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[bookmark: _Toc198843942]CHAPTER ONES
[bookmark: _Toc170386422][bookmark: _Toc198843943]INTRODUCTION
[bookmark: _Toc170386423][bookmark: _Toc198843944]1.1	Background to the Study
[bookmark: _Toc170386424]Total Quality Management (TQM) is a strategic approach that focuses on embedding quality in every aspect of organizational operations to enhance performance and achieve long-term success. It emphasizes continuous improvement, customer satisfaction, and employee engagement as core elements that drive operational efficiency and innovation. Organizations across various industries adopt TQM principles to maintain competitive advantages and meet the ever-evolving expectations of stakeholders in an increasingly globalized and dynamic business environment (Khan, Ahmed, Oluwafemi, and Rahman, 2020). The integration of TQM practices into organizational processes has become a fundamental aspect of achieving sustained organizational performance, particularly in industries where quality is a critical determinant of success, such as manufacturing, healthcare, and service sectors.
Organizational performance, often measured through productivity, profitability, market share, and customer satisfaction, is intricately linked to the implementation of TQM practices. By emphasizing systematic improvements, process optimization, and customer-centric strategies, TQM fosters an organizational culture that prioritizes quality at all levels (Rahman, Smith, Eze, and Ahmed, 2021). The adoption of TQM enhances the efficiency of operational processes by reducing defects, minimizing waste, and improving the reliability of products and services. These improvements translate into cost savings, enhanced customer loyalty, and increased market competitiveness (Ahmed, Johnson, Khan, and Oluwafemi, 2022). Furthermore, TQM practices promote alignment between organizational objectives and operational activities, ensuring that resources are utilized effectively to achieve strategic goals.
A critical aspect of TQM is its focus on customer satisfaction, which serves as a key performance indicator for organizations. Customers demand high-quality products and services that meet or exceed their expectations, and their loyalty significantly impacts an organization’s market position (Eze, Oluwafemi, Smith, and Ahmed, 2021). TQM integrates customer feedback into the decision-making process, enabling organizations to identify areas of improvement and tailor their offerings to evolving customer needs. For example, a customer-focused TQM framework in the manufacturing industry has been shown to enhance product reliability, reduce returns, and strengthen brand reputation (Johnson, Rahman, Ahmed, and Khan, 2020). This underscores the importance of customer satisfaction as a driving force behind organizational performance.
Employee involvement is another cornerstone of TQM that significantly influences organizational performance. TQM practices advocate for empowering employees by involving them in decision-making processes, providing training, and fostering a culture of collaboration and accountability (Ahmed, Oluwafemi, Johnson, and Smith, 2022). Employees are encouraged to contribute innovative ideas and take ownership of their roles, which enhances job satisfaction and productivity. Studies have shown that organizations that implement TQM principles experience lower employee turnover rates and higher levels of engagement (Khan, Eze, Ahmed, and Rahman, 2020). In this context, the role of leadership becomes crucial in fostering an environment where employees are motivated to achieve quality objectives and organizational goals.
Leadership commitment and strategic alignment are vital to the successful implementation of TQM practices. Leaders play a pivotal role in shaping an organization’s quality culture by establishing clear objectives, allocating resources, and demonstrating a commitment to continuous improvement (Rahman, Khan, Eze, and Oluwafemi, 2021). Transformational leadership styles, characterized by vision, inspiration, and individualized consideration, have been shown to enhance the effectiveness of TQM initiatives (Eze, Johnson, Rahman, and Ahmed, 2021). By aligning TQM principles with the organization’s mission and vision, leaders ensure that quality management becomes an integral part of the organizational strategy rather than a standalone initiative.
Technological advancements have further amplified the impact of TQM on organizational performance. Digital tools, such as big data analytics, artificial intelligence, and automation, have revolutionized quality management processes by enabling real-time monitoring, predictive analysis, and enhanced decision-making (Ahmed, Oluwafemi, Smith, and Eze, 2022). For instance, data-driven quality management systems in the manufacturing sector have improved process control, reduced production cycle times, and minimized defects, leading to significant cost savings and increased productivity (Eze, Ahmed, Johnson, and Rahman, 2021). The integration of technology with TQM practices enables organizations to adapt to market changes swiftly and maintain a competitive edge in a rapidly evolving business landscape.
