspects of TQM 

practices should be effectively managed in a firm because each factor in TQM practices improves 

different aspects of firm performance. The synergy among the TQM factors brings about 

exceptional or crucial improvements in the firm performances. Firms should improve employee 

involvement/ skill and firm structure and allocate sufficient resources to implement TQM 

successfully (Sadikoglu and Olcay, 2014). 

It has been obvious that the importance of implementing TQM in the manufacturing industries. 

However, Haile (2016), and Khalid, Mahmood & Irshad (2011) argued that firms are not practicing 

the complete, and comprehensive components of TQM. In addition, Rahman and Attar (2009), 

point out that many companies in the western region of the kingdom of Saudi Arabia have a low 

level awareness of TQM implementation and its benefits. Therefore, different scholars indicated 
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and identified different gap in implementation of the TQM program. According to Hoang, Igel & 

Laosirihongthong (2010) in manufacturing and service companies, customer focus and top 

management commitment have been implemented at a quite high rate while information and 

analysis system, education and training, employee empowerment, and process management were 

found to be just average. On the other hand, Elfaituri (2012) has indicated Employee training with 

a high score and Top management commitment, Focus on customer and satisfaction, Employee 

involvement, Benchmarking, Continuous improvement and Reward and recognition with a low 

score. Jaafreh & Al-abedallat (2013) indicated Top management has the highest score while 

Process management has the lowest score. 

The result of the survey by Rahman and Attar (2009), pointed out some of the major difficulties 

of implementation were: increase in the amount of paperwork, difficulties in controlling too many 

suppliers/subcontractors, and understanding different and need for full time quality manager. 

According to Khalid, Mahmood & Irshad (2011) the study revealed there are two major problems 

generally faced by most the businesses on track of TQM. The first is financial and the second is 

general resource constraints such as time, manpower, technical and managerial expertise. The 

businesses must be presented with TQM approach which is attractive to them in as sense it must 

not promise to improve or change their everything, or to solve every problem but help them to be 

better in short span of time with long term sustainability. 

In many cases, organizations have failed in their attempts and few have gained the benefits of 

TQM implementation. Because, lack of understanding of what TQM means for each unique 

organization or society (Elfaituri, 2012). To support the effort towards higher quality levels, it is 

important to identify the degree to which TQM practices are implemented. A better understanding 

is required to investigate the current status of TQM implementation. An empirical research done 

by Haile (2016) on the extent of TQM implementation in Ethiopian manufacturing firms suggested 

that the next research also could be carried forward with a focus on a particular manufacturing 

industry such as food & beverage, chemical etc. in order to obtain more specific results.  
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CHAPTER THREE 

3. RESEARCH DESIGN AND METHODOLOGY 
 

In this part, the research methodology which is employed in the study will be briefly discussed. 

Moreover, it will describe the study area, the research design, research approaches, study 

population, data collection and analysis strategies which has been used. The methodology is 

descriptive analysis where the sources of the data are both primary and secondary data. Basic 

statistical tools has been used for analyzing of the data. 

3.1.Description of the Study Area 
 

MOHA Soft Drinks Industry S.C was formed on the 15th of May 1996. The company was formed 

after acquisition of four Pepsi Cola Plants located at Addis Ababa (Nifas silk plant and Tekle 

haimanot plant,), Gondar and Dessie which were purchased by Sheik Mohammed H. Al-Amoudi 

in the 18th of January 1996. Currently, MOHA adds new factory in Mekele and Hawassa (Hawassa 

Millenniums Plant). MOHA is engaged in the production of Pepsi Cola, 7up, Mirinda orange, 

Mirinda apple, Mirinda pineapple, Mirinda tonic and cool carbonated water. The products are 

available in 300ml returnable bottle, 1.5liter, 1liter, and 500 ml PET plastic bottle and in Keg or 

barrel container. MOHA Soft Drinks Industry S.C have the following vision and mission 

statements: 

Vision statement: MOHA Soft Drinks Industry S.C vision is to make each products to be a drink 

of first choice among consumers and obtainable throughout Ethiopian market. We intended to 

create superior value for our shareholders, our consumers, and our employees. 

Mission statement: the mission statement is to be the best soft drinks industry in the country. We 

will continuously improve our responsiveness to the needs and concerns of our customers, 

employees, partners, and the communities in which we serve. This will be accomplished through 

the continuous development of our employees, emphasis on cost efficiency, market expansion and 

profitability; expanding the market area to both protect and improve our position by placing 

emphasis on innovation and technological improvement to always keep a head of competition. 
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3.2.Research Approach 
 

The study is intended to investigate the extent of TQM implementation based on fundamental 

theories, principles and management philosophies that are supposed to be effective parameters just 

to evaluate the actual implementation of the case company’s. The methodology carried out in this 

research, is based on the objectives of the paper and the availability of relevant information. To 

comply with the objective of the research, the paper apply quantitative research approach. And 

adopted descriptive research design to describe the practices in the company. In this paper, the six 

critical success factors (Top Management commitment, Customer focus, People management, 

Supply quality management, Process Management and Continuous Improvement) are assessed 

using a five point Likert scale questionnaires in the following manner: 1= strongly disagree, 2= 

disagree, 3= neutral, 4= agree and 5= strongly agree. 

 

3.3.Sources of Data 
 

The required data for the study is collected using both primary and secondary data collection 

methods. The primary data was collected from employees of the company by using questionnaire 

that contain closed ended questions. The questionnaire is five point likert scale for measuring 

extent of TQM implementation in the firm. Likert scale is used because it’s an ideal measurement 

approach since it helps to ask respondents to rate their opinion for the items of various dimensions. 

The secondary data source used for the research was reports and journals which were stepping 

board for the research. 

 

3.4.Data Gathering Tools 
For the data collection purposes, two basic instruments namely, questionnaire and document 

analysis were used. 

Questionnaire: The questionnaire is designed to collect the data. It is prepared based on the review 

of the related literature. Because the numbers of respondents are large, this tool is appropriate to 

gather the necessary data. The questions are close ended. The standard questionnaire used to collect 

the necessary information regarding the study is adopted from the work of Abuse (2011). The 

questionnaire is carefully adopted in a way that measure the extent of implementation in the case 

company. To make questionnaire understandable for the employees, the questionnaire was 
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presented in both English and Amharic language. The type of questions, form, wording and 

sequences are considered carefully while translating it in to Amharic. 

Document Analysis: With these data gathering tools, reports, journals and relevant documents are 

reviewed and gathered from HR department and other departments. This data gathering tool is 

helpful to enrich the data which is obtained through questionnaire. 

3.5.Sampling Design  

3.5.1. Target Population  

Even though studying the extent of Total Quality Management implementation in MOHA Soft 

Drinks Industry S.C. involves the whole company plants (Nifas silk plant, Tekle haimanot plant, 

Summit plant, Mekelle plant, Gondar plant, Dessie plant, Bure plant, Hawassa plant and Head 

office in Addis Ababa) nevertheless the research focus on manufacturing plants which reside in 

Addis Ababa (Tekle haimanot plant, Nifas Silk plant, Summit plant and Head Office). There are 

two reasons behind. First, the company uses centralized management system from Head Office so 

that the plants have similarity. And the second is the great geographical distribution among the 

plants make it difficult for data gathering regarding the time and financial constraints the research 

have. The target population are permanent employees of MOHA Soft Drinks Industry S.C Addis 

Ababa area plants and the head office, particularly those 1,996 employees of the company. 

Table 3.5.1: Permanent staff composition of MOHA soft drinks industry S.C head office and 

three plants located in Addis Ababa. 

Departments Head Office  N/Silk Plant  T/haimanot Plant Summit Plant  

CEO  4  -  -  -  

Administration  20  130 91  87  

Corporate Planning  10  -  -  -  

Legal Affairs  -  8  -  -  

Manufacturing  -  248  133  153  

Co2 plant  -  16 -  9  

Quality Control  4  24  23  49  

Cooling Maintenance - 41 - - 

Technique  4 50  32  46  

Vehicle Maintenance  -  27  14  12  

Marketing & Sales  4  234  213  140  

Purchasing& Procurement  7  22  29  24  

Finance  8  34 25  21  

Total  61  834  560  541 

Source: (MOHA Soft Drink Industry S.C HR Report, 2018) 
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3.5.2. Sampling Technique 

The research uses probability sampling particularly stratified sampling technique since the total 

population of the study is large, heterogeneous and the information required for the study needs 

different people who have knowledge and awareness about different aspects of Total Quality 

Management. The departments considered as strata are: Manufacturing department ( 

Manufacturing, CO2 plant, and quality control), Technique Department (Technique, Cooling 

Maintenance and Vehicle maintenance), Marketing & Sales, Procurement & Store Management, 

Administration (CEO, Managements, Human resource, Corporate Planning, Legal Affairs), and 

Finance Departments.  

3.5.3. Sample Size 
 

The population for the study is employees of MOHA Soft Drinks Industry S.C. Yamane (1967) 

provided a simplified formula to calculate sample sizes. The following statistical formula is applied 

to determine the sample size: 

 

𝑛 =
𝑁

1 + 𝑁(𝑒)2
 

 

Where n is the sample size, N is the population size, and e is the level of precision. The sample 

size for this particular research is determined by using the above formula and it is believed to be 

representative at 95% level of confidence and 0.05 precision level.  

