CHAPTER TWO
LITERATURE REVIEW
2.1 Preamble 
This chapter focused on the literature aspect of the study which contains the conceptual review, theoretical review and empirical review.
2.2 	CONCEPTUAL FRAMEWORK
	Quality initiatives focused initially on reducing defects and errors in products and services through the use of measurements, statistics and other problem-solving tools. As time goes by organizations began to realize that lasting improvement could not be accomplished without significant attention to the quality of the management practices used on a daily basis. Managers bean to realize that the approaches they use in listening to customer and d3evelop long-term relationship; develop strategy; measure performance and analyze deal; reward and train employees: design and deliver products and services; and act as leaders in their organization are the true enablers of quality (Evans & Lindsay 2015:18).
	In other words, managers began to recognize that the quality of management is as important as management of quality from this logic; quality assurance gave way to quality management. Rather than a narrow engineering or product based technical discipline, TQM took on a new role that permeated every aspect of running an organization. It demands thinking systems approach that considers every interaction between the various organs of the organization (O Machou et al 2015:19)

2.2.1	QUALITY MANAGEMENT
	Quality management is the process of augmenting eminence in product and services; it also suggests the mean of achieving it. It is well defined framework that advocates management process in a flow. Quality assurance and control enable the management to enhance procedural structure and its stream. In today’s business the roots of quality management are well infiltrated in the organization endeavors (Lagrosen, 2019; Flarigan, 2016). Quality management has significant impact on the business endeavors as it boosts the performance if it’s implemented in true spirits there are several quality management practices and have diverse Liman, 2017)
2.2.2	DIMENSION OF QUALITY MANAGEMENT 
Management Support
Management support: This is the extent to which an organization provides the resources, communication, reinforcement and encouragement to enable employees to improve well-being.
Advantages of Management Support
It enhances the understanding of process that may in turn lead to process.
Disadvantages of Management Support
Constant Monitoring
Quality of Output governed by quality of input
Characteristics of Management Support
Balancing authority and responsibility
Unity of direction
Organizational Performance
	Organizational performance relates to how successfully an organizational group of people with a particular purpose perform a function
Characteristics of Organizational Performance
Leadership
Design 
People
Change Management
Culture and Engagement
Advantages of Organizational Performance
It reflects employees behaviors
It helps achieve goals
Disadvantages of Organizational Performance
Power struggles between the managers from the functional and divisional levels. Buck-passing and other conflicts create problems.
Employees Training
	Employee training is a program that is designed to increase the technical skills, knowledge, efficiency and value creation to do any specific job in a much better way. Employee increases the needed skill set and helps in development of the organization.

Advantages of Employees Training
Increases productivity and performance 
Uniformity of work processes
Reduced wastage
Reduced supervision
Improved knowledge of policies and goals
Disadvantages of Employees Training
Increased stress
Too much of theory
Loss of Interest
Leave for the new job
Time requirement
Characteristics of Employees Training
It needs and effective leader
It should be relevant
It should be adaptable
It should be engaging
It should align with company values
Quality Control
	Quality control is a process through which a business seeks to ensure that product or service quality is maintained or improved
Advantages of Quality Control
Reduction in cost
Improvement in morale employees
Maximum utilization of resources
Consumers’ satisfaction
Disadvantages of Quality Control
It does not prevent waste of resources when products or services are faulty.
Characteristics of Quality Control
Job Management
Competence such as kills, experience etc.
RELATIONSHIP OF QUALITY MANAGEMENT AND JOB PERFORMANCE
The studies conducted on job performance dimension suggest that measuring of quality management practices with it is imperative. Previously overall impact of quality management, total quality management and Project performance have been examined (Largosen, 2017; Lakhal, Pasin and Limam, 2016:m Elei, Ki and Erturk, 2017; Levinee, D.L. &Toffel, 2019). The adaption of quality management dimensions. Higher management commitment and enhancement in job performance comes by the improvement in QM practices.
\

RELATIONSHIP BETWEEN TRAINING AND ORGANIZATION PERFORMANCE
Training is significant and an imperative tool for the organization to restore the performance of all the personnel for organization growth and success. It is useful to both employers and employees of an organization. An employee will turn out to be more efficient and productive if he is trained well. Firms can create and enhance the quality of the present employees by providing widespread training and development. Training is important not only to expand productivity but also to motivate and inspire workers by allowing them to know how essential their jobs are and providing them all the information they require to carry out those jobs (Anonymous 2019). The general advantage received from employee training are: increased job satisfaction and increased motivation resulting in financial plan, increased office recipes in processes, increased capacity to adopt new technologies and methods, increased innovation in strategies and services.
Theoretical Review
In the study of quality control there are several theories that attempt to explain the perceived relevance of quality control practices on organizational performance. The study was guided by two theories; Deming theory of Total Quality management of (2015) and the Reliability Theory of Engineering.