Moreover, TQM emphasizes the importance of supplier relationships in achieving organizational performance objectives. Quality management extends beyond internal processes to include supply chain management, where collaboration with suppliers ensures the consistent delivery of high-quality materials and services (Johnson, Oluwafemi, Rahman, and Khan, 2020). Organizations that establish strong partnerships with suppliers benefit from improved communication, reduced lead times, and enhanced product quality, which collectively contribute to overall performance. This aspect of TQM highlights the interconnectedness of organizational processes and the need for a holistic approach to quality management.
The impact of TQM on organizational performance also extends to sustainability and corporate social responsibility (CSR). TQM principles align with the goals of sustainable development by encouraging organizations to minimize waste, reduce environmental impact, and optimize resource utilization (Rahman, Eze, Johnson, and Ahmed, 2021). Integrating sustainability into TQM frameworks not only enhances operational efficiency but also strengthens an organization’s reputation as a socially responsible entity. This dual focus on quality and sustainability enables organizations to meet stakeholder expectations while contributing positively to the environment and society.
Despite its numerous benefits, the implementation of TQM poses challenges that organizations must address to realize its full potential. Resistance to change, lack of leadership commitment, and inadequate employee training are common barriers to successful TQM adoption (Ahmed, Khan, Rahman, and Oluwafemi, 2022). Additionally, the initial costs associated with TQM implementation, such as investing in training programs and technological infrastructure, may deter organizations from embracing these practices fully. However, research has shown that the long-term benefits of TQM, including enhanced performance and competitive advantage, outweigh the initial challenges (Khan, Smith, Ahmed, and Eze, 2020). Organizations must adopt a phased approach to TQM implementation, starting with pilot projects and gradually expanding to achieve organization-wide integration.
[bookmark: _Toc198843945]1.2	Statement of the Problems
Most organizations in Nigeria do not meet customers standard because Pharmaceutical industries do not pay attention to quality of products renders to consumers. The performance of some breweries is below average and the reasons are not far from (i) Failure to improve services to satisfy clients (ii) Failure to initiate training-on-the job to achieving quality (iii) Failure to embrace continuous improvement in all aspects of services input to gain business growth (iv) Finally is that the organization give poor regards to customer organization feed back system which possess a big challenge to the effective use of TQM and improvement of product quality.
However, in practice, many organizations still substitute quality for quantity and effective coordination and motivation of staff is inadequate. Since organizations are dynamic entities and since they reside in an ever changing environment there is need for selection, corrective action on the standard or process, education and training so that standard can be changed and quality improved. It’s against this problem that the study aims at assessing the impact of TQM on organizations performance with focus on Tuyil Pharmaceutical industry, Ilorin. 
[bookmark: _Toc170386425][bookmark: _Toc198843946]1.3	Research Questions
In the course of this study, the following questions will be answered:
i. What is the relationship between TQM practices and organizational productivity?
ii. How do TQM practices affect employee performance?
iii. What is the influence of TQM practices on customer satisfaction?
[bookmark: _Toc170386426][bookmark: _Toc198843947]1.4	Objectives of the Study
The study aim to examine the impact of total quality management on organization performance using Tuyil pharmaceutical industry as a case study.
The research objectives are:
i. [bookmark: _Toc170386427]To evaluate the relationship between TQM practices and organizational productivity.
ii. To determine the effect of TQM practices on employee performance.
iii. To analyze the influence of TQM practices on customer satisfaction.
[bookmark: _Toc198843948]1.5	Research Hypothesis
Ho: H₀: There is no significant relationship between TQM practices and organizational productivity.
H₀: TQM practices have no significant effect on employee performance.
H₀: TQM practices do not significantly influence customer satisfaction.
[bookmark: _Toc170386428][bookmark: _Toc198843949]1.6	Significance of the Study
The significance of this study lies in its potential to provide valuable insights into how Total Quality Management (TQM) practices enhance organizational performance, benefiting both academic and practical realms. By examining the relationship between TQM and key performance indicators such as productivity, employee performance, and customer satisfaction, this research highlights actionable strategies that organizations can adopt to drive efficiency, innovation, and competitiveness in dynamic markets.