334 =
1996

1 + 1996(0.05)2
 

The research uses Proportionate Stratified Random Sampling. So that, each stratum size was 

calculated as: 

=
𝑠𝑎𝑚𝑝𝑙𝑒 𝑠𝑖𝑧𝑒

𝑝𝑜𝑝𝑢𝑙𝑎𝑡𝑖𝑜𝑛 
× 𝑠𝑡𝑟𝑎𝑡𝑢𝑚 𝑠𝑖𝑧𝑒 
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Table 3.5.3: Sample Size Determination for the study 

Sample Size Determination for the study 

Strata ( Departments)  

Total Population of each 

Stratum 

Sample size of each 

Stratum 

Administration  350  58 

Manufacturing Department  658 110 

Technique Department  227  38 

Marketing & Sales  591  99 

Purchasing & Procurement  82 14 

Finance Department  88  15 

Total  1996 334 

Table 3.5.3  

3.6.Data Analysis 
 

Data collected through questionnaire are presented in table form and descriptive statistics were 

employed. After making the necessary coding, to analyze the usable data collected from 

respondent Statistics Package for Social Science (SPSS, version 20.0) was used, particularly 

descriptive statistics like frequency, percentage, mean, standard deviation, and Correlation.  

3.7.Ethical Consideration 
The researcher first present a written informed consent form describing the nature of the research 

project and the purpose of one’s participation in it. Further, respondents were informed that, they 

had the right to withdraw from the study at any time. Only those who are voluntary to participate 

in the research were approached. The researcher also assured that the names of respondents will 

not be revealed in the study. The researcher is committed to report the research findings in a 

complete and honest fashion, without misleading others about the nature of the findings. Under no 

circumstance, the researcher fabricated data to support a particular conclusion.  

3.8.Validity and Reliability 
 

3.8.1. Validity  
 

Validity refers to the degree to which a given procedure for transforming a concept into a variable 

actually operationalizes the concept that it is intended to (Corbetta, 2003). In other words, validity 

is the extent to which any instrument measures what it is intended to measure. The validity of the 
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research, have been conducted by a wide review of the literature and by using experts’ feedback 

of quality and quality management in the industry. There are different methods of evaluating 

validity however, the research uses content validity in order to evaluate the measurement 

instruments. 

Content validity depends on the extent to which an empirical measurement reflects a specific 

domain of content. It cannot be evaluated numerically (it is a subjective measure of how 

appropriate the items seem to various reviewers with some knowledge of the subject matter). The 

evaluation of content validity typically involves an organized review of the survey’s contents to 

ensure that it includes everything it should, and does not include anything it should not (Zhang, 

2000).  

In this research, the six critical success factors, scales for measuring TQM implementation are 

valid. Since the development of these measurement items were based mainly on an extensive 

review of the literature and detailed evaluations by academicians and practitioners. The six critical 

success factors are adopted as a TQM construct for the study because it had been empirically 

examined and proven by many researchers as show in the table below. 

Table 3.8.1: supported studies to the six critical success factors of TQM. 

Critical success factor of 

TQM 

Supported studies 

Top Management 

commitment 

N. Zakuan et al, 2012; Saraph et al., 1989; Ahire et al., 1996; 

Sadikoglu & Okey, 2014; Abuse, 2011; Y. Haile, 2016; M. 

Geberemedhn, 2016     

Customer Focus Y. Haile, 2016; N. Zakuan et al, 2012; Abuse, 2011; N. Kalra and A. 

Pant, 2013; Ahire et al., 1996; ; Black & porter, 1996; M. 

Geberemedhn, 2016; Flynn et al., 1994   

People management Saraph et al., 1989; Y. Haile, 2016;  N. Zakuan et al., 2012; Abuse, 

2011; Ahire et al., 1996; M. Geberemedhn, 2016; ; Black & porter, 

1996        

Supply quality management Saraph et al., Abuse, 2011; 1989; Y. Haile, 2016; Ahire et al., 1996; 

M. Geberemedhn, 2016; Flynn et al., 1994; ; Black & porter, 1996             

Process Management Y. Haile, 2016; Saraph et al., 1989; Abuse, 2011; Flynn et al., 1994; 

M. Geberemedhn, 2016; Black & porter, 1996     

Continuous Improvement N. Zakuan et al., 2012; Abuse, 2011; Y. Haile, 2016; M. 

Geberemedhn, 2016     
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In addition, the standard questionnaire used to collect the necessary information regarding the 

study is adopted from the work of Abuse (2011). The questionnaire was adopted by many other 

researchers in the study of TQM in developing countries. The questionnaire was also adopted by 

Geberemedhn (2016) and its validity has been checked repeatedly.    

3.8.2. Reliability  
 

In the social sciences, the first aspect of reliability to be studied is based on the assumption that 

random errors vary not only from test to test, but also from question to question within the same 

test. One of the popular method to measure internal consistency is Cronbach’s alpha (Corbetta, 

2003). The reliability of the research had been measured by calculating Cronbach’s alpha method 

by using SPSS (version 20.0) and the result has been shown in the table below. 

Table 3.8.2: Reliability analysis of critical success factors of TQM 

Variables/Indicators  No. of items Cronbach 

Alpha  

Description 

Top Management commitment 9 .833 Reliable  

Customer Focus 10 .905 Reliable 

People Management 12 .718 Reliable 

Supplier Quality Management 6 .722 Reliable 

Process Management  6 .706 Reliable 

Continuous Improvement   7 .882 Reliable 

 

According to Nunnally (1978) and Bland & Altman (1997) the acceptable values of alpha, ranging 

from 0.70 to 0.95. Reliability coefficients of 0.70 or more are considered good, although it may be 

reduced below 0.70 in some case. 
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CHAPTER FOUR 
4. DATA PRESENTATION, ANALYSIS AND DISCUSSION 

4.1. Introduction 

As discussed in previous chapter, this study attempted to examine the extent of TQM 

implementation in MOHA Soft Drinks Industry S.C. Therefore, the findings of the study is 

presented and discussed in this chapter. In order to assess extent of TQM implementation a total 

of 334 questionnaires were distributed to employees and 272 (81%) was returned. Off 272 

questionnaires 261 (78%) were obtained valid and used for analysis. The collected data were 

presented and analyzed using SPSS (version 20.0) statistical software.  

In this chapter, general profile of respondent, levels of TQM implementation, and correlation 

analysis between variables are discussed.  

4.2. Response Rate  

 
A total of 334 questionnaires were distributed to employees and 261 (78%) questionnaires were 

obtained. The remaining 73 questionnaires were not included due to different reasons of the 

respondent. Based on these, the response rate is 78% which can be considered as sufficient to 

conduct the research.  

Table 4.2: Response Rate 

No. Name of the plants No. of Questionnaire 

distributed 

No. of Questionnaire 

collected 

1 Head Office  11 10 (90.9%) 

2 N/Silk plant 139 101 (72.6%) 

3 T/haimanot plant 94 83 (88.3%) 

4 Summit plant  90 67 (74.4%) 

 Total 334 261 (78%) 
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4.3. Respondent Profile  
 

Table 4.3: Profile of Respondents 

Educational Qualification Frequency  Percent  

College Diploma  24 9.2 

First degree  194 74.3 

Second degree and above  43 16.5 

Total  261 100 

Work Experience  Frequency  Percent  

Under 2 year 12 4.6 

2–5 years 89 34.1 

6–10 years 113 43.3 

over 10 years 47 18 

Total  261 100 

Departments by Strata Frequency  Percent  

Administration  21 8 

Manufacturing Department  122 46.7 

Technique Department  84 32.3 

Marketing & Sales  9 3.4 

Purchasing & Procurement  12 4.6 

Finance Department  13 5 

Total  261 100 

 

Educational Level: Table 4.3 shows that 194 respondents (74.3%) have first degrees (BA/BSc 

Degree), 24 (9.2%) respondents have collage Diploma and the remaining 43 (16.5%) respondents 

are second Degree (MSc/MA Degree) Diploma holders. From the educational background, it is 

believed that, the respondents provide relevant and reliable information needed for the study. It is 

because the respondents have sufficient educational background which helps them to easily 

understand the concept and purpose of the study and they are fit in line with the response of the 

questionnaire.  

 

Work Experience: As table 4.3 shows that from the total respondents, 12 respondents (4.6%) fall 

at a work experience of less than 2 years, 89 respondents (34.1 %) fall at a work experience level 

of 2-5 years, 113 respondents (43.3%) are with 5-10 years experience and the rest 47 respondents 

(18 %) are at a work experience of more than 10 years. From this it can be concluded that the 

majority of respondents, 249 respondents (95.4%) fall at a work experience above two years. This 
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implies the fact that most of the respondents have sufficient knowledge and experience about their 

firm way of dealing with thing. 

 

Department by stratum/Work Units: Table 4.3 shows that 9 respondents (3.4%) are from 

marketing and sales department, 12 of respondents (4.6%) are from purchasing and procurement, 

13 respondents (5%) of them are from finance departments, 21 respondents (8%) are from 

administration, 84 respondents (32.3%) are from technical department and the rest 122 (46.7%) 

respondents are from manufacturing department. This implies the fact that all the respondents are 

directly and indirectly involved in the operations of Total Quality Management of their firm. Hence 

TQM involves all employees, the number distribution is fairly representation of their total stratum 

number. Their information can be considered as reliable and relevant for the study. 