Deming Theory of Quality Control
Total quality management has progressed as an approach to quality that it is characterized in terms of a systematic, integrated organization wide plan for enhancing the quality of service and products (Terner&DeToro, 2017). Literature review shows that total quality management covers a wide range of topics and perspectives. One individual who has been associated with  the total quality management movement is W. Edwards Deming (2019). He based his management philosophy around principles that he presented as necessities to stay competitive in manufacturing products and rendering services, for example, management leadership and commitment, statistical process control, elimination of obstacles to employee input, quality control and continuous processes improvement. Juran (2016) gave emphasis to product design and planning, quality audits, and angling quality management in the direction of both customers and suppliers. Crossby (2018) emphasized on organizational factors such as training, culture change, leadership and the continuous calculation of quality costs. Crucial extensions to the total quality management structure include the advance of customer-based specifications in process or product design (Taguchi &Clausing, 2019) as well as benchmarking, that is, gauging of products/services and processes against those of organizations recognized as the best in the industry.
Basing his arguments on this theory, Goldhar (2015) explained that superior quality raw materials, technically competent employees, reliable and flexible suppliers are key for superior quality finished products or services. He further argued that effective quality control involves form-wide quality assessment, supplier quality management, competitive benchmarking, quality information system, and management systems that promote quality improvement and coordination within an organization. This theory is particularly useful in this study because the total quality management perspective of work performance is perhaps most relevant in understanding the connection between quality and work performance and how to manage such performance. This theory provides an understanding of quality and work performance and how to manage such performance. This theory provides an understanding of quality and work performance and how to manage such performance. This theory provides an understanding of quality control practices in regard to how quality improvement is a never-ending quest for product innovation that generally leads to improved customer satisfaction and organizational performance.
Reliability Theory
In the early 1930s, SheWhart, dodge, and Romig (2018) presented the theoretical base for applying statistical approaches in the quality control of products in the manufacturing industry. Borrowing from the foundations of Shewhart, Dodge, and Romig, Rausat and Holyland (2019) implemented the Reliability theory of quality management. According to Strandberg (2017), reliability can be defined as the capability of a product to execute a desired function, under present operational and environmental conditions and for a defined period of time.
Reliability theory involves meeting identified likelihood of success, at a present statistical confidence level. Reliability is based on the intended purpose and is assumed to imply flawless operation. According to this theory, the quality of an item is defined not only by its adherence to specifications at the point of purchase by the user, but also by its capability to conform to these specifications over its total lifespan. Quality implies the adherence of the item to its specifications as manufactured while reliability refers to its ability to continue complying with these specification over its entire lifespan. Reliability is therefore an extension of quality into the time domain (Smith, 2017). 
According to the theory, a reliability program is utilized to document exactly what methods, tasks analyses, tools, and tests are needed for specific system. Reliability is necessary for an effective quality control program. It is established early during the system development phase. It stipulates what the reliability engineer does as well as tasks performed by others (Kaynak, 2016). Reliability addresses the system itself by outlining the assessment and test needs as well as the related documentation and tasks. Reliability requirements are contained within in the applicable system and subsystem requirement test plans, specifications and contract statements. According to this theory, the reliability of technological systems is a key requirement for quality control practices that have a direct influence on organizational efficacy and reliability of the organization by customers and eventually performance. 
This theory is applicable in this study because quality management and assurance is progressively focused, inspired by the almost obligatory execution of the ISO 9000 series of standards. The concepts of reliability and quality are tightly linked, (Strandberg, 2017). Reliability may in certain circumstances be deemed to be a characteristic of quality; maybe even the most important characteristic. According to the theory, all technical components  items, systems and sub-systems are designed to achieve one or more desired tasks. For a product to be reliable, it must achieve more than just attaining an initial quality specification or factory performance – it must function satisfactorily for a defined duration in the exact application for which it was intended. 
2.3.3	Quality Management Practices  
The relationship between quality management practices and the organization’s performance has been of great interest to researchers around the world. Quality management practices. 
2.4	Empirical Literature Review 
Intentional literature show that firms that implement a strategy of quality management aim at attaining and maintaining outputs of high quality by using practices of management as inputs and quality performance as outputs. Askarany (2015), while examining the diffusion of six proposed quality control practices instruments in regards to the theory of organizational change, explored the link between the implementation of these methods and business competitiveness in manufacturing and service firms in New Zealand. The conclusions imply a substantial link between the distribution of these comparatively recent quality control practices tools and organizational performance. 
Al-Qahtani, Alshehri and Aziz (2015) on the other hand discussed total quality management implementation in Pakistan and explored the link between effective implementation and organizational performance. According to them, QC in Pakistan was implemented in three categories, namely, quality control, quality assurance and continuous improvement. This study found that QC practices affect the organizational performance both positively and negatively. However, although this study directly focused on distinguishing the relationship between QC and organizational performance, it failed to consider several other factors such as organization culture, size and level of innovation. 
One of the more recent conceptual researches in Nigeria (Ujunwa&Modebe, 2018) encouraged the implementation of quality control practices methodology in safeguarding capital market efficiency due to the apparent crucial role played by the capital market in the development of the economy. The strategic measures they Studied varied from strict regulation to attaining a positive macroeconomic situation. They postulated that these quality control practices not only stimulate the efficacy of the capital market, but also influence the role played by the capital markets in stimulating growth of the economy. 
Muogbo (2017) explored the effects of quality control practices on growth of the organization and the development of a number of manufacturing firms in the floriculture industry in Nigeria. The findings indicated that the change processes enhanced growth in net profit, sales volume, and growth in number of employees, increased market share and enhanced the understanding of the process of strategy formulation (Vision, Mission, and Objectives &Goals), strategy implementation, evaluation and strategy control. Findings from the analysis showed that most manufacturing firms in Anambra State did not implement quality control practices. However, their implementation had substantial impact on their competitiveness and influences on manufacturing organizations.
Locally, Owiti (2015) examined the impact of quality control practices on the organizational performance of hotels in Nairobi. Her study revealed that ISO standardization influenced to a great extent the likelihood of guests to recommend the hotel to other guests, repeat customer rate, occupancy rate, revenue per room and reservation efficiency. It established that quality management practices were implemented to a limited extent in these hotels, with benchmarking being the dominant practice, other quality management practices should be deployed to a greater extent since this will give the organization a greater competitive edge.
Kanoiro (2018) examined the effect of QC practices and operational performance in Kenya’s banking sector. Her study findings revealed that implementation of quality management systems has increased bank profitability, improved sales revenue and service delivery. The banks also became   more competitive hence acquiring a larger market share. Operational cost were significantly reduced due to operation efficiency and an increased customer retention as a result of customer satisfaction.
Ofunya (2016) studied the relationship of quality control practices and the performance of postbank in Kenya. The study demonstrated that the quality control practices implemented by postbank in order to survive the competitive environment  included offering excellent customer service, enhancing operational efficiency and vigorous pursuit of cost reductions, among others. 
Most of these studies have shown a positive link between quality control practices and performance. In order to withstand the dynamic global challenges, organizations have embraced new philosophies such as Concurrent Engineering, just in Time strategies, Lean production and Business Process Re-engineering. This has enabled them become more effective in the manner that they run their businesses. However, according to Terziovsky and Samson (2019), there appears to be substantial variations in the link between QC and performance across industry sectors and different company sizes, especially on the effect of defects, new products innovation and warranty costs. In their findings, it is not guaranteed that QC will lead to profitability. There are certainly those organizations that have achieved good returns just as there are those that have implemented QC but have not realized any profit. The main drive underlying these philosophies is the optimization of the firm’s performance in its respective market targets.
Theory Adopted
Deming Theory of Total Quality Control
	This theory is adopted because it is useful in this study because the total quality control perspective of work performance is perhaps most relevant in understanding the connection between quality and work performance and how to manage such performance. 
Gap in Literature 
	The gap in literature for this project work is the utilization of management support employees training and quality control as tools to enhance organization performance previous researcher as utilized factors such as; leadership, project  planning, to eliminate obstacles in employees’ output complying with these specification over its entire lifespan. Reliability is therefore an extension of quality into the time domain (Smith, 2017). 
According to the theory, a reliability program is utilized to document exactly what methods, tasks analyses, tools, and tests are needed for specific system. Reliability is necessary for an effective quality control program. It is established early during the system development phase. It stipulates what the reliability engineer does as well as tasks performed by others (Kaynak, 2016). Reliability addresses the system itself by outlining the assessment and test needs as well as the related documentation and tasks. Reliability requirements are contained within in the applicable system and subsystem requirement test plans, specifications and contract statements. According to this theory, the reliability of technological systems is a key requirement for quality control practices that have a direct influence on organizational efficacy and reliability of the organization by customers and eventually performance. 
This theory is applicable in this study because quality management and assurance is progressively focused, inspired by the almost obligatory execution of the ISO 9000 series of standards. The concepts of reliability and quality are tightly linked, (Strandberg, 2017). Reliability may in certain circumstances be deemed to be a characteristic of quality; maybe even the most important characteristic. According to the theory, all technical components  items, systems and sub-systems are designed to achieve one or more desired tasks. For a product to be reliable, it must achieve more than just attaining an initial quality specification or factory performance – it must function satisfactorily for a defined duration in the exact application for which it was intended. 
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