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ABSTRACT

This study reports on a case studyofTQMadoption in searching for answers ofwhy andhow
organizationsadoptsuchapproachestogaincompetitiveadvantageswithinaBangladeshibeverage
company.ItfocusesorganizationalapproachestoadoptTQMasastrategicoptionandthesubsequent
changesinorganizationalset-up.Moreover,usingtheresource-basedtheory,thisstudyexploreswhat
TQMcomponentshelpachievingcompetitiveadvantage.Findingsrevealthatduetothechangein
customer requirements in respect to tastesandquality;and increasedpricepressure led thecase
organizationtoadoptTQM.Theresultshowsthatthecaseorganizationhasbroughtaseriesofchanges
inadoptingTQMincludingappointingaconsultant;encouragingacultureofcontinuouslearning;
developingamechanismofcommunicatinginformation;involvingtopmanagementalongwiththe
employeesintheimprovementprocess;andemphasizingtheuseofteams.Followingtheresource-
basedview,findingsshowthattheadoptionofTQMhelpedthecaseorganizationinidentifyingits
capabilitiesthatfacilitatedtheachievementofcompetitiveadvantage.Thefindingsmayhelpother
organizationstolearnlessonfromthecaseorganizationthroughtheidentificationoftacitresources
thataregeneratedbyaTQMinitiative.
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INTROdUCTION

Increasedcustomersophisticationandtheglobalizationofbusinessactivitiesareforcingorganizations
tore-engineertheircultures,operationsandsystemstosupportcustomer-focusedandquality-driven
competitivebusinessstrategies.Accordingly,organizationsadoptqualitymanagement(QM)practices
includingtotalqualitymanagement(TQM)insupportofstrategicchoices(Ferdousietal.,2016;
Flynnetal.,1995;andPrasad,1998;Powell,1995).TQMisaholisticapproachdirectedtoward
continuousimprovementofthequalityofproductsandservicesaswellastheprocessesinorderto
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meetorexceedcustomerexpectations(Bairdetal.,2011;Prajogo&McDermott,2005;Kiella&
Golhar,1997).It“isanapproachfordoingbusinessthatattemptstomaximizethecompetitiveness
ofanorganizationthroughthecontinualimprovementofthequalityofitsproducts,services,people,
processes,andenvironments”(Goetsch&Davis,1995,p.6).InTQM,thesearchforimprovement
isanever-endingprocess.Thecontinuoussearchforimprovementrequiresthefullparticipationand
involvementofallstakeholdersoftheorganization,includingmanagers,employees,suppliers,and
customers,withoutwhosesupporttheTQMeffortwouldbefruitless(Mersha,1997).Literaturereveals
thatorganizationsadoptTQMtogetvariousbenefitsincludingimprovedinternalcommunication,
betterproblem-solving,greateremployeecommitmentandmotivation,strongerrelationshipswith
suppliers,betterunderstandingofcustomers‘needs,improvedcustomersatisfaction,fewererrorsand
reducedwaste,productivityimprovements,costreductions,minimizationofdefects,andimprovements
inquality(Haar&Spell,2008).

Whiletherearesomestudies(Ferdousietal.,2016;Zhangetal.,2000;Ismail,1998;Islam&
Haque,2012)thathavefocusedontheadoptionofTQM,therearesomestudiesthathavefocused
onidentifyingthecomponentsofTQM(Table1).

However,alargenumberofstudieshavefocusedontheassociationbetweentheadoptionof
TQMandorganizationalperformance(Hungetal.,2011;Fengetal.,2006;Demirbagetal.,2006;
Prajogo,2005;Yusufetal.,2007;Chong&Rundus,2004;Kaynak,2003;Samson&Terziovski,1999;
Terziovski&Samson,1999).Thereareonlyfewstudies(Ferdousietal.,2019;Ferdousietal.2018;
Agus&Hassan,2011;Shenawyetal.,2007;Douglas&Judge,2001;Reedetal.,2000;Flynnetal.,
1995;Powell,1995)examinedtheassociationbetweenTQMadoptionandcompetitiveadvantage.
However,somestudies(Douglas&Judge,2001;Reedetal.,2000;Flynnetal.,1995;Powell,1995)
focusedonidentifyingtherelationshipbetweenTQMcomponentsandcompetitiveadvantage.These
studieshavelookedattheTQMcomponentssuchasinvolvementoftopmanagement,adoptionof
aqualityphilosophy,anemphasisonquality-orientedtraining,afocusonthecustomer,apolicy
ofcontinuous improvement thatsupportsasuccessfulqualityphilosophy,organizationalculture,

Table 1. Literature on TQM components

TQM Components Author’s and Year

Topmanagementsupport
Topmanagementsupport

Ferdousietal.2019;Talibetal.,2013;Zehiretal.,2012;
Abusa,2011;Saleheldin,2009;Pinho,2008;Vijande
&Gonzale,2007;Fengetal.,2006;Hoangetal.,2006;
Demirbagetal.,2006;Sila&Ebrahimpour,2005;Sohail
&Hoong,2003;Sharma&Gadenne,2002;Agus&
Abdullah,2000;Saraphetal.,1989;Powell,1995

Employeeinvolvement
Employeeinvolvement

Ferdousietal.2019;Fotopoulos&Psomas,2010;
Saleheldin,2009;Sohail&Hoong,2003;Sharmaand
Gadenne,2002

Employeeempowerment
Employeeempowerment

Saleheldin,2009;Kapuge&Smith,2007;Sohail&
Hoong,2003;Powell,1995

Customerfocus
Customerfocus

Ferdousietal.2019;Basu&Bholap2016;Zehiretal.,
2012;Kapuge&Smith,2007;Fengetal.,2006;Sila&
Ebrahimpour,2005;Agus&Abdullah,2000;Flynnet
al.,1995

Training
Training

Ferdousietal.,2019;Basu&Bholap,2016;Agus&
Abdullah,2000

Rewardandrecognition
Rewardandrecognition Ferdousietal.2019;Zhangetal.,2000

Culture Bairdetal.,2011;Pinho,2008
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