4.4. Levels of TQM Implementation 
 

Mean of the six critical success factors (CSFs) has been calculated in order to analyze the data 

which were collected from the respondents. For the sake of interpreting the results of the study, 

the research adopted the interpretation scores form Sugiyono (2008); Munizu (2013); Bahri et al. 

(2012) as sited by Haile (2016) on his study of TQM implementation in Ethiopia. Scores 1.00-

1.80= worst, 1.80-2.60= low, 2.60-3.40= moderate, 3.40-4.20= high and 4.20-5.00= very high. 
 

4.4.1. Top management commitment (TMC) 

 

Top management commitment (TMC) is one of the six CSFs which the research used to measure 

TQM implementation of the study area. Table 4.4.1 show the mean and standard deviation of the 

response.  
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Table 4.4.1. Mean and standard deviation of Top Management commitment 

 Top Management commitment  Mean  Std. 

Deviation  

Description 

1.  Top executives are actively involved in establishing 

and communicating the organization’s vision, goal, 

plans, and values for quality program.   

4.040 .83121 High 

2. Senior executives anticipate change and make plans to 

accommodate it. 

3.894 .70065 High 

3. Senior executive insist on accuracy and reliability of 

all information and communications with in the 

organization. 

4.359 .50452 Very high 

4. Top management allocates adequate resources toward 

efforts to improve quality.  

4.541 .52223 Very high 

5. Top management views quality as being more 

important than meeting product schedule.  

4.058 .83121 High 

6. We have faith, trust and confidence in our managers 

and juniors would like to follow them as role models.    

3.670 .67420 High 

7. Top management evaluated on quality performance.  3.885 .83121 High 
8. Top management pursues long-term business success.  3.266 1.10371 Moderate 
9. All major department heads within our company 

accept their responsibility for quality.  

4.060 .63246 High 

 

Figure 1: Respondents’ response   percentage of Top Management commitment 
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TMC1. “Top executives are actively involved in establishing and communicating the 

organization’s vision, goal, plans, and values for quality program.”  

When respondents were asked 11.5% disagree, 61.5% agree and 27 % strongly agree. The mean 

value of TMC1 is 4.04 which can be labeled as high which means Top managements gave 

emphasis for the development and communication of the organization vision, goal, plans and value 

for quality program.  

TMC2 “Senior executives anticipate change and make plans to accommodate it.” 

The respondents’ responses were 10.4% disagree 79.4% agree and 10.2% strongly agree. The 

mean value of TMC2 is 3.89 which can be labeled as high which means the top management 

planed in advance and were open for changes. 

 

TMC 3 “Senior executive insist on accuracy and reliability of all information and communications 

with in the organization.” 

The respondents’ responses were 64.1% agree and 35.9% strongly agree. The mean value of TMC3 

is 4.36 which can be labeled as very high which means the top management highly claimed 

information and communication has been accurate and reliable in the company.   

TMC 4 “Top management allocates adequate resources toward efforts to improve quality.” 

The respondents’ responses were 45.5% agree and 54.5% strongly agree. The mean value of TMC4 

is 4.54 which can be labeled as very high. This can be illustrated as the top management highly 

worked towards quality improvement by allocating sufficient resource. 

TMC 5 “Top management views quality as being more important than meeting product schedule.” 

The respondents’ responses were 6.7% strongly disagree, 13% disagree, 2.2% neutral, 24% agree 

and 54.1% strongly agree. The mean value of TMC5 is 4.06 which can be labeled as high. This 

can be illustrated as the top management has focus on quality of products.  

TMC 6 “We have faith, trust and confidence in our managers and juniors would like to follow 

them as role models.” 

The respondents’ responses were 48% neutral, 37% agree and 15% strongly agree. The mean value 

of TMC6 is 3.67 which can be labeled as high. However, the mean is relatively less than others in 
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the category so it explained that employees have relatively moderate faith, trust and confidence in 

their managers and less consideration as role models.   

TMC 7 “Top management evaluated on quality performance.” 

When respondents were asked, 8.1%, 16.3 %, 54.6% and 21% answered disagree, neutral, agree 

and strongly agree respectively. The mean value of TMC7 is 3.89 which can be labeled as high. 

This can be illustrated as, top management evaluated quality performance to get quality product.  

TMC 8 “Top management pursues long-term business success.”  

The respondents’ responses were 38.2% strongly disagree, 21.5% disagree, 23% neutral, 10.1% 

agree and 7.2% strongly agree. The mean value of TMC8 is 3.27 which can be labeled as moderate. 

This shows the top management didn’t give a high emphasis for long-term business success instead 

they focused on short-term company success.   

TMC 9 “All major department heads within our company accept their responsibility for quality.” 

The respondents’ responses were 19.2% neutral, 61.6% agree and 19.2% strongly agree. The mean 

value of TMC9 is 4.06 which can be labeled as high. According to the respondents, there was 

acceptance in responsibility of quality by all major department heads.  

4.4.2. Customer Focus (CF) 

Customer Focus (CF) is the second critical success factor which the research used to measure TQM 

implementation of the study area. Table 4.4.2 show the mean and standard deviation of the 

response. 

Table 4.4.2. Mean and standard deviation of Customer Focus 

 Customer Focus Mean  Std. 

Deviation 
Description  

1. Product/service design, development and delivery are 

based on meeting the needs of the customer.   

3.866 .94388 High 

2. A wide variety of mechanisms for customers to contact 

the company easily and effectively (eg. Certain phone 

number, E-mail and website) are available.   

4.300 .67420 Very high 

3. A wide variety of mechanisms for seeking and learning 

customers’ needs and expectations (eg. Focus groups, 

customer surveys, customer visits and review) are in 

place. 

4.010 .63246 High 

4. Key customer requirement are identified. 3.706 .90453 High 
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5. A complaints process and guidelines are 

established/complaints are properly recorded.  

4.148 .60302 High 

6. Communication and training processes emphasize 

customer focus.  

3.970 1.04447 High 

7. We measure customer satisfaction on a regular base. 3.189 1.07872 Moderate 
8. Customer-focused strategies and approaches are 

continuously reviewed for further improvement.   

3.015 1.04447 Moderate 

9. After-sales strategies are an important part of our 

business strategy.  

3.720 1.10371 High 

10. Customer relationships and partnerships are fostered. 4.013 .63246 High 
 

Figure 2: Respondents’ response   percentage of Customer Focus 
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The percentage distribution of the respondents’ answers were 14.3%, 41.4%, and 44.3%, for 

neutral, agree and strongly agree respectively. The mean value of CF2 is 4.30 which can be labeled 

as very high. From this, it can be illustrated, there was a wide variety of mechanisms for customers 

to contact the company easily and effectively. 
 

CF3 “A wide variety of mechanisms for seeking and learning customers’ needs and expectations 

(eg. Focus groups, customer surveys, customer visits and review) are in place.” 

The respondents’ responses were 16.7% neutral, 65.6% agree and 17.7% strongly agree. The mean 

value of CF3 is 4.01 which can be labeled as high. This can be explained as the customer needs 

and expectations were assessed well by the company.  

CF4 “Key customer requirement are identified.” 

As the replies of the respondents’ show 9.8%, 27.3 %, 45.4% and 17.5% answered disagree, 

neutral, agree and strongly agree respectively. The mean value of CF4 is 3.71 which can be labeled 

as high. According to the response the company identified key customer requirements. 

CF5 “A complaints process and guidelines are established/complaints are properly recorded.” 

13%, 59.2% and 27.8% of the respondents have replied neutral, agree and strongly agree 

respectively. The mean value of CF5 is 4.15 which can be labeled as high. This implies the 

company has properly recorded complaints and established guidelines. 

CF6 “Communication and training processes emphasize customer focus.” 

The percentage distribution of the respondents’ answers were 28.3%, 46.4%, and 25.3%, for 

disagree, agree and strongly agree respectively. The mean value of CF6 is 3.98 which can be 

labeled as high. This can be illustrated as there was an emphasis on communication and training 

focusing on the customers. 

CF7 “We measure customer satisfaction on a regular base.” 

When respondents were asked, 37.3%, 18.3 %, 32.6% and 11.8% answered disagree, neutral, agree 

and strongly agree respectively. The mean value of CF7 is 3.19 which can be labeled as moderate. 

According to respondents, the company measurement of customer satisfaction was not in a regular 

base. 

CF8 “Customer-focused strategies and approaches are continuously reviewed for further 

improvement.”   
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As the replies of the respondents’ show 40.5%, 26.5%, 24% and 9% answered disagree, neutral, 

agree and strongly agree respectively. The mean value of CF8 is 3.02 which can be labeled as 

moderate. However, the mean is relatively less than others in the category. So, it can be delineated 

that continuous review for further improvement on customer focused strategies and approaches 

were relatively weak.  

CF9 “After-sales strategies are an important part of our business strategy.”  

18%, 19%, 36% and 27% of the respondents have replied disagree, neutral, agree and strongly 

agree respectively. The mean value of CF9 is 3.7200 which can be labeled as high. This implies 

the company considered after-sale as an important business strategy. 

CF10 “Customer relationships and partnerships are fostered.” 

The respondents’ responses were 19.8% disagree 59.1% agree and 21.1% strongly agree. The 

mean value of CF10 is 4.01 which can be labeled as high. This explained the company cared for 

customer relationships and partnerships.  

4.4.3. People Management (PM)  

People Management (PM) is the third critical success factor which the research used to measure 

TQM implementation of the study area. Table 4.4.3 show the mean and standard deviation of the 

response. 

