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Abstract

Total Quality Management (TQM) has become the preferred approach for improving productivity in organizations and the concept of work engagement
has emerged due to the focus on optimal functioning in the work context. The purpose of this non-experimental quantitative study is to determine which
domain of Total Quality Management using Baldrige Education Criteria best influences work engagement. The 182 permanent non-teaching staff of
University of Southern Mindanao, Kabacan, Cotabato were chosen as respondents using universal sampling technique. Results revealed that there
were high levels of employees’ feelings both towards the two measures which are the TQM and employee engagement. Further, findings showed that
there was a significant relationship between measures and among the indicators of TQM, only leadership best predicts employees’ work engagement.
The study concluded that leadership is a key element for institution to shape its’ future towards achieving the vision of making employee engaged and

productive.
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Introduction

Organizations have acknowledged a reported
downward spiral rates of commitment around the world.
More than 80 percent of employees feel disconnected and
43 percent consider quitting their employment (Gallup,
2013), the recent statistics disclosed. In view of the fact that
people spend more than a third of their life at their job
committing  themselves mentally, physically and
psychologically, this shows that staff are no longer satisfied
with traditional reward schemes and want to feel valued
and appreciated by other leadership approaches (Hoole &
Hotz, 2016). Given the significance of engagement from an
organizational and individual point of view, it is evident
that serious fluctuations in the level of engagement can
possibly have severe implications for organizational results
(Oliver, 2012) such as increase absenteeism, unproductive,
upsurge turnover rate and dissatisfaction as has been
observed in several studies.

The concept of work engagement has emerged due to
the focus on optimal functioning in the work context
(Bambale, 2014). Critical to both staff and employers is the
commitment to work (Hoole & Hotz, 2016). Since, an
engaged employee is one of the keys to unlocking increased
profitability to the employers’ advantage. The chain

reaction is when a team is fully engaged that it works with
more focus, energized, resilient, inspired and determined
which produces more quality work leading to a more
happy and satisfied customers (Chandrasiri, 2017). Quality
is vital for organizational success. According to Singh and
Ahuja (2015) Total Quality Management (TQM) is basically
a management  viewpoint, and becomes the desired
approach to enhancing organizational quality and
productivity. Moreover, Graham and Owusu (2015)
illustrated TQM as a participatory system that empowers
all staff within the organization to take accountability for
enhancing performance. TQM’s nature is reflected in the
criteria used in the Malcolm Baldrige National Quality
Award (MBNQA) criteria that the nature of TQM is
reflected.

Also, Ali (2013) proposed that TQM’s primary benefit
is to enhance outcome quality to increase the quality of
outcomes for both customers and employees. The issue of
higher education quality is becoming increasingly
important in national strategies (Jarvis, 2014). In fact, in the
Philippines, several policies have been implemented with
regard to Quality. The basis of these policies is Section 1 of
Article 14 of the 1987 Philippine Constitution and CHED
Memorandum Order No. 46, Series of 2012.
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Subsequently, TQM therefore focuses not only on product
quality, but also on employee quality. Indeed, most
effective implementation of TQM depends strongly on
modifications in the engagement of staff as seen in their
attitudes and operations (Adjei & Mensah, 2016). The
employees who are affected most directly are those who are
the agents of change in implementing TQM (Simmelink,
2012) or other programs for continuous quality
improvement (Muthukumar, 2013).
Arunachalam and Palanichamy (2017), TQM procedures
generate beneficial impacts on staff by enhancing their
satisfaction and commitment and enhancing their
organizational efficiency as elements of work engagement.
Indeed, many organizations that have implemented
quality-management methods have encountered an
enhancement in work engagement, especially with regard
to employee attitude, engagement and efficiency (Rao,
2017). Thus, Tate (2015) stated that the relationship of the
two constructs (TOM & work engagement ) have been
given little regard by most institutions.

Nowadays, poor result in performance ratings at
University of Southern Mindanao (USM) among non-
teaching staff compared to teaching force are observed
wherein the staff were not energized, less inspired and get
distracted while working. However, despite the many
studies conducted showing the influences of TQM towards
engagement of employees in relation to work (Hoole &
Hotz, 2016; Zahari & Zakuan, 2016; & Arunachalam &
Palanichamy, 2017), the researcher has not come across of
the same sort published in the Philippines especially in
State Universities and Colleges (SUC'’s).

Besides, with the critical levels of engagement and high
level of employee disconnection, organizations therefore
need to discover methods to motivate staff and increase
their level of engagement. = With all these setups, the
researcher is keenly interested in knowing the strongest
predictors of work engagement. Moreover, this research
could provide a helpful additive to the work engagement
literature and would be beneficial to any academic
institution in solving organizational problems and issues
such as increasing turnover, emotionally and mentally
detached and vulnerable employees.

According to

Objectives of the Study

This study aimed to determine which domain of Total
Quality Management best influences employees’ work
engagement. Specifically, it aimed to attain the following
objectives:

1. To assess the level of employees’ feelings concerning
total quality management in terms of:

1.1 leadership;
1.2 strategic planning;
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1.3 student, stakeholder and market focus;

1.4 measurement, analysis, and knowledge management;
1.5 faculty and staff focus;

1.6 process management; and

1.7 results.

2. To ascertain the level of employees” work engagement in
terms of:

2.1 vigor;

2.2.dedication; and

2.3 absorption.

3. To determine the significance on the relationship
between total quality management and employees’ work
engagement.

4. To establish which domain of total quality management
best influences employees” work engagement.

Theoretical Framework

The conceptualization of management approaches
interaction is based on systems theory (Wubbels & Levy,
1993). The key concept of this theory rests on the view of
circularity which means that all elements of the scheme are
interconnected.
interactions such as those identified domain of TQM can be
defined as input and output such as those recognized as
gauges of work engagement of matter, thus, any
modification in one portion of the scheme will result in
modifications in other components of the scheme affecting
the first portion, and so. In addition, the goal-directed
conduct characterizes modifications observed in the system
state referring to stakeholders that are components of TQM.
Therefore, a scheme is considered to be organized in terms
of the objective that can be understood to be the attitude

It denotes that system-environment

towards work can be assumed to show reverse
connectedness.