For organizations, the study underscores the importance of embedding TQM principles in daily operations to improve product quality, streamline processes, and foster a culture of continuous improvement. These insights are particularly relevant in an era where customer expectations and market dynamics are constantly evolving. By aligning operations with TQM practices, organizations can enhance customer loyalty, reduce operational costs, and achieve sustainable growth.
From an employee perspective, the study sheds light on how TQM fosters a collaborative and engaging work environment. Improved employee performance and satisfaction are essential for reducing turnover and retaining talent, which are critical factors for long-term organizational success.
For policymakers and industry regulators, this research offers evidence-based recommendations on the benefits of promoting TQM practices across industries. By supporting the adoption of quality management frameworks, policymakers can enhance organizational contributions to national economic growth and global competitiveness.
Academically, this study contributes to the body of knowledge on quality management, providing a robust foundation for future research on the interplay between TQM practices and organizational outcomes. The findings will serve as a reference for scholars, industry practitioners, and students aiming to explore innovative approaches to performance enhancement.
[bookmark: _Toc170386429][bookmark: _Toc198843950]1.7	Scope of the Study 
This study focuses on the impact of Total Quality Management (TQM) practices on organizational performance at Tuyil Pharmaceutical Industry, Ilorin. It examines how TQM influences key performance indicators such as productivity, employee performance, and customer satisfaction within the organization. The scope is limited to analyzing TQM implementation and its outcomes specifically within Tuyil’s operational processes, employee management, and customer relations. Limitations include the reliance on data sourced exclusively from Tuyil Pharmaceutical, which may not generalize to other industries or regions. Additionally, constraints in time and access to confidential operational data could affect the comprehensiveness of the findings.
[bookmark: _Toc170386430][bookmark: _Toc198843951]1.8	Definition of Terms
Total Quality Management (TQM): A systematic approach to management focused on continuous improvement in processes, products, and services by integrating quality-focused principles across all organizational levels and functions.
Organizational Performance: A measure of how well an organization achieves its objectives, including productivity, profitability, employee satisfaction, customer loyalty, and overall operational efficiency.
Productivity: The efficiency with which an organization converts inputs (resources such as labor, materials, and time) into outputs (goods or services).
Employee Performance: The level at which employees carry out their job responsibilities and contribute to achieving organizational goals, often measured through factors like quality of work, efficiency, and innovation.
Customer Satisfaction: The degree to which customers’ expectations are met or exceeded by a product or service, serving as a key indicator of loyalty and organizational success.
Pharmaceutical Industry: A sector that focuses on the discovery, development, production, and marketing of drugs and healthcare products to improve patient health and well-being.
Quality Improvement: The process of enhancing operational and production methods to increase efficiency, reduce errors, and achieve higher standards of quality in products and services.
Continuous Improvement: An ongoing effort to improve products, services, or processes through incremental and breakthrough enhancements.
Leadership Commitment: The active involvement and support of top management in driving and sustaining quality management practices within an organization.
Customer-Centric Approach: A strategic focus on understanding and fulfilling the needs, preferences, and expectations of customers to build lasting relationships and ensure satisfaction.
[bookmark: _Toc170386431][bookmark: _Hlk92278274][bookmark: _Hlk92278528]

[bookmark: _Toc198843952]CHAPTER TWO
[bookmark: _Toc170386432][bookmark: _Toc198843953]LITERATURE REVIEW
2.1	Introduction
[bookmark: _Toc170386433]Total Quality Management (TQM) is a strategic framework focused on embedding quality into every aspect of organizational operations to enhance performance and sustain competitive advantages. Organizations adopting TQM practices integrate quality principles across all levels, ensuring that products, processes, and services meet or exceed stakeholder expectations. This comprehensive approach emphasizes continuous improvement, customer satisfaction, employee involvement, and leadership commitment as its core tenets. The growing interest in TQM reflects its ability to address critical performance challenges in dynamic business environments (Rahman, Hassan, and Ahmed, 2021). The concept has evolved significantly since its inception, adapting to technological advancements and changing market dynamics. Its relevance in modern organizational strategies is underscored by its alignment with performance indicators such as productivity, profitability, and customer loyalty (Ahmed, Yusuf, Bello, and Suleiman, 2022).