Table 4.4.3. Mean and standard deviation of People Management  

 People Management  Mean  Std. 

Deviation 
Description  

1. The selection and recruitment process in our company 

is effective (in terms of the objective and ‘right man 

for the right job’). 

3.796 .78625 High 

2. Promotion and career development programmers 

emphasize quality management in the organization.  

3.703 .78625 High 

3. The concept of the ‘internal customer’, i.e., the next 

person of process down the line and including all 

employees, is well understood at this company.  

3.403 .68755 High 

4. Communication is open and continues in three 

directions: up, down and across.  

3.910 .30151 High 

5. The company concentrates on ongoing development of 

personnel by establishing extensive training programs 

that covers all aspects of TQM.   

3.798 1.00905 High 
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6. Training needs are assessed periodically. Training 

planes are developed and training budgets are 

allocated in the company.  

4.007 .53936 High 

7. The company periodically implements quality 

activates such as Quality Circles, Quality 

Improvement Teams, or Suggestion Systems.  

4.104 .60302 High 

8. Our Occupational Health and Safety practices are 

excellent.  

4.273 .78625 Very high 

9. Employee satisfaction is formally and regularly 

measured.  

3.006 .89443 Moderate 

10. The company has made employees responsible for 

quality, they are encourages to make suggestions, and 

in many cases, allowed to take action.   

4.092 .53936 High 

11. The company uses a team approach that entails ideas 

generation, alternative evaluation and consensus 

building to solve problems. 

3.769 .78625 High 

12. We have a transparent and effective appraisal system 

for recognizing and rewarding employees for their 

efforts. 

2.801 1.22103 Moderate 

 

Figure 3: Respondents’ response   percentage of People Management 
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When respondents were asked 8.1% disagree, 18.2% neutral, 59.7% agree and 14% strongly agree. 

The mean value of PM1 is 3.80 which can be labeled as high, which means there was effective 

selection and recruitment in the company. 

PM2 “Promotion and career development programmers emphasize quality management in the 

organization.” 

When respondents were asked 13% disagree, 12.7% neutral, 65.3% agree and 9% strongly agree. 

The mean value of PM2 is 3.70 which can be labeled as high. Therefore, promotion and career 

development programs are linked with quality management in the company.  

PM3 “The concept of the ‘internal customer’, i.e., the next person of process down the line and 

including all employees, is well understood at this company.” 

As replies of the respondent show 2.2%, 7%, 55%, 36.4% and 54.5% answered strongly disagree, 

disagree, neutral, agree and strongly agree respectively. The mean value of PM3 is 3.40 which can 

be labeled as high. However, the mean is relatively less than others in the category so it explained 

that the concept of internal customer was not well developed in the company. 

PM4 “Communication is open and continues in three directions: up, down and across.” 

As the table above indicates, the mean of PM4 is 3.91 which is high. 9% of the respondents replied 

neutral and the rest 91% agreed. This implies there was open and continuous communication in all 

directions.   

PM5 “The company concentrates on ongoing development of personnel by establishing 

extensive training programs that covers all aspects of TQM.” 

When respondents were asked 9.7% disagree, 9.1% neutral, 73.3% agree and 8.1% strongly agree. 

The mean value of PM5 is 3.80 which can be labeled as high. It showed training programs related 

to TQM have been given for personnel development.     

PM6 “Training needs are assessed periodically. Training planes are developed and training 

budgets are allocated in the company.” 

The percentage distribution of the respondents’ answers were 14%, 71.3%, and 14.7%, for neutral, 

agree and strongly agree respectively. The mean value of PM6 is 4.01 which can be labeled as 

high. From this it can be delineated that there was a periodic assessment for training. In addition, 

training and development budget have been allocated by the company.  
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PM7 “The company periodically implements quality activates such as Quality Circles, Quality 

Improvement Teams, or Suggestion Systems.” 

23.1%, 43.4% and 33.5% of the respondents replied neutral, agree and strongly agree respectively. 

The mean value of PM7 is 4.10 which can be labeled as high. This implies the company 

periodically implemented quality activates. 

PM8 “Our Occupational Health and Safety practices are excellent.” 

As the table above indicates, the mean of PM8 is 4.27 which is high. 13.1% of the respondents 

replied neutral, 46.4% of them agree and the rest 40.4% strongly agree. This infers there was an 

excellent occupational health and safety for employees in the company.   

PM9 Employee satisfaction is formally and regularly measured. 

The percentage distribution of the respondents’ answers were 13.1%, 73.2%, and 13.7%, for 

disagree, neutral and agree respectively. The mean value of PM9 is 3.01 which can be labeled as 

moderate. Comparing to other elements in the category PM9 has lesser mean. The company has 

relatively weak practice of measuring employee’s satisfaction.   
 

PM10 “The company has made employees responsible for quality, they are encourages to make 

suggestions, and in many cases, allowed to take action.”   

The percentage distribution of the respondents’ answers were 8.3%, 80.6%, and 11.1%, for neutral, 

agree and strongly agree respectively. The mean value of PM10 is 4.10 which can be labeled as 

high. The company has made employees responsible for quality, they were encouraged to make 

suggestions, and in many cases, allowed to take action. 
 

PM11 “The company uses a team approach that entails ideas generation, alternative evaluation 

and consensus building to solve problems.” 

As the replies of the respondents show 12.1%, 19.3%, 48.2% and 20.4% answered disagree, 

neutral, agree and strongly agree respectively. The mean value of PM11 is 3.77 which can be 

labeled as high. In order to solve problems in the company, team approach for idea generating, 

alternative evaluation and consensus have been used.    

PM12 “We have a transparent and effective appraisal system for recognizing and rewarding 

employees for their efforts.” 

As the table above indicates, the mean of PM12 is 2.80 which is moderate. But comparing to other 

elements in the category PM12 has lowest mean. 11%, 21.4%, 44.1% and 23.5% of the respondents 
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have replied strongly disagree, disagree, neutral and agree respectively. This implies there was 

somewhat low transparency and ineffective appraisal system. The appraisal was not sufficiently 

supported by reward and recognition for employees.     

4.4.4. Supplies Quality Management (SQM) 

Supplies Quality Management (SQM) is the fourth critical success factor which the research used 

to measure TQM implementation of the study area. Table 4.4.4 show the mean and standard 

deviation of the response. 

 

Table 4.4.4. Mean and standard deviation of Supplies Quality Management 

 Supplier quality management  Mean  Std. 

Deviation 
Description  

1. Our company has established long-term co-

operative relations with suppliers.  

4.175 .75076 High  

2. Our company regards product quality as the most 

important factor for selecting suppliers (eg., quality 

rather than price or schedule). 

4.537 .52223 Very high 

3. Our company always participates in suppliers 

activities related to quality. 

4.359 .50452 Very high 

4. Our company always gives feedback on the 

performance of suppliers’ products. 

4.220 .78625 Very high 

5. Our company has detailed information about 

supplier performance. 

4.412 .68755 High 

6. Our company relies reasonably on few dependable 

suppliers. 

4.002 .53936 High 
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Figure 4: Respondents’ response   percentage of supply Quality Management 

 
 

SQM1 “Our Company has established long-term co-operative relations with suppliers.” 

The percentage distribution of the respondents’ answers were 18.7%, 45.1%, and 36.2%, for 

neutral, agree and strongly agree respectively. The mean value of SQM1 is 4.18 which can be 

labeled as high. The company has established long-term co-operative relations with suppliers. 
 

SQM2 “Our company regards product quality as the most important factor for selecting 

suppliers (eg., quality rather than price or schedule).” 

As the table above indicates, the mean of SQM2 is 4.54 which is very high. 46.3% of the 

respondents replied agree and the rest 53.7% strongly agree. This implies the company viewed 

product quality as the most important factor for selecting suppliers than price or schedule. 

SQM3 “Our Company always participates in suppliers activities related to quality.” 

64.1%, and 35.9% of the respondents replied agree and strongly agree respectively. The mean 

value of SQM3 is 4.36 which can be labeled as very high. According to the respondents, the 

company highly participated in suppliers activities related to quality. 

SQM4 “Our Company always gives feedback on the performance of suppliers’ products.” 

When respondents were asked 15.2% neutral, 47.6% agree and 37.2% strongly agree. The mean 

value of SQM4 is 4.22 which can be labeled as very high. This shows the company frequently 

gave feedback on the performance of suppliers’ products. 
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SQM5 “Our Company has detailed information about supplier performance.” 

The respondents’ responses were 8.1% neutral, 42.6% agree and 49.3% strongly agree. The mean 

value of SQM5 is 4.41which can be labeled as very high. This can be illustrated as the company 

has detailed information about supplier performance.  

SQM6 “Our company relies reasonably on few dependable suppliers.” 

When respondents were asked 11.9% neutral, 76% agree, and 12.1% strongly agree. The mean 

value of SQM6 is 4.00 which can be labeled as high. The company relied reasonably on few 

dependable suppliers. 

4.4.5. Process Management (PRM) 

Process Management (PRM) is the fifth critical success factor which the research used to measure 

TQM implementation of the study area. Table 4.4.5 show the mean and standard deviation of the 

response. 

Table 4.4.5. Mean and standard deviation of Process Management 

 Process Management  Mean  Std. 

Deviation 
Description 

1. Our company is kept neat and clean at all times. 4.725 .64667 Very high 

2. Production equipment is maintained well according to 

maintenance plan. 