A quality management system (QMS) as output of
TQM is labeled by the interactions between its parts (the
seven BEC for performance excellence) and the connection
that this system has with its employee-related setting and
its reaction whether involved or otherwise. One or more of
these interactions can be influenced when modifications are
made in TQM thru QMS. Systemic change, however, is an
extensive method where, in order to be effective, a basic
change in one aspect of TQM needs basic modifications in
other dimensions of work engagement so as to become
rewarding (Zubair, 2013).

Thus, the theory of systems is a universal, general
theory that indicates an attitude to organizational strategy
(designing the organization to fit the surroundings) without
carefully defining how to do it, but as long as stakeholders
are notable among the research carried out for this purpose.
They examined the application of system theory and found
that the match between strategy and environment as
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components of TQM was related to employee satisfaction
as an end product of work engagement (Javanmardi & Liu,
2019).

In support to the proposition of Wubbles and Levy (1993),
Gozukara and Simsek (2016) studied the link of leadership
as one element of TQM and part of the organization system,
that inspired subordinates to exhibit performance beyond
the expectations and support that encouraged freedom of
capabilities positively affected employee work engagement
thru performance rating and output. Affirmative attitudes
by leaders practicing authentic leadership inspired
confidence in the followers to overcome internal and
external challenges through innovation. This means that
TOM positively correlates with work engagement. In
addition, the admiration, trust, confidence, and respect
from followers as a manifestation of the presence of
implemented TQM in the system as stimulated engagement
characteristics of employees where autonomy resulted in
positive outcomes from personal efforts. Understanding
the relationships between the leader and follower defines
the physical, cognitive, and emotional roles that effect the
work engagement and social support of the organization.
Accordingly, employees who lack the resources as elements
of TQM in the system and their role to the whole
organization are least likely to invest into the energy and
obligation in a specific role for a better output as a result of
an engaged employee to work.

Nonetheless, Almutawa et al. (2015) also studied the
link of providing employees with the necessary TQM
practices like trainings, to that of employees work
engagement. When the level of employees’ motivation
escalates, performance within the organization will also
enhance. Seemingly, Hashemi et al. (2015) also appears to
have created a connection between the two policies stating
that having access to learning, development and
advancement possibilities within the organization, which
are all variables of TQM, plays a main role in employee
satisfaction and productivity as end product of work
engagement. Those with access to these possibilities in
their employment are more driven, engaged or connected
and innovative. Employees in low-opportunity positions,
on the other hand, are defined as stuck in their job
characterized by disengagement, leading in reduced career
aspirations and reduced levels of organizational
commitment or engagement.

Methodology

This research utilized a non-experimental, quantitative
design using correlation techniques. Correlation was used
to determine the degree to which two variables were
connected and to check whether the population as a whole
has a linear connection between the factors (Berwick &
Ross, 2011). This technique was useful in this research to
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test the connection between Total Quality Management and
Work Engagement. One of the fundamental problems in
choosing how to perform a study is to first identify the
suitable study design to achieve the specified objectives of
the suggested research (Omair, 2015) in determining the
methodology. Further, Stephen (2016) added that
descriptive data do not always naturally happen in a
Questions are not immediately
quantifiable but it can turn them into quantifiable questions
and responses.

This study was conducted at University of Southern
Mindanao (USM), Kabacan, Cotabato. In the selection of the
182 respondents of the study, universal sampling technique
was used. This was employed because the researcher
considered the population of permanent non-teaching staff
of the University which has only a total of 182 permanent
non-teaching staff. The researcher also applied such
method since the number of permanent non-teaching staff
is too small to consider only. Further, Omair (2015) said
that universal sampling is best suited if there is a moderate
sample and entire investigation is expected to yield
accurate information.

Besides, Fraenkel, Wallen, and Hyun (2013) added
that 100 is enough for a descriptive research, therefore, 182
as the total respondents is sufficient to reach the goal. The
researcher used the standardized survey questionnaire
adapted from Wright (2005) for the Total Quality
Management instrument and Schaufeli and Bakker (2003)
for the employee work engagement instrument. The
questionnaire was submitted for approval and validation
by the panel of experts and it has a good validity index.
The said questionnaire was also subjected to pilot testing on
thirty contract of service non-teaching employees not
included in the research. Cronbach Alpha findings were
983 and .932, respectively, for both independent and
dependent variables. The findings confirmed reliability of
the items in the questionnaire.

The survey questionnaires included two components
to be answered by the employees. The first part was
designed to determine the amount of agreement as to how
they feel on the basis of Baldrige Education Criteria (BEC)
implementation of Total Quality Management (TQM). It
has seven indicators with a total number of 40 item
statements. The second part aimed to measure the level of
employee’s work engagement. It has 17 items equally
distributed to the three indicators namely wvigor aspect,
dedication aspect and absorption aspect.  The survey
questionnaire were checked by five experts to confirm its
validity. The respondents answered the questionnaires by
simply putting a check mark on the desired number that
correspond to their personal knowledge and experience
stipulated in the questionnaire. Ethical issues and concerns
were also observed.

numerical way.
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Results and Discussion

The general mean score obtained of employees’
feelings towards Total Quality Management is 3.87
described as high and the standard deviation is 0.53. This
implies that the TQM is oftentimes observed. The high
level of employees’ feelings towards Total Quality
Management among employees’ of University of Southern
Mindanao (USM) is due to the high rating given by the
respondents on student, stakeholders and market focus;
measurement, analysis and knowledge management; and
faculty and staff focus. The employees in these state
university manifest that management approach on such
aspect is often felt. There is a high employees’ feelings
towards management approach concerning students as
customers. Thus, requirements and expectations of
customers should be regularly examined by the USM
Administration. Further revealed that top management
reviews processes and performances thru employees to
achieve its objective and to react to external changes.
Besides, employees felt that management is exploiting
various approaches on managing all those actively
involved in accomplishing the work.

This findings is congruent to the views of various
authors (Donlagic & Fazlic, 2015; Reich, et al., 2016; Bulsara
& Thakkar, 2015, Mohammad, 2014; Zahari & Zakuan,
2016) who pronounced that employees feelings towards
TQM would be increased by valuing students as important
assets and provision of quality should be delivered.
Therefore, students must be satisfied since satisfaction is
one of the measurements of quality and employees must be
trained to understand the flow of organizations for them to
know that their actions make them attached. Thus, quality
philosophy should be upheld by each and everyone in the
institution.

Employees” Work Engagement

The other variable considered in this study is work
engagement with an overall mean score of 3.96 described as
high and its standard deviation is 0.74. This implies that the
employees’ work engagement is oftentimes manifested.
Among the three indicators, dedication has a very high level.
The high level of work engagement among non-teaching
staff employees of USM is due to employees who find work
full of meaning, proud on the work they do, they feel
bursting with energy, making them continue working for
very long periods at a time. They feel like going to work
and always persevere even when things do not go well.
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The employees in this institution felt vigorous, dedicated
and absorbed. This means that they find it difficult to
detach themselves from their job and made them feel
happy, carried away and immersed while performing their
work.

This findings is parallel to the views of the authors
(Hoole & Hotz, 2016; Togia, 2014; BlessingWhite, 2012) who
manifested that employee work engagement would be
increased by making employees’ job more challenging, tap
organizational leaders as one component of TQM who has
the potential to influence workforce and made them
vigorous in the delivery of services. Additionally, TQM is
one of the most essential elements for determining
employees’” predispositions to work engagement as well as
enhances employees’ motivation. Once employees’ are
engaged, they are fully aligned with the goals and
objectives of the organization with the aim of going beyond
the sense of commitment.

Correlation between Measures

The variables relationship test shows an important
connection between Total Quality Management and work
engagement that contributes to the study’s null hypothesis
being rejected. This means that the engagement to work
depends somehow on Total Quality Management. Further,
it also means that the leadership approach is related to
employees attachment to work. Leadership as indicator of
TOM is related to work engagement. This implies that
leadership has to do with work engagement.

Additionally, strategic planning as indicator of TQM is
linked to work engagement. This implies that strategic
planning as a management approach has to do with work
engagement. Also, student, stakeholder and market focus as
indicator of TQM is associated to work engagement. This
signifies that student, stakeholder and market focus as a
management approach have something to do with work
engagement. Moreover, measurement, analysis and knowledge
management as indicator of TQM is related to work
engagement. This denotes that measurement, analysis and
knowledge management as a management approach
contributes to employees” work engagement. Faculty and
staff focus, on the other hand, as domain of TQM is
correlated to work engagement. This indicates that faculty
and staff focus as a management approach is related to
work engagement. Besides, process management as indicator
of TQM is associated to work engagement. This connotes
that process management as a management approach has
to do with work engagement. Result as indicator of TQM is
linked to work engagement. This signifies that result as a
management approach influences work engagement.

The findings are parallel to the concept of Gozukara et
al. (2010) who stated that the administration approach
towards quality and development has a positive impact on
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work engagement than any reward. While, Rao (2017)
added that when applied, TQM procedures have a positive
effect on the empowerment of employees. The declaration
postulated that looked at a good
cooperation in life and engaged top management. And this
empowerment can lead to enhance engagement and job
satisfaction, better choices and better results as claimed by
Yunis et al. (2013). In addition, Clark (2016) supported that
by providing employees with the required training,
learning development leads to improved
organizational and work engagement.
Consequently, Hashemi et al. (2015) also agreed that access
to having access to opportunities for learning, growth and
advancement plays a main role in the fulfillment and
productivity of the workforce. Those with access to these
possibilities in their employment are more driven, engaged
and innovative. In comparison, low-possibility workers are
defined as being stuck in their employment, leading to
reduced aspirations.

empowerment

and
efficiency

Influence of TQM on Employees’ Work Engagement

Shown in Table 1 is the regression analysis of TQM on
employees” work engagement. Among the seven indicators
of TQM, only Leadership and Results with significant value of
.009 and .032 respectively revealed substantial influence on
employees work engagement. However, only Leadership
best predicts work engagement with the lowest significant
value of .009.

Table 1
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The computed R?value is .341 which means that 34.1%
of the variance of employees work engagement can be
explained by the variance of TQM. This means further that
65.9% 1is attributed to other variables not covered in this
study. As revealed in the F value of 12.856 with a
probability value of .000 which is lower than 0.05 level of
significance set in this study suggesting that Total Quality
Management significantly influences employees work
engagement, hence, the null hypothesis is rejected.
Furthermore, the results revealed that the best predictor for
work engagement is leadership having the higher
unstandardized Beta coefficient of .333.

The findings corroborate with the idea of Anagnoste
(2017) that a strong leadership is the cause of successful
firm is a powerful management, particularly in terms of
excellent quality system functioning. Further, Black (2015)
contend that even in the field of music, leadership is a
pervasive and important theme. Likewise, United States
Merit System and protection Board-US MSPB (2015)
confirms that leadership is one of the most significant and
vital components
employees to work, while at the same moment improving
employee motivation and reducing turnover. Alias and
Aris (2016) opined that increase quality outcomes
characterized by greater productivity as element of work
engagement for both customers and employees’ is the main

advantage of TQM.

in determining predispositions of

Regression Analysis of the Influence of TQM on Employees” Work Engagement

Employees” Work Engagement

Total Quality Management

B T Sigq.

(Indicators) B '8
Leadership .333 .280 2.646 .009*
Strategic Planning .067 .076 .859 .392
Student, Stakeholder -.095 _076 _771 44D
and Market Focus
Measurement,
Analysis and 130 .105 979 329
Knowledge
Management
Faculty and Staff -.033 -.028 -303 762
Focus
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Process Management 070 067 769 443
Results .300 231 2.168 .032*
R .584
R2 341
F 12.856
0 .000
*p<.05
Conclusion The researcher acknowledges the Almighty God as the

Conclusions are drawn in consideration of the results
of the study. The findings support the theoretical
assumptions of significant relationship between TQM and
work engagement of respondents and affirm that there is a
specific domain in TQM that can predict employees work
engagement. Seemingly, the study concludes that TQM
particularly leadership of top management can make
employees attached to work. This is articulated from the
statements of Ahmade (2013) that strategy is seen as a
system/process that should generate the culture of complete
dedication to vision and mission in the staff. TQM should
go beyond manufacturing activities and involve all
employees in the organization as individuals are the
efficient instruments that can be easily used in conversion.
The result of the study confirms the systems theory of
Wubbels and Levy (1993) which stated that all aspects of
the system are linked. This means that leadership is
considered as part of the organization system who inspired
exhibit beyond the
expectations thru performance rating and output and that
any change or decision made by a leader always affect
other unit/s or output.

Thus, this study implies that leadership is a key
element for any organization to shape the future and guide
organizational members towards achieving the vision of
making employees engage in order to have better results
since success of quality system was largely due to a strong
leadership.

subordinates  to performance

Acknowledgement

This thesis represents a significant achievement for the
researcher during her Master's Degree. She expresses
gratitude to various individuals and entities:

ultimate source of strength and inspiration. The
Commission on Higher Education (CHED) for providing
scholarship support through the K to 12 Transition
Program. Several individuals including Dr. Vicente
Montano, Prof. Joel Tan, Dr. Ana Raissa Trinidad, Dr.
Marvin Cruz, and Dr. Renante Genuba for their valuable
comments during the manuscript's
revision. They also assisted with statistical analysis and
explanations. Dr. Maria Joycelyn Banlasan, her thesis

adviser, for providing guidance and support.

and  suggestions

Dr. Francisco Gil N. Garcia for granting permission to
conduct the study at the University of Southern Mindanao
(USM) and to all permanent non-teaching staff at USM who
participated as respondents. The researcher's father, Cesar
Espinosa, for being a constant source of encouragement and
emotional strength. Jun Magallon, the researcher's life
partner, for teaching her resilience and acceptance. The
researcher's children, Jam, Honey, Sweet, Kendy, and
Choco, for their understanding, prayers, and unwavering
love.

References

Abdalkrim, G. M. (2013). The impact of strategic planning
activities on private sector organizations performance in
Sudan: An empirical research. International Journal of
Business and Management, 8(10), 134-143.
doi:10.5539/ijbm.v8n10p134

Adams, D. (2013). Creating a new learning community: A
case study of school leaders' perceptions of the baldrige
performance their
implementation in a suburban school district (Order No.
3567735).

criteria  for excellence  and

Retrieved from

GSJ© 2023
www.globalscientificjournal.com



GSJ: Volume 11, Issue 8, August 2023
ISSN 2320-9186

https://search.proquest.com/docview/1420355971?accountid
=31259

Ahmade, K. (2013). The relationships between ethical
climates, ethical ideologies and organisational commitment
within Indonesian higher education institutions. Journal of
Academic Ethics, 9(1), 43-60.
doi:http://dx.doi.org/10.1007/s10805-010-9122-z

Aladwan, S. A, & Forrester, P. (2016). The leadership
criterion: Challenges in pursuing excellence in the
Jordanian public sector. TQM Journal, 28(2), 295-316.
Retrieved from
https://search.proquest.com/docview/1764084942?accountid
=31259

Ali, 1. (2017). ‘Connotation of employees empowerment
emerging challenges’, European. Journal of Social Sciences,
22(4), 556-564.
https://search.proquest.com/docview/1496062291?accountid
=31259

Retrieved from

Ali, M., Mohammad, A. & Mosadeghrad, K. (2014).
Essentials of total quality management: a meta analysis.
Journal of Health Care Quality Assurance, 27, 544-558.
Retrieved from
http://www.worldresearchlibrary.org/up_proc/pdf/513-
147938297701-06.pdf

Ali, M. M. (2013). Obstacles to TQM success in health care
systems. International Journal of Health Care Quality
Assurance, 26(2), 147-73.
doi:http://dx.doi.org/10.1108/09526861311297352

Alias, A. B. & Aris, M.]. (2016). ‘Total quality management
and performance in substance abuse treatment centers’.
Health Services Research Journal, 45(6), 1630-1650.
Retrieved from
https://www.researchgate.net/publication/264821482_The_i
mpact_of_total_quality_management_practices_on_employ
ee_empowerment_in_the_healthcare_sector_in_Saudi_Arab
ia_A_study_of_King_Khalid_Hospital

Almutawa, Z., Muenjohn, N., & Zhang, J. (2015). Unlocking
the black box of the conceptual relationship between HRM
system and organizational performance. The Journal of
Developing  Areas, 49(6), 413-420. Retrieved from
https://search.proquest.com/docview/1747257670?accountid
=31259

Al Nahyan, M. T., & Abdel All, S. F. (2017). Key enablers of
effective  implementation of TQM in royal jet
airways. Advances in Decision Sciences, 10.
doi:http://dx.doi.org/10.1155/2017/3197585

1060

Alsaad, A. M. (2016). Investigating the effects of employee
engagement on the employee's career commitment and
retention in the manufacturing industry (Order No.
10246045).
https://search.proquest.com/docview/1884772731?accountid
=31259