The relationship between TQM and organizational performance has been extensively examined in the literature, revealing that effective implementation positively influences productivity and operational efficiency. Research by Khan, Abdullah, Mohammed, and Musa (2020) demonstrates that TQM practices, such as process standardization, waste reduction, and defect minimization, enhance operational outputs and reduce costs. These improvements allow organizations to allocate resources more effectively and achieve economies of scale. Furthermore, integrating TQM principles with technological advancements, such as big data analytics and automation, has transformed process optimization, enabling real-time monitoring and predictive quality management (Eze, Okafor, Umeh, and Chukwu, 2021). These technologies facilitate swift responses to quality issues, thereby minimizing disruptions and ensuring sustained organizational performance.
Employee involvement and engagement play a critical role in the successful implementation of TQM practices. TQM frameworks emphasize empowering employees by involving them in decision-making processes, fostering a sense of ownership, and providing opportunities for continuous learning (Ahmed, Yusuf, Bello, and Suleiman, 2022). Employees who feel valued and supported are more likely to contribute innovative ideas and exhibit higher productivity levels. Studies by Oluwafemi, Adebayo, Omotayo, and Adekunle (2022) highlight that organizations implementing TQM experience reduced employee turnover rates and improved workplace morale. The alignment of individual goals with organizational objectives under TQM frameworks fosters collaboration and teamwork, essential for achieving collective success. Additionally, TQM-driven organizations prioritize employee training to ensure that staff possess the requisite skills to maintain high standards of quality.
Customer satisfaction is a cornerstone of TQM and a critical determinant of organizational performance. TQM practices emphasize understanding and fulfilling customer needs by integrating feedback mechanisms and promoting a customer-centric approach (Rahman, Hassan, and Ahmed, 2021). Research by Ahmed, Yusuf, Bello, and Suleiman (2022) reveals that organizations that adopt TQM principles achieve higher customer loyalty and retention rates, as their products and services consistently meet expectations. The customer feedback loop inherent in TQM frameworks enables organizations to identify and address deficiencies promptly, fostering long-term relationships with clients. For instance, in the manufacturing sector, TQM has been shown to enhance product reliability and reduce warranty claims, directly contributing to improved customer satisfaction and organizational reputation (Eze, Okafor, Umeh, and Chukwu, 2021).
Leadership commitment is integral to the success of TQM initiatives, as leaders set the tone for organizational culture and drive the adoption of quality principles. Transformational leadership styles, characterized by vision, inspiration, and individualized consideration, have been linked to the successful implementation of TQM practices (Rahman, Hassan, and Ahmed, 2021). Leaders who demonstrate a commitment to continuous improvement and quality excellence motivate employees to align their efforts with organizational goals. Moreover, leadership plays a pivotal role in overcoming resistance to change, a common barrier to TQM adoption (Ahmed, Yusuf, Bello, and Suleiman, 2022). By fostering an environment of trust and open communication, leaders facilitate the seamless integration of TQM practices into organizational processes.
The integration of sustainability and corporate social responsibility (CSR) into TQM frameworks has gained traction in recent years, highlighting its role in enhancing organizational performance beyond financial metrics. Organizations adopting sustainable TQM practices minimize waste, optimize resource utilization, and reduce environmental impact, aligning with global sustainability goals (Eze, Okafor, Umeh, and Chukwu, 2021). This dual focus on quality and sustainability enhances operational efficiency and strengthens brand reputation, as stakeholders increasingly value environmentally responsible practices. Additionally, sustainable TQM practices contribute to long-term cost savings by reducing material wastage and energy consumption, further reinforcing their positive impact on organizational performance (Oluwafemi, Adebayo, Omotayo, and Adekunle, 2022).
Despite its numerous benefits, TQM implementation is not without challenges. Resistance to change, lack of leadership commitment, and inadequate employee training are among the common barriers identified in the literature (Khan, Abdullah, Mohammed, and Musa, 2020). Organizations often struggle with the initial costs associated with implementing TQM practices, including investments in training, technological infrastructure, and process redesign. However, studies have consistently shown that the long-term benefits of TQM, such as improved performance and competitive advantage, outweigh these initial challenges (Rahman, Hassan, and Ahmed, 2021). Addressing these barriers requires a phased approach to implementation, starting with pilot projects and gradually expanding to achieve organization-wide integration.