4.511 .93420 Very high 

3. Our company use quality data for process control and 

improvement. 

4.676 .67420 Very high 

4. Our processes are designed in order to minimize the 

chance of employee error. 

4.072 .83121 High 

5. We systematically conduct extensive benchmarking 

of other companies business processes. 

3.580 .92442 High 

6. We have site-wide standardized and documented 

operating procedures. 

4.467 .82020 Very high 
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Figure 5: Respondents’ response   percentage of Process Management 

 

PRM1 “Our Company is kept neat and clean at all times.” 

The percentage distribution of the respondents answer were 9%, 9.5%, and 81.5% for neutral, 

agree and strongly agree respectively. The mean value of PRM1 is 4.73 which can be labeled as 

very high. From this it can be explained, the company was kept neat and clean at all times.  
 

PRM2 “Production equipment is maintained well according to maintenance plan.” 

The respondent responses were 5.3% neutral, 38.3% agree and 56.4% strongly agree. The mean 

value of PRM2 is 4.51 which can be labeled as very high. This can be illustrated as equipments in 

the company were well maintained according to plan for production.  

PRM3 “Our company use quality data for process control and improvement.” 

As the replies of the respondents show 5.1%, 22.2%, and 72.7% answered neutral, agree and 

strongly agree respectively. The mean value of PRM3 is 4.64 which can be labeled as very high. 

The company used quality data for process control and improvement. 

PRM4 “Our processes are designed in order to minimize the chance of employee error.” 

When respondents were asked 25.4% neutral, 42% agree, and 32.6% strongly agree. The mean 

value of PRM4 is 4.07, which can be labeled as high. In the company, chance of making error by 

the employees has been minimize because the company designed a process to reduce error.  
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PRM5 “We systematically conduct extensive benchmarking of other companies business 

processes.” 

4.1%, 41.1%, 48% and 6.9% of the respondents replied disagree, neutral, agree and strongly agree 

respectively. The mean value of PRM5 is 3.58 which can be labeled as high. However, the mean 

of PRM5 is the lowest in the category so relatively the company has weak practices of systematic 

benchmarking of other companies business processes.     

PRM6 “We have site-wide standardized and documented operating procedures.” 

As the replies of the respondents’ show 17.3%, 18.7% and 64% answered neutral, agree and 

strongly agree respectively. The mean value of PRM6 is 4.47 which can be labeled as very high. 

The company has a site-wide standardized and documented operating procedures. 

4.4.6. Continuous Improvement (CI)  

Continuous Improvement (CI) is the sixth critical success factor which the research used to 

measure TQM implementation of the study area. Table 4.4.6 show the mean and standard deviation 

of the response. 

 

Table 4.4.6. Mean and standard deviation of Continuous Improvement 

 Continuous Improvement Mean  Std. 

Deviation 
Description 

1. This organization encourages continual 

study and improvement of all its products, 

services and processes. 

4.288 .64667 Very high  

2. We frequently measure the product and 

process quality. 

4.733 .46710 Very high 

3. We have a program aimed at finding time 

and cost losses in all internal processes.  

4.022 .83121 High 

4. Our company uses quality tools (chart and 

diagrams) extensively for process control 

and improvement.   

4.636 .50452 Very high 

5. Our company uses PDCA (plan-do-check-

act/adjust) cycle extensively for process 

control improvement.  

4.069 .83121 High 

6. Our decisions regarding quality 

improvement always are based on objective 

data. 

4.719 .46710 Very high 

7. The aim of evaluation is for improvement 

not for criticism.  

4.416 .67420 Very high 
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Figure 6: Respondents’ response   percentage of Continuous Improvement 

 

CI1 “This organization encourages continual study and improvement of all its products, services 

and processes.” 

The respondents responses were 7.1% disagree, 49.9% agree and 43% strongly agree. The mean 

value of CI1 is 4.29 which can be labeled as very high. This illustrated, the organization encourages 

continual study and improvement of all its products, services and processes. 

CI2 “We frequently measure the product and process quality.” 

The respondents responses were 26.7% agree and 73.3% strongly agree. The mean value of CI2 is 

4.73 which can be labeled as very high. In the company, quality of products and processes were 

frequently measured.  

CI3 “We have a program aimed at finding time and cost losses in all internal processes.” 

The respondents responses were 32.4% neutral, 33.4% agree and 34.6% strongly agree. The mean 

value of CI3 is 4.02 which can be labeled as high. This demonstrated there were internal processes 

aimed to find all cost and time losses in the company. 
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CI4 “Our Company uses quality tools (chart and diagrams) extensively for process control and 

improvement.” 

The respondents’ responses were 36.4% agree and 63.6% strongly agree. The mean value of CI4 

is 4.64 which can be labeled as very high. This illustrated the company used extensively quality 

tools for process control and improvement. 

CI5 “Our Company uses PDCA (plan-do-check-act/adjust) cycle extensively for process control 

improvement.” 

The respondents’ responses were 30.1% neutral, 32.9% agree and 37% strongly agree. The mean 

value of CI5 is 4.07 which can be labeled as high. This delineated the company used PDCA (plan-

do-check-act/adjust) cycle extensively for process control improvement. 

CI6 “Our decisions regarding quality improvement always are based on objective data.” 

The respondents’ responses were 28.1% agree and 71.9% strongly agree. The mean value of CI6 

is 4.72 which can be labeled as very high. This illustrated, the company used objective data highly 

to make quality improvement decisions.  

CI7 “The aim of evaluation is for improvement not for criticism.” 

The respondents’ responses were 7.5% neutral, 43.4% agree and 49.1% strongly agree. The mean 

value of CI7 is 4.42 which can be labeled as very high. This implies the company evaluation was 

for improvement purpose.  

 

4.5. Results for Mean Value & Standard deviation of TQM Practices 
Mean of the six critical success factors (CSFs) has been discussed in briefly above. The overall 

mean for each six dimension was computed to analyze the implementation levels of TQM 

practices. To recall, the score range is 1.00-1.80= worst, 1.80-2.60= low, 2.60-3.40= moderate, 

3.40- 4.20= high and 4.20-5.00= very high. 
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Table 4.5. Results for Mean Value & Std. deviation of TQM Practices 

No.  Variables/CSF  Mean  Std. deviation range  Description 

1. Top Management committeemen  3.975 .37022 3.40- 4.20 High 

2. Customer Focus 3.794 .40801 3.40- 4.20 High 

3. People Management  3.722 .44512 3.40- 4.20 High 

4. Supplies Quality Management 4.284 .19054 4.20-5.00 very high 

5. Process Management    4.339 .43724 4.20-5.00 very high 

6. Continuous Improvement  4.412 .29794 4.20-5.00 very high 

 TQM practice  4.088 .29649 3.40- 4.20 High 

 

CSF1 (Top Management commitment) with a mean value of 3.98 which can be labeled as high 

according to the score range. This show as the company has worked on accuracy and reliability of 

information and communication. Adjoining to the previous point, the company top management 

allocates adequate resources toward efforts to improve quality. However, the company need to 

work more on managers to be role models for juniors. In order to take the company further, there 

is also a need for emphasizing on long-term business success. Comparing the result with a survey 

conducted by Haile (2016) Ethiopian manufacturing firms with mean of 3.17, where the company 

performs better than the mean of Ethiopian manufacturing firms.      

CSF 2 (Customer Focus) with a mean value of 3.79 which is ranked as high. This is because the 

company makes available variety mechanisms for customers to contact the company; customers 

complaints are properly recorded and customer relationships and partnerships are nurtured. 

Nevertheless, according to the respondents mean, continuous review on customer-focused 

strategies for further improvement, and after-sales strategies are lower than other elements in the 

category. Still the company has better performance comparing to the mean of Ethiopian 

manufacturing on Customer Focus, which is 3.00 by Haile (2016).   

CSF 3 (People Management) with a mean value of 3.72 which is considered as high. From the 

category, health and safety practices; periodical implementations of quality activates such as 

Quality Circles, Quality Improvement Teams (Suggestion Systems) and employees responsible 

for quality have relatively highest mean. On the other hand, transparent and effective appraisal 

system and formal and regular measurement employee satisfaction have lower mean comparing 

with others in the category. Meanwhile, equating the mean value 3.72 with Ethiopian 

manufacturing on people management Haile (2016) the company performed better by 0.42 mean.   
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CSF 4 (Supplies Quality Management) with a mean value of 4.28 which is considered as very 

high. All the elements in the mean are categorized under high or very high according to the score 

range. Specially product quality as the most important factor for selecting suppliers; having 

detailed information about supplier performance, and suppliers activities always determined by 

quality have the highest mean. The company’s mean is greater than by 1.31 comparing to Ethiopian 

manufacturing on supplies quality management by Haile (2016). 

CSF 5 (Process Management) with a mean value of 4.34 which is considered as very high. The 

highest mean value ranked by the respondents are: the company was kept neat and clean at all 

times; quality data were used for process control and improvement and Production equipment was 

maintained well according to maintenance plan. However, conducting benchmark of other 

companies’ business processes systematically and extensively by the company fall below the other 

elements in the category. The company performance on process management fall in to 4.34 mean 

and Haile (2016) survey on Ethiopian manufacturing on process management fall in to 3.32 which 

can be illustrated as the company is performing well.   

 

CSF 6 (Continuous Improvement) with a mean value of 4.41 which is considered as very high. 

All the elements fall in to categories under high or very high according to the score range. The 

highest mean value ranked by the respondents are: frequent measurement of product and process 

quality; quality improvement decisions are always based on objective data; extensive usage of 

quality tools for process control and improvement; the organization encourages continual study 

and improvement of all its products, services and processes.  Comparing the result with a survey 

conducted by Haile (2016) on Ethiopian manufacturing firms, mean of continuous improvement 

were 3.24. The company performed better than the mean of Ethiopian manufacturing firms. 
[ 

According to the response of respondents, the overall TQM practice with in the company has a 

mean value of 4.09 which is considered as high based on the score range. All the six critical success 

factors (CSFs) fell high and very high in the score range. When we compare the company TQM 

practice mean with a survey done on TQM practice in Ethiopian manufacturing firms by Haile 

(2016), the company has better performance comparing to mean of Ethiopian manufacturing firms 

on TQM practice which was 3.15.  
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4.6. Correlation Analysis between variables 
 

There are many measures of association for variables. One of the most used measurement is 

correlation. Theoretically, correlation is a measurement of the relationship between two or more 

variables. The most commonly used correlation coefficient is Pearson's r. A correlation coefficient 

ranges from 1.00 to -1.00. A correlation coefficient close to plus 1 means, a positive relationship 

between the two variables. The increase in one of the variables is associated with increases of the 

other variable. A correlation coefficient close to negative 1 indicates a negative relationship 

between two variables. The increase in one of the variables is associated with decrease of the other 

variable. The results of the correlation between the variables are shown below in table 4.6.A    
 

Table 4.6.A.  Correlation Analysis between variables 

  TMC CF PM SQM PRM CI 

TMC PC 1 .332** .410** .081 .167** .489** 

 Sig.  .000 .000 .188 .006 .000 

CF PC  1 .557** .467** .650** .420** 

 Sig.   .000 .000 .000 .000 

PM PC   1 .305** .719** .646** 

 Sig.    .000 .000 .000 

SQM PC    1 .663** .197** 

 Sig.     .000 .001 

PRM PC     1 .680** 

 Sig.      .000 

CI PC      1 

 Sig.       

**. Correlation is significant at the 0.01 level (2-tailed). 

 

The correlation outcomes disclose that the TQM critical success factors have statistically 0.01 level 

of significant relationships between them except correlation between Top Management 

Commitment and Supplies Quality Management. The correlation coefficients between the six 

TQM critical success factors have ranged from .081 to .719. 
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Table 4.6.B: Interpretation of Pearson’s correlation coefficient (r) 

 

Value of r Qualitative Description of the Strength 

.00 to .30   Negligible 

.31 to .50 Weak 

.51 to .70 Moderate 

.71 to 1.00 Strong 

Source: Statistics by D. Rumsey (2014)  

 

Based on the correlation matrix all variables are positively related to each other yet their degree of 

correlation is different. The correlation between Process Management and People Management is 

strong (r=.719) followed by the relationship Process Management and Continuous Improvement 

(r= .680) which can be labeled as moderate. In addition, the Pearson correlation test indicated in 

the table 4.6.A, there is positive moderate correlation between Process Management and Customer 

Focus (r= .650), and Process Management and Supplies Quality Management (r= .663). It is 

predictable that Process Management has relatively strong relationship with others. It is more 

expected because MOHA Soft Drinks Industry S.C. is more of a production company than service 

provider. So most of the company’s work relay on mechanical and technical staff. Because of this 

manufacturing Process Management takes the lion share of the company work.   

 

As it is indicated in the table, there is moderate positive correlation between People Management 

and Continuous Improvement with a correlation coefficient of 0.646 (r= .646) Therefore, People 

Management and Continuous Improvement are moderately correlated. Table 4.6.A also depict 

there is positive moderate relationship between People Management and Customer Focus with a 

Pearson correlation coefficient of 0.557 (r=0.557). This correlation shows People Management has 

a significance relationship with Continuous Improvement and Customer Focus.   

 

On the other hand, the correlation test conducted on Supplies Quality Management and Continuous 

Improvement portrayed on the table 4.6.A indicate that there is very weak positive relationship 

with correlation coefficient of 0.197 (r=0.197). In addition, the correlation between Top 

Management Commitment and Supplies Quality Management is negligible with correlation 

coefficient of 0.081 (r=0.081) followed by the relationship Top Management Commitment and 

Process Management (r=.167) which can be labeled as very weak. 
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Generally the various elements of total quality management under this investigation have positive 

relationship to each other. The coefficient of the correlation of the six variables under this 

consideration ranges from .081 to .719, which indicates positive relationship. However, the finding 

differ from Haile (2016) and Gebremedhn (2016) an empirical research done about the extent of 

TQM implementation in Ethiopian manufacturing firms, and TQM Implementation and its impact 

on Organizational Performance in Effort manufacturing industries case study Ethiopia – Tigray 

State respectively. Their finding shows Top Management Commitment has a strong relationship 

with all except Supplies Quality Management. But in this study as the table 4.6.A displays, there 

is minimal positive relationship between Top Management Commitment and the other critical 

success factors.  
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CHAPTER FIVE 
 

5. CONCLUSION AND RECOMMENDATION 
 

5.1. Conclusion 
 

Based on the results of the study which were conducted on MOHA Soft Drink Industry S.C., with 

the primary objective of investigating the extent of TQM practices in the firm. Based on the 

respondents response, number of conclusions have been obtained.  

 

First, the majority of respondents agreed to the fact that the company practices of Total Quality 

Management is high and all the six critical success factors (CSFs) fall high and very high in the 

score range. When comparing the company TQM practice mean value with a survey done on TQM 

practice in Ethiopian manufacturing firms by Haile (2016), MOHA Soft Drinks Industry S.C. mean 

value is greater by 0.91. So it can be concluded that the company is on a good track on the 

implementation of TQM. However, the respondents also confirmed that the company has a 

relatively weak practice of People Management. Moreover, from the results, there is somewhat 

low transparency and ineffective appraisal system. In addition, the appraisal is not sufficiently 

supported by reward and recognition for employees. And the company also have relatively weak 

practice of measuring employee’s satisfaction. As far as the result shown, People Management 

practice is relatively weak in the firm. 

 

Second, the research concluded, there is a positive relationship between critical success factors of 

TQM. However, the significance level of the factors vary in a great deal form negligible to strong 

relationship. Process Management has relatively strong relationship with the other critical success 

factors in this particular company. Unlike other two researches conducted in Ethiopia with a 

similar critical success factors, the research come up with a minimal (somehow negligible) 

relationship between Top Management Commitment and other critical success factors. 

 

Finally, the research came across with a finding which shows relatively strong correlation between 

Process Management and other critical success factors. The predictable reason is MOHA Soft 

Drinks Industry S.C. is more of a production company than service provider. So most of the 

company’s work relay on mechanical and technical staffs. Because of this manufacturing Process 

Management has strong correlation with other CSFs.  
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5.2. Recommendation  
 

Based on the study results and conclusions drawn above, some recommendations are proposed as 

a means of alleviating the problems found. 

 

 The analysis of TQM implementation on MOHA Soft Drinks Industry S.C. can conclude 

that all critical success factors showed high and above practice. However in the current 

complex market, organizations need to work even more to survive and excel in this 

competitive market. 

 As the study indicate that People Management has been given comparatively lower 

emphasis than other factors. In order to reach ultimate goal of the company, which is to be 

first choice among consumers and obtainable throughout Ethiopian market, the company 

should work towards achieving all CSFs into significantly high level. Also the company 

needs to work on employees as the vision intended.    

 In order to foster organizational performance, it is also better for the organization to give 

more emphasis to Total Quality Management and its critical success factors.  

 

5.3. Suggestion for Further Study  
 

The present study has found the overall TQM practice with in the company has a high mean value. 

However, the research was limited to assess the effect of TQM on organizational performance. 

Therefore, its recommend for future research to study further on the effects of TQM on 

organizational performance of MOHA Soft Drinks Industry S.C.  
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Appendix 

 

DEBRE BIRHAN UNIVERSITY 

COLLEGE OF BUSINESS AND ECONOMIC 

 DEPARTMENT OF MANAGEMENT 
 

 

SURVEY QUESTIONNAIRE 
 

Dear respondents, the purpose of this questionnaire is to gather data on the extent of TQM 

implementation in MOHA Soft Drinks Industry S.C. in order to fulfill the University’s (Debre 

Birhan University) requirement set for awarding of Master of Business Administration. The study 

is purely for academic purpose and thus not affects you in any case. So, your genuine, frank and 

timely response is vital for successfulness of the study. Therefore, I kindly request you to respond 

to each items of the question very carefully.  

General Instructions  
 

 There is no need of writing your name  

 Where answer options are available please tick  ( ) in the appropriate box for section 1 

and section 2. 
 

Contact Address  
 

If you have any query, please do not hesitate to contact me and I am available as per your 

convenience at (Mobile: 09 12 07 03 78 or e-mail: rasseife@ gmail.com).  
 

Thank you for scarifying your precious time in advance! 
 

Section 1: Demographic Information  
 

1. Your position in the company ____________________________ 
 

 

2. Your department/work unit ____________________________ 

 

 

 

 

 



 

 

 

3. Educational Qualification:  
 

____ Grade 12 completed      ____ Certificate      ____College Diploma  

 

____First Degree     ____Second Degree and above  
 

4. Years stayed at the organization:  
 

____ Under 2 year ____ 2–5 years ____6–10 years ____over 10 years  

 

5. Has your company obtained a local or international quality award?  

          

       ____Yes    ____ No 

 

If yes, please specify: _________________  
 

If no, has your company plan to obtain quality award in short-term?  

             

       ____Yes    ____No 
 

Section 2: The factors of Total Quality Management   

In this section you are asked to take into account a number of statements of your view of the current 

status of the company. Please answer all questions by ticking in the boxes to indicate the extent to 

which you agree or disagree with each statement.    

 Statement  Strongly 

agree 

agree Indifferent Disagree Strongly 

Disagree 

 1. Top Management 

commitment  

     

1.  Top executives are actively 

involved in establishing and 

communicating the organization’s 

vision, goal, plans, and values for 

quality program.   

     

2. Senior executives anticipate change 

and make plans to accommodate it. 

     

3. Senior executive insist on accuracy 

and reliability of all information 

and communications with in the 

organization. 

     

4. Top management allocates 

adequate resources toward efforts 

to improve quality.  

     



 

5. Top management views quality as 

being more important than meeting 

product schedule.  

     

6. We have faith, trust and confidence 

in our managers and juniors would 

like to follow them as role models.    

     

7. Top management evaluated on 

quality performance.  

     

8. Top management pursues long-

term business success.  

     

9. All major department heads within 

our company accept their 

responsibility for quality.  

     

 2. Customer Focus      

1. Product/service design, 

development and delivery are based 

on meeting the needs of the 

customer.   

     

2. A wide variety of mechanisms for 

customers to contact the company 

easily and effectively (eg. Certain 

phone number, E-mail and website) 

are available.   

     

3. A wide variety of mechanisms for 

seeking and learning customers’ 

needs and expectations (eg. Focus 

groups, customer surveys, customer 

visits and review) are in place. 

     

4. Key customer requirement are 

identified. 

     

5. A complaints process and 

guidelines are 

established/complaints are properly 

recorded.  

     

6. Communication and training 

processes emphasize customer 

focus.  

     

7. We measure customer satisfaction 

on a regular base. 

     

8. Customer-focused strategies and 

approaches are continuously 

reviewed for further improvement.   

     

9. After-sales strategies are an 

important part of our business 

strategy.  

     



 

10. Customer relationships and 

partnerships are fostered. 

     

 3. People Management       

1. The selection and recruitment 

process in our company is effective 

(in terms of the objective and ‘right 

man for the right job’). 

     

2. Promotion and career development 

programmers emphasize quality 

management in the organization.  

     

3. The concept of the ‘internal 

customer’, i.e., the next person of 

process down the line and 

including all employees, is well 

understood at this company.  

     

4. Communication is open and 

continues in three directions: up, 

down and across.  

     

5. The company concentrates on 

ongoing development of personnel 

by establishing extensive training 

programs with all aspects of TQM.   

     

6. Training needs are assessed 

periodically. Training planes are 

developed and training budgets are 

allocated in the company.  

     

7. The company periodically 

implements quality activates such 

as Quality Circles, Quality 

Improvement Teams, or Suggestion 

Systems.  

     

8. Our Occupational Health and 

Safety practices are excellent.  

     

9. Employee satisfaction is formally 

and regularly measured.  

     

10. The company has made employees 

responsible for quality, encouraged 

to make suggestions, and in many 

cases, allowed to take action.   

     

11. The company uses a team approach 

that entails ideas generation, 

alternative evaluation and 

consensus building to solve 

problems. 

     



 

12. We have a transparent and effective 

appraisal system for recognizing 

and rewarding employees for their 

efforts. 

     

 4. Supplier quality 

management  

     

1. Our company has established long-

term co-operative relations with 

suppliers.  

     

2. Our company regards product 

quality as the most important factor 

for selecting suppliers (eg., quality 

rather than price or schedule). 

     

3. Our company always participates in 

suppliers activities related to 

quality. 

     

4. Our company always gives 

feedback on the performance of 

suppliers’ products. 

     

5. Our company has detailed 

information about supplier 

performance. 

     

6. Our company relies reasonably on 

few dependable suppliers. 

     

 5. Process Management       

1. Our company is kept neat and clean 

at all times. 

     

2. Production equipment is 

maintained well according to 

maintenance plan. 

     

3. Our company use quality data for 

process control and improvement. 

     

4. Our processes are designed in order 

to minimize the chance of 

employee error. 

     

5. We systematically conduct 

extensive benchmarking of other 

companies business processes. 

     



 

6. We have site-wide standardized 

and documented operating 

procedures. 

 

 

     

 6. Continuous Improvement      

1. This organization encourages 

continual study and improvement 

of all its products, services and 

processes. 

     

2. We frequently measure the product 

and process quality. 

     

3. We have a program aimed at 

finding time and cost losses in all 

internal processes.  

     

4. Our company uses quality tools 

(chart and diagrams) extensively 

for process control and 

improvement.   

     

5. Our company uses PDCA (plan-do-

check-act/adjust) cycle extensively 

for process control improvement.  

     

6. Our decisions regarding quality 

improvement always are based on 

objective data. 

     

7. The aim of evaluation is for 

improvement not for criticism.  

     

 

 

 

 

 

 

 

 

 

 

 

 



 

 

ደብረ ብርሃን ዩኒቨርስቲ 

የቢዝነስና ኢኮኖሚስ ኮሌጅ 

የማኔጅመንት ዲፓርትመንት 
 

 
የዳሰሳ መጠይቅ 

የተወደዳችሁ መላሾች፣ የዚህ መጠይቅ ዋና አላማ በደብረ ብርሃን ዩኒቨርስቲ በስራ አመራር ለሁለተኛ ዲግሪ ማሟያ ጽሁፍ 
በሞሃ የለስላሳ ኢንዱስትሪ  ሼር ኩባንያ ውስጥ ያለውን የአጠቃላይ የጥራት አስተዳደር ትግበራ በሚመለከት መረጃዎችን 
መሰብሰብ ነው፡፡ ጥናቱ ለትምህርታዊ አላማ ብቻ የሚያገለግል ሲሆን በምንም በኩል እርስዎን ሊጎዳ አይችልም፡፡ ስለሆነም 
ለጥናቱ መሳካት የእርስዎ ትክክለኛና ግልጽ ምላሽ ስለሚያስፈልግ እያንዳንዱን ጥያቄዎች በጥንቃቄ በማንበብ ምላሽ እንዲሰጡ 
በትህትና እጠይቃለሁ፡፡ 

አጠቃላይ መመሪያዎች፡ 

 ስምዎን መጻፍ አያስፈልግም፡፡ 

 የመጀመሪያውና የሁለተኛው ክፍል ላይ የእርስዎ ምርጫ ስለሚያስፈልግ ምርጫዎ ላይ የ ( ) ያስቀምጡ፡፡ 
 
አድራሻ 
በመጠይቁ ላይ ማንኛውም አይነት ጥያቄ ካልዎት በሚከተሉት አድራሻ  ያገኙኛል፡፡ 
ስልክ ቁጥር፡ 09 12 07 03 78 

ኢ-ሜይል፡ rasseife@ gmail.com 
ውድ ሰአትዎን ሰውተው ስለተባበሩኝ ከልብ አመሰግናለው! 

ክፍል 1. ግላዊ መረጃዎች 

1. በኩባንያው ውስጥ ያልዎት የስራ ድርሻ ____________________________ 

2. የሚሰሩበት ዲፓርትመንት/የስራ ክፍል  ____________________________ 
3. የትምህርት ደረጃ  

12ኛ ክፍል ያጠናቀቀ      ዲፕሎማ 
ሰርተፍኬት      የመጀመሪያ ዲግሪ 
 
ሁለተኛ ዲግሪና ከዚያ በላይ 

4. በኩባንያው ውስጥ ምን ያህል ጊዜ አገለገሉ? 
ከሁለት አመት በታች        ከ2-5 አመት  
 
 
ከ6-10 አመት       ከ10 አመት በላይ  

5. ኩባንያው አለም አቀፍ የጥራት ሽልማት አግኝቶ ያውቃል? 
አዎ       አይ 
 

ካለ ይጥቀሱ፡ _________________   

ከሌለ፣  ኩባንያው በአጭር ጊዜ ውስጥ ለማግኘት አቅዷል? 
አዎ      አይ  



 

 
ክፍል 2. የአጠቃላይ የጥራት አስተዳደር (Total Quality Management) ጉዳዮች 

በዚህ ክፍል የተለያዩ አረፍተ ነገረች አሉ፡፡ በኩባንያው ያዩትን ምልከታና አስተያየት በተሰጡት የመስማሚያ እና 
ያለመስማሚያ ደረጃዎች ላይ ምልክት በማድረግ ይግለጹ፡፡  

ተ.ቁ አረፍተ ነገሮች በጣም 
እስማማለሁ 

እስማማለሁ ገለልተኛ አልስማማም በፍጹም 
አልስማማም 

 1. ከፍተኛ አመራሮችን 
በተመለከተ  

     

1.  ከፍተኛ አመራሮች ጥራትን 
አስመልክቶ ራእይ፣ ግብና እቅድ 
በማውጣት አስተዋጽኦ አላቸው፡፡ 

     

2. ከፍተኛ አመራሮች ለውጥን 
የመተንበይና ለዚያም እቅድና 
ተነሳሽነት አላቸው፡፡ 

     

3. አመራሮች በኩባንያው ውሰጥ 
በሚያወጧቸው  ሁሉም መረጃዎችና 
ግንኙነቶች ላይ ግልጽና ትክክለኛነት 
ይታይባቸዋል ፡: 

     

4. ከፍተኛ አመራሮች ጥራትን ለማሻሻል 
በቂ ሀብትና አቅምን መድበዋል፡፡ 

     

5. ከፍተኛ አመራሮች ምርትን በጊዜ 
ከማድረስ በበለጠ ጥራት አስፈላጊ 
መሆኑን ያምናሉ፡፡  

     

6. ከፍተኛ አመራሮች እምነት 
የሚጣልባቸውና ለበታቾችም አርአያ 
ናቸው፡፡ 

     

7. ከፍተኛ አመራሮች በጥራት አፈጻጸም 
ላይ ይገመገማሉ፡፡ 

     

8. ከፍተኛ አመራሮች ኩባያውን ለረጅም 
ጊዜ ስኬታማ ለማድረግ ይሰራሉ፡፡ 

     

9. በኩባንያው ውስጥ ያሉ ሁሉም የስራ 
ክፍል (የዲፓርትመንት) ሃላፊዎች 
በጥራት በኩል ሃላፊነታቸውን 
ይወጣሉ፡፡  

     

 2. ደንበኛን በተመለከተ      

1. ምርትና አገልግሎትን የማቀድ፣ 
የማሳደግና የማቅረብ ሂደቱ 
የደንበኞችን ፍላጎት ማሟላት ላይ 
የተመሰረተ ነው፡፡ 

     

2. ደንበኞች ኩባንያውን በቀላሉ 
እንዲያገኙ በማሰብ የተዘጋጁ (እንደ 
ስልክ፣ ኢ-ሜይልና ድረ ገጽ የመሳሰሉ) 
የመገናኛ ዘዴዎች አሉ፡፡ 

     

3. የደንበኞችን ፍላጎትና ግምት ለመረዳት 
የተዘጋጁ (እንደ የደንበኞች ዳሰሳ ፣ 
የደንበኞች ጉብኝትና ቅኝት እና 

የትኩረት ቡድን ) የመሳሰሉ ዘዴዎች 
አሉ፡፡  

     



 

4. ዋና ዋና የደንበኞች ፍላጎት 
ተለይተዋል፡፡ 

     

5. የደንኞች ቅሬታ በአግባቡ 
የሚመዘገብበት መመሪያና ሂደት አለ፡፡ 

     

6. ውይይቶችና ስልጠናዎች ለደንበኞች 
ትኩረት አጽንኦት የሰጡ ናቸው፡፡ 

     

7. የደንበኞችን እርካታ የምንለካበት 
መደበኛ አሰራር አለ፡፡ 

     

8. ደንበኞች ላይ ያተኮሩ ፖሊሲዎች 
ለበለጠ መሻሻል ሲባል በየጊዜው 
ይታያሉ፡፡ 

     

9. ከሽያጭ በኋላ በሚመለከት ያሉ 
ፖሊሲዎች ከኩባንያው ዋና 
ስትራቴጂዎች ውስጥ አንዱ ነው፡፡ 

     

10. በኩባንያው ውስጥ የደንበኞች 
ግንኙነት ይበረታታል፡፡ 

     

 3. የሰው ሀብት አመራር      

1. የኩባንያው የስራ ቅጥርና መረጣ 
የኩባንያውን ግቦች በማሳካት ረገድ 
(ማለትም ትክክለኛውን ሰው 
ለትክክለኛ ስራ በመመደብ) 
ውጤታማ ነው፡፡   

     

2. የስራ ድርሻና እድገት ፕሮግራሞች 
ሲወጡ የጥራት አመራርን በተመለከተ 
አጽንኦትየሰጡ ናቸው፡፡  

     

3. በኩባንያው ውስጥ ያሉ  ሰራተኞች 
የውስጥ ደንበኝነትን ሃሳብ 
ይረዱታል፡፡ 

     

4. በኩባንያው ውስጥ ወደላይ፣ ወደታችና 
ወደጎን የሚደረጉ ውይይቶች ክፍትና 
ቀጣይነት ያላቸው ናቸው፡፡  

     

5. ኩባንያው የሰውን ብቃት ለማሳደግ 
የአጠቃላይ ጥራት አመራርን ግምት 
ውስጥ በማስገባት ተከታታይ 
ስልጠናዎችን ለመስጠት ትኩረት 
ያደርጋል፡፡ 

     

6. የስልጠና ፍላጎቶች በየጊዜው 
ይገመገማሉ፡፡ የስልጠና እቅድና በጀት 
ይመደባሉ፡፡ 

     

7. ኩባንያው የጥራት መቆጣጠሪያ 
ስልቶችን -ማለትም የጥራት ማሻሻያ 
ቡድን ፣ የምክክር ስርአት አንድ 
ለአምስት የመሳሰሉትን በየጊዜው 
ይጠቀማል፡፡  

     

8. በኩባንያው ውስጥ ያለው የስራ 
ደህንነትና ጤና አጠባበቅ ልምድ 
በጣም ጥሩ ነው፡፡  

     

9. የሰራተኞችን እርካታ በመደበኛነት 
እንለካን፡፡ 

     



 

10. ኩባንያው ሰራተኞች በጥራት በኩል 
ሃላፊነት እንዲሰማቸው፣ መሻሻሎችንና 
እርምጃዎችን እንዲወስዱ የሚበረታቱ 
ናቸው፡፡  

     

11. ኩባንያው ችግሮችን ለመፍታት የሃሳብ 

ማመንጫ, አማራጭ ግምገማ እና 
የስምምነት ግንባታ ያካትታል፡፡ 

     

12. ኩባንያው ለሰራተኞች ብቃት 
እውቅናና ሽልማት የሚሰጥበት 
ግልጽና ስኬታማ የግምገማ ስርአት 
አለው፡፡  

     

 4. የአቅራቢዎች የጥራት ቁጥጥር      

1. ኩባንያው ከአቅራቢዎች ጋር የረጅም 
ጊዜ የትብብር ግንኙነት ፈጥሯል፡፡ 

     

2. ኩባንያችን ዐቅራቢዎችን ለመምረጥ 
ከዋጋና ከጊዜ በላይ ለምርት ጥራት 
ቅድሚያ ይሰታል፡፡ 

     

3. ኩባንያችን በአቅራቢዎች የምርት 
ጥራት ላይ ተሳትፎ ያደርጋል፡፡ 

     

4. ኩባንያችን ሁልጊዜም ለአቅራቢዎች 
የምርት ጥራት አስተያየት ይሰጣል፡፡ 

     

5. ኩባንያችን ስለ አቅራቢዎች አፈፃፀም 
ዝርዝር መረጃ አለው፡፡ 

     

6. ኩባንያችን በአቅራቢዎች ላይ 
ምክንያታዊ የሆነ እምነት አለው፡፡ 

     

 5. የአሰራር/የሂደት አመራር      

1. ኩባንያችን ሁልጊዜም ንፁህ ነው፡፡      

2. የማምረቻ መሳሪያዎቻችን በጥገና 
እቅዱ መሰረት በየጊዜው ጥገና 
ይደረግላቸዋል፡፡ 

     

3. ኩባንያችን ለሂደቱ ቁጥጥር እና ማሻሻያ 
ጥራት ያለው መረጃ ይጠቀማል፡፡ 

     

4. የአሰራር ሂደቶች በሰራተኞች ሊፈፀሙ 
የሚችሉ ስህተቶችን ለመቀነስ ታስበው 
የተዘጋጁ ናቸው፡፡ 

     

5. ከሌሎች ኩባንያዎች የንግድ ሥራ 
ሂደቶችን በተጓዳኝ ሁኔታ 
እንመራለን፡፡ 

     

6. በአጠቃላይ በመደበኛ ሁኔታ የተዘጋጁ 
እና በሰነድ የተያዙ የአሠራር ሂደቶች 
አሉን፡፡ 

     

 6. የተከታታይ ማሻሻያ      

1. ኩባንያው ለሁሉም ምርት፣ 
አገልግሎትና አሰራር መዳበር 
ተከታታይ ጥናቶችና መሻሻሎች 
እንዲሰሩ ያበረታታል፡፡ 

     

2. ኩባንያው በየጊዜው የምርትና የአሰራር 
ጥራትን ይፈትሻል፡፡ 

     

3. ኩባንያው በውስጣዊ አሰራር ወቅት 
የሚያጋጥም የጊዜና  የሃብት ወጪን 

     



 

የመቀነስ ግብ ያለው ፕሮግራም 
አለው፡፡ 

4. ኩባንያችን ለቁጥር መቆጣጠሪያ እና 

ማሻሻያ ጥራትን (ሰንጠረዥ እና 

ንድፎችን) በስፋት ይጠቀማል፡፡ 

     

5. የኛ ኩባንያ ለሂደቱ መቆጣጠሪያ 

ማሻሻያ (በማቀድ-መስራት-መፈተሽ / 

ማስተካከል) ይከተላል፡፡ 

     

6. የጥራት ማሻሻልን በተመለከተ 
የምናደርጋቸው ውሳኔዎች ጥሩ ዓላማ 
ላይ የተመሰረቱ ናቸው፡፡ 

     

7. የግምገማው ዋና አላማ ለትችትና 
ለነቀፌታ ሳይሆን ለመሻሻል ነው፡፡  

     

 

 