Retrieved from

Anagnoste, S. (2017). Leadershipul transformare in mediile
de afaceri emergente, Bucuresti Teza de doctorat
(Transformational leadership in emerging business
environments, Bucharest, Doctoral Thesis). Retrieved from
https://search.proquest.com/docview/1736085327?accountid
=31259

Arunachalam, T., & Palanichamy, Y. (2017). Does the soft
aspects of TQM influence job satisfaction and commitment?
An empirical analysis. TQM Journal, 29(2), 385-402.
Retrieved from
https://search.proquest.com/docview/1870895799?accountid
=31259

Balashova, E. S., & Gromova, E. A. (2017). TQM as one of
the drivers of Russian industrial sector. Calitatea, 18(159),
50-53. Retrieved from
https://search.proquest.com/docview/1927143440?accountid
=31259

Bambale, A. J. (2014). Principal self-efficacy and work
engagement: Assessing a Norwegian principal self-efficacy
scale. Social Psychology of Education: An International
Journal, 14(4), 575-600. doi:http://dx.doi.org/10.1007/s11218-
011-9160-4

Bani, M. S. (2013). New kind of leadership. Retrieved from
https://www.insidehighered.com/advice/2012/08/08/essay-
leadership-higher-education.
doi:10.1016/j.polsoc.2014.09.003

Bauman, A. H. (2014). ‘Employee empowerment and job
satisfaction: A case study of RC and SABIC in the Kingdom
of Saudi Arabia’. International Employment Relations
Review, 17(1), 21-39. Retrieved from
https://search.proquest.com/docview/1870895799?accountid
=31259

Berwick, N., & Ross, R. (2011). A strategic approach to
managing customer service quality.Journal of Service
Science (Online), 4(2), 17.
https://search.proquest.com/docview/1418717184?accountid
=31259

Retrieved from

Black, S. (2015). Qualities of Effective Leadership in Higher
Education. Open Journal of Leadership, 4, 54-66. Retrieved

GSJ© 2023
www.globalscientificjournal.com


https://search.proquest.com/docview/1420355971?accountid=31259
https://search.proquest.com/docview/1420355971?accountid=31259
https://search.proquest.com/docview/1764084942?accountid=31259
https://search.proquest.com/docview/1764084942?accountid=31259
https://search.proquest.com/docview/1496062291?accountid=31259
https://search.proquest.com/docview/1496062291?accountid=31259
http://www.worldresearchlibrary.org/up_proc/pdf/513-147938297701-06.pdf
http://www.worldresearchlibrary.org/up_proc/pdf/513-147938297701-06.pdf
https://search.proquest.com/docview/1870895799?accountid=31259
https://search.proquest.com/docview/1870895799?accountid=31259
https://search.proquest.com/docview/1927143440?accountid=31259
https://search.proquest.com/docview/1927143440?accountid=31259
https://www.insidehighered.com/advice/2012/08/08/essay-leadership-higher-education
https://www.insidehighered.com/advice/2012/08/08/essay-leadership-higher-education
https://search.proquest.com/docview/1870895799?accountid=31259
https://search.proquest.com/docview/1870895799?accountid=31259

GSJ: Volume 11, Issue 8, August 2023
ISSN 2320-9186

from http://www.scirp.org/journal/ojl
http://dx.doi.org/10.4236/0j1.2015.42006

BlessingWhite, C. (2012). The engagement equation:
Leadership strategies for an inspired workforce. Hoboken,
New Jersey. John Wiley & Sons.

Bradley, T. (2014). “Using the fuzzy multi-criteria decision
making approach for measuring the possibility of
successful knowledge management”. Information Sciences,
179, 355-70.

Bulsara, M., & Thakkar, H. (2015). Customer feedback-
based product improvement: A case
study. Productivity, 56(1), 107-115. Retrieved from
https://search.proquest.com/docview/1701846523?accountid
=31259

Chandrasiri, S. (2017). An ideal hospital. Leadership in
Health Services, 30(3), 263-271. Retrieved from
https://search.proquest.com/docview/1917620310?accountid
=31259

Chen, C. (2016). ‘The effect of TQM practices on employee
satisfaction and loyalty in government’. Total Quality
Management, 21(12), 1299-1314.  Retrieved from
https://search.proquest.com/docview/1699539685?accountid
=31259

Clark B. (2016). “The importance of soft factors for quality
improvement and organisational performance’.
International Journal of Productivity and Quality
Management, 9(2), 258-280. Retrieved from
https://search.proquest.com/docview/1420355962?accountid
=31259

Crabtree, S. (2013). Engagement keeps the doctor
Management Journal. Retrieved
from http://nsuweb.nova.edu/ie/ice/forms/engagement_kee
ps_the_doctor_away.pdf

away. Gallup

Davis, P. R. (2015). Star employee effects on coworker
performance, attraction, and retention (Order No. 3721710).
Retrieved from
https://search.proquest.com/docview/1721470133?accountid
=31259

DeVane, K., & Shayo, C. (2013). ASBBS Proceedings; San
Diego, 20(1), 801-808.San Diego: American Society of
Business and Behavioral Sciences.

Donlagic, S., & Fazlic, S. (2015). Quality assessment in
higher education using the servqual model. Management:
Journal of Contemporary Management Issues, 20(1), 39-57.

1061

Retrieved from
https://search.proquest.com/docview/1699539685?accountid
=31259

Eden, C.,, & Ackermann, F. (2013). Making strategy: The
journey of strategic management. London: Sage.

Enache, M., Sallan, J., M., Simo, P., & Fernandez, V. (2013).
Organizational commitment within a contemporary career
context. International Journal of Manpower, 34(8), 880-898.
doi:http://dx.doi.org/10.1108/I]JM-07-2013-0174

Fraenkel, J. R, Wallen, N. H,, & Hyun, H. H. (2013). How
to Design and Evaluate Research in Education (8th ed.).
New York, U.S. McGraw -Hill Education.

Gallup. (2013). State of the global workplace: Employee
engagement insights for business leaders worldwide.
Retrieved

from http://www.gallup.com/strategicconsulting/164735/sta
te-global-workplace.aspx

Graham, N. K., & Owusu, I. (2015). Achieving quality in
printing: Some determining factors in the printing industry
in Ghana. TQM Journal, 27(6), 691-704. Retrieved from
https://search.proquest.com/docview/1732340459?accountid
=31259

Gozukara, I, & Simsek, O. E. (2016). The role of leadership
in employees: Work engagement: Organizational
identification and job autonomy. International Journal of
Business and Management, 11(1), 72-84.
doi:10.5539/ijpbm.v11n1p72

Harbawi, M. E. (2013). Service design for the complex
customer: An empirical analysis of mental health
integration at intermountain healthcare (Order No.
3405682). Retrieved from
https://search.proquest.com/docview/250114394?accountid=
31259

Hashemi, S. M., Jusoh, J., Kiumarsi, S.,, & Hashemi, F.
(2015). Determinant of employees job satisfaction and the
role of male and female differences: An empirical study at
hotel industry in Iran.]Johar, 10(1) Retrieved from
https://search.proquest.com/docview/1733209381?accountid
=31259

Hladchenko, M. (2013). The strategic management of the
German higher education institutions as a transparent,
cyclic and participative process. Euromentor Journal, 4(4),
14-36. Retrieved from
https://search.proquest.com/docview/1496062291?accountid
=31259

GSJ© 2023
www.globalscientificjournal.com


http://dx.doi.org/10.4236/ojl.2015.42006
https://search.proquest.com/docview/1699539685?accountid=31259
https://search.proquest.com/docview/1699539685?accountid=31259
https://search.proquest.com/docview/1420355962?accountid=31259
https://search.proquest.com/docview/1420355962?accountid=31259
http://nsuweb.nova.edu/ie/ice/forms/engagement_keeps_the_doctor_away.pdf
http://nsuweb.nova.edu/ie/ice/forms/engagement_keeps_the_doctor_away.pdf
https://search.proquest.com/indexinglinkhandler/sng/au/DeVane,+K/$N?accountid=31259
https://search.proquest.com/indexinglinkhandler/sng/au/Shayo,+C/$N?accountid=31259
https://search.proquest.com/pubidlinkhandler/sng/pubtitle/ASBBS+Proceedings/$N/2030636/DocView/1477432948/fulltext/575D2D9BBC2C4D22PQ/7?accountid=31259
https://search.proquest.com/docview/1699539685?accountid=31259
https://search.proquest.com/docview/1699539685?accountid=31259
http://www.gallup.com/strategicconsulting/164735/state-global-workplace.aspx
http://www.gallup.com/strategicconsulting/164735/state-global-workplace.aspx
https://search.proquest.com/docview/1496062291?accountid=31259
https://search.proquest.com/docview/1496062291?accountid=31259

GSJ: Volume 11, Issue 8, August 2023
ISSN 2320-9186

Hoole, C., & Hotz, G. (2016). The impact of a total reward
system of work engagement. SA Journal of Industrial
Psychology, 42(1), 1-14.
doi:http://dx.doi.org/10.4102/sajip.v42i1.1317

Imteaz, M., & Alamgir, M. (2014). Measurement and
analysis of the relationship between employee perceptions
and safety and quality decision-making in the country
grain elevator (Order No. 3458304). Retrieved from
https://search.proquest.com/docview/875121356?accountid=
31259

Jarvis, D. (2014). Regulating higher education: Quality
assurance and neo-liberal = managerialism in higher
education—A critical introduction. Policy and Society,
33(3),155 - 166. doi:10.1016/j.polsoc.2014.09.005

Javanmardi, E., & Liu, S. (2019). Exploring the human
cognitive capacity in understanding systems: A grey
systems theory perspective. Foundations of Science, 1-23.
doi:http://dx.doi.org/10.1007/s10699-019-09618-3

Kafetzopoulos, D. P., Gotzamani, K. D., & Psomas, E. L.
(2014). The impact of employees' attributes on the quality of
food products. The International Journal of Quality &
Reliability Management, 31(5), 500-521. Retrieved from
https://search.proquest.com/docview/1512578219?accountid
=31259

Karaiskou, K. (2014). To thine own self be true? employees'
judgments of the authenticity of their organization's
corporate social responsibility program. Journal of Business
Ethics, 108(1), 81-100. doi:http://dx.doi.org/10.1007/s10551-
011-1064-x

Kassing, J. W.  (2016). Front-line coaching and
organizational culture: Practices of front-line employee
coaching to support organizational improvement (Order
No. 10032410).
https://search.proquest.com/docview/1773418321?accountid
=31259

Retrieved from

Keong, C. (2017). ‘The relationship between people-related
total quality management (TQM) practices, job satisfaction
and turnover intention: A literature review and proposed
conceptual model’, African Journal of Business
Management,  5(15), 6632-6639. Retrieved  from
https://search.proquest.com/docview/250114398?accountid=
31259

King Abdullah Centre for Excellence. (2014). KAA Book.
Retrieved from www.kace.gov.jo

1062

Kumar, K. P., & Babu, S. S. (2015). Inclusive social activism
behavior wholes-up employees' career competence: A
meta-data analysis of new generation managers' views. IUP
Journal of Management Research, 14(4), 7-43. Retrieved
from
https://search.proquest.com/docview/1751969798?accountid
=31259

Lasadiri, K. (2016). ‘Quality management, environmental
management and firm performance: Direct and mediating
effects in the hotel industry’. Journal of Cleaner Production,
37(10),82-92.
https://search.proquest.com/docview/1151843642?accountid
=31259

Retrieved from

Leiter, M. P., & Bakker, A. B. (2010). Work Engagement: A
Handbook of Essential Theory and Research. East Sussex
Great Britain. Psychology Press.

Maden, C. (2015). Linking high involvement human
resource practices to employee proactivity. Personnel
Review, 44(5), 720-738. Retrieved from
https://search.proquest.com/docview/1699160562?accountid
=31259

McEwen, D. (2017). Employee Engagement: A Systemic
Approach to High Employee Engagement. Retrieved from
http://jjeem.co.uk/wp-content/uploads/2017/06/5643.pdf

Meintjes, A., & Hofmeyr, K. (2018). The impact of resilience
and perceived organisational support on employee
engagement in a competitive sales environment. SA Journal
of Human Resource Management, 16.
doi:http://dx.doi.org/10.4102/sajhrm.v16i0.953

Mohammad, A. (2014). Essentials of total quality
management: A meta-analysis. International Journal of
Health Care Quality Assurance, 27(6), 544-58. Retrieved
from
https://search.proquest.com/docview/1660689128?accountid
=31259

Muthukumar, M. (2013). Implementation of total quality
management in Indian industries: Challenges and issues. I-
Manager's Journal on Management, 8(2), 1-6. Retrieved
from
https://search.proquest.com/docview/1535198268?accountid
=31259

Oliver, K. K. (2012). An examination of the relationships
between autonomous motivation and situational
constraints with job attitudes, intention to leave, and
general stress: A job demands-resources approach (Order
No. 3512426). Retrieved from

GSJ© 2023
www.globalscientificjournal.com


https://search.proquest.com/docview/1512578219?accountid=31259
https://search.proquest.com/docview/1512578219?accountid=31259
https://search.proquest.com/docview/1773418321?accountid=31259
https://search.proquest.com/docview/1773418321?accountid=31259
https://search.proquest.com/docview/250114398?accountid=31259
https://search.proquest.com/docview/250114398?accountid=31259
http://www.kace.gov.jo/
https://search.proquest.com/docview/1151843642?accountid=31259
https://search.proquest.com/docview/1151843642?accountid=31259
https://search.proquest.com/docview/1535198268?accountid=31259
https://search.proquest.com/docview/1535198268?accountid=31259

GSJ: Volume 11, Issue 8, August 2023
ISSN 2320-9186

https://search.proquest.com/docview/1024717463?accountid
=31259

Omair, A. (2015). Selecting the appropriate study design
for your research: Descriptive study designs. Journal of
Health  Specialties, 3(10), 153-6. doi:10.4103/1658-
600x.159892

Omotayo, F. O. (2015). Knowledge management as an
important tool in organisational management: A review of
literature. Library Philosophy and Practice, 1-23. Retrieved
from
https://search.proquest.com/docview/1739062952?accountid
=31259

Petkovic, J., Jasinskas, E., & Jeseviciuté-Ufartiené, L. (2016).
Significance of strategic planning for results of sport
organization. E+M Ekonomie a Management, 19(4), 56-72.
Retrieved from http://dx.doi.org/10.15240/tul/001/2016-4-
005

Quader, M., & Abeliotis, K. (2014) ‘Does TQM support
innovation performance in Malaysian’s manufacturing
industry?’, Journal of Business. . Economics and
Management, 13(2), 366-393. Retrieved from
https://search.proquest.com/docview/1535198268?accountid
=31259

Rao, M. S. (2017). Innovative tools and techniques to ensure
effective employee engagement. Industrial and Commercial
Training, 49(3), 127-131. Retrieved from
https://search.proquest.com/docview/1869027378?accountid
=31259

Rashid, Z. A. (2015). ‘Healthcare system in Saudi Arabia:
An analysis of structure, total quality management and
future challenges’. Journal of Alternative Perspectives in
the Social Sciences, 2(2), 794-818. Retrieved from
https://search.proquest.com/docview/1870895799?accountid
=31259

Reich, A. Z., Collins, G. R., & DeFranco, A. L. (2016). Is the
road to effective assessment of learning outcomes paved
with good intentions? Understanding the roadblocks to
improving hospitality education. Journal of Hospitality,
Leisure, Sports and Tourism Education, 18, 21-32.
doi:http://dx.doi.org/10.1016/j.jhlste.2016.01.001

Robinson, J. D. (2014). The learning coupon: The effect of
peer and supervisors' participation on individual
participation in an employer-sponsored professional
development initiative (Order No. 3627589). Retrieved from
https://search.proquest.com/docview/1558874344?accountid
=31259

1063

Roman, S. (2017). ‘Factors affecting the empowerment of
employees: An empirical study’. European Journal of Social
Sciences, 20(2), 267-274. Retrieved  from
https://search.proquest.com/docview/250114394?accountid=
31259

Rothmann, S, & Baumann, C. (2014). Employee
engagement: The effects of workhome/homework
interaction and psychological conditions. SAJEMS NS,
17(4), 515-530. Retrieved from http://www.scielo.org.za/cgi-
bin/wxis.exe/iah

Salagean, H., Ilies, R, Gherman, M. & Pampa, V.
(2013). The Role of Leadership in Achieving Total Quality.
Cluj-Napoca: Babes Bolyai University. Retrieved from
https://search.proquest.com/docview/1520758963?accountid
=31259

Schaufeli, W. B. (2013). What is engagement? In C. Truss, K.
Alfes, R. Delbridge, A. Shantz, & E. Soane (Eds.), Employee
engagement in theory and practice (pp. 1-37). London:
Routledge.

Schaufeli, W. B. & Bakker, A. B. (2003). UWES-Utrecht
Work Engagement Scale: Test Manual. Unpublished
Manuscript, Department of Psychology, Utrecht University,
Utrecht.

Schaufeli, W. B., & Bakker, A. B. (2010). Defining and
measuring work engagement: Bringing clarity to the
concept. In A. B. Bakker & M. P. Leiter (Eds.), Work
engagement: A handbook of essential theory and
research (pp. 10-24). New York: Psychology Press.

Shangase, N. P., & Proches, C. N. G. (2014). Leadership
challenges  facing  female employees in  the
telecommunications industry. Gender & Behaviour, 12(2),
6275-6285.
https://search.proquest.com/docview/1657548472?accountid
=31259

Retrieved from

Siller, J., Dolansky, M. A., Clavelle, J. T., & Fitzpatrick, J. J.
(2016). Shared governance and work engagement in
emergency nurses. Journal of Emergency Nursing, 42(4),
325-330. doi:http://dx.doi.org/10.1016/j.jen.2016.01.002

Simmelink, M. N. (2012). Effective methods for
implementing change and enhancing employee
engagement in a change process: A qualitative study of
leader perceptions (Order No. 3531160). Retrieved from
https://search.proquest.com/docview/1151843642?accountid
=31259

GSJ© 2023
www.globalscientificjournal.com


http://dx.doi.org/10.15240/tul/001/2016-4-005
http://dx.doi.org/10.15240/tul/001/2016-4-005
https://search.proquest.com/docview/1535198268?accountid=31259
https://search.proquest.com/docview/1535198268?accountid=31259
https://search.proquest.com/docview/1869027378?accountid=31259
https://search.proquest.com/docview/1869027378?accountid=31259
https://search.proquest.com/docview/1870895799?accountid=31259
https://search.proquest.com/docview/1870895799?accountid=31259

GSJ: Volume 11, Issue 8, August 2023
ISSN 2320-9186

Singh, K., & Ahuja, I. S. (2015). An evaluation of transfusion
of TQM-TPM implementation initiative in an indian
manufacturing industry. Journal of Quality in Maintenance
Engineering, 21(2), 134-153. Retrieved from
https://search.proquest.com/docview/1678714764?accountid
=31259

Skaalvik, F. M. (2015). The impact of total quality
management on supply chain management and firm'.
International Journal of Production Research, 49, 3405-
3424. Retrieved from
http://www.iraj.in/journal/journal_file/journal_pdf/14-328-
1485759289158-163.pdf

Stempniak, M. (2013). Baldrige criteria help prepare
hospitals for uncertain future. Hospitals & Health
Networks, 87(2), 17-8.
https://search.proquest.com/docview/1314793424?accountid
=31259

Retrieved from

Stephen, B. (2016). Re-learning at work: Understanding the
HR corporate connection. The Canadian Journal for the
Study of Adult Education (Online), 21(1), 47. Retrieved
from
https://search.proquest.com/docview/1346910111?accountid
=31259

Svagzdiene, B., Krikstaponyte, 1., Simanavicius, A, &
Istomina, N. (2015). The assessment of recreational services,
promoting healthy lifestyle, at water bodies: Case of
Lithuania. Transformations in Business & Economics,
14(2B), 414-429.

Tate, T. D. (2015). Performance management and employee
engagement in small businesses: A  correlation
analysis (Order No. 10132046). Retrieved  from
https://search.proquest.com/docview/1810428486?accountid
=31259

Togia, A. (2014). Organizational excellence: A study of the
relationship between emotional intelligence and work

1064

necessary investment”, a report to the President and the
Congress of the United States, Washington, DC. Retrieved
from
https://search.proquest.com/docview/1881428769/1D66FC8
FEBE64B23PQ/22?accountid=31259

Wang, L., Vveinhardt, J., Gulbovaité, E., & Streimikiene, D.
(2016). The preparation of companies in developing
regions to become socially responsible: Management
culture assessment by employees. Transformations in
Business & Economics, 14(2B), 494-514.

Wittmann, R., & Reuter, M. (2013). Strategic planning: How
to deliver maximum value through effective business
strategy. UK: Kogan Page Publishers.

Wright, L. (2005). The impact of worker perceptions of the
coherence of quality on corporate strategy deployment: An
exploratory case study (Order No. 3159709). Retrieved
from
https://search.proquest.com/docview/305360364?accountid=
31259

Wubbels, T., & Levy, J. (Eds.). (1993). Do you know what
you look like? Interpersonal relations in education. London:
The Falmer Press.

Yunis, M., Jung, J., & Chen, S. (2013). TQM, strategy, and
performance: A firm-level analysis. The International
Journal of Quality & Reliability Management, 30(6), 690-
714. doihttp://dx.doi.org/10.1108/02656711311325638

Zahari, K., & Zakuan, N. (2016). The effects of total quality
management on the employee performance in Malaysia
manufacturing industry. Proceedings of Academics World
49th International Conference, Istanbul, Turkey. Retrieved
from
http://www.worldresearchlibrary.org/up_proc/pdf/513-
147938297701-06.pdf

Zubair, S. S. (2013). Total quality management in public
sector higher education institutions. Journal of Business &

engagement in process improvement experts. Retrieved Economics, 5(1), 24-55. ~d from
from http://digitalcommons.georgefox.edu/dba/10 https://search.proquest.com/c )2?accountid
=31259
US Merit System and Protection Board. (2015). "Training
and development for the senior executive service: A
GSJ© 2023

www.globalscientificjournal.com


https://search.proquest.com/docview/1678714764?accountid=31259
https://search.proquest.com/docview/1678714764?accountid=31259
https://search.proquest.com/docview/1314793424?accountid=31259
https://search.proquest.com/docview/1314793424?accountid=31259
http://digitalcommons.georgefox.edu/dba/10
https://search.proquest.com/docview/1881428769/1D66FC8FEBE64B23PQ/22?accountid=31259
https://search.proquest.com/docview/1881428769/1D66FC8FEBE64B23PQ/22?accountid=31259
http://www.worldresearchlibrary.org/up_proc/pdf/513-147938297701-06.pdf
http://www.worldresearchlibrary.org/up_proc/pdf/513-147938297701-06.pdf