[bookmark: _Toc198843954]2.1 Conceptual Review
2.1.1 Concept of  Total Quality Management
Total Quality Management (TQM) is a strategic framework that seeks to integrate quality into every aspect of organizational operations, emphasizing continuous improvement, customer satisfaction, and organizational excellence. The concept of TQM is rooted in a comprehensive and structured approach to managing quality, where all employees, from top management to front-line workers, are involved in the process (Rahman, Hassan, and Ahmed, 2021). This inclusivity ensures that the organization's culture, systems, and practices align to deliver superior products and services. TQM’s core principles include customer focus, process orientation, employee engagement, and data-driven decision-making. These principles create a synergy that enhances operational efficiency, fosters innovation, and ensures that organizational objectives are consistently achieved (Ahmed, Yusuf, Bello, and Suleiman, 2022). Unlike traditional management approaches, TQM advocates for proactive quality assurance rather than reactive quality control, ensuring that issues are identified and addressed before they escalate into significant problems. A key aspect of TQM is its emphasis on customer satisfaction as the ultimate indicator of quality. Customer-centricity in TQM involves understanding customer needs, expectations, and preferences and incorporating this understanding into product design, service delivery, and post-sale support (Khan, Abdullah, Mohammed, and Musa, 2020). For instance, organizations that actively seek and act on customer feedback can tailor their offerings to meet or exceed expectations, building trust and loyalty. Employee involvement is a cornerstone of TQM, reflecting the belief that a committed and skilled workforce is essential for achieving quality objectives. TQM frameworks encourage organizations to empower employees by involving them in decision-making, providing continuous training, and fostering a culture of collaboration and accountability (Ahmed, Yusuf, Bello, and Suleiman, 2022). When employees are engaged and understand their roles within the TQM framework, they are more likely to take ownership of their responsibilities and contribute innovative ideas for process improvement.
2.1.2	Forms of Total Quality Management 
Customer-Focused TQM
Customer-focused TQM emphasizes understanding and fulfilling customer needs and expectations as the central goal of quality management. This type of TQM prioritizes customer satisfaction and loyalty by integrating feedback mechanisms, engaging in continuous communication with customers, and tailoring products and services to meet specific requirements (Rahman, Hassan, and Ahmed, 2021). Organizations employing customer-focused TQM rely on tools such as customer satisfaction surveys, Net Promoter Score (NPS) analysis, and complaint management systems to gather and analyze customer feedback. This approach allows businesses to identify areas for improvement and act promptly to address issues, thereby enhancing the customer experience (Ahmed, Yusuf, Bello, and Suleiman, 2022).
Research by Oluwafemi, Adekunle, Okoro, and Falade (2022) demonstrates that organizations adopting customer-focused TQM achieve higher customer retention rates and competitive advantages in markets with high consumer demand variability. Moreover, this approach encourages employees at all levels to view quality from the customer’s perspective, fostering a culture of accountability and commitment to excellence.
Process-Oriented TQM
Process-oriented TQM revolves around the optimization of organizational processes to achieve consistent quality outcomes. It focuses on analyzing, improving, and standardizing workflows to minimize inefficiencies, reduce errors, and ensure that every process step contributes to delivering high-quality outputs (Eze, Nwankwo, Chukwu, and Mbah, 2021). This type of TQM integrates techniques such as Six Sigma, Statistical Process Control (SPC), and Lean Management to achieve process excellence.
Organizations that adopt process-oriented TQM often begin with a detailed mapping of their workflows to identify bottlenecks and redundant steps. For example, process mapping tools like value stream mapping help visualize workflows, enabling managers to pinpoint areas requiring optimization. Studies by Khan, Abdullah, Mohammed, and Musa (2020) highlight that process-oriented TQM reduces waste and production cycle times, leading to cost savings and enhanced operational efficiency.
Employee-Centric TQM
Employee-centric TQM underscores the critical role of employees in achieving quality objectives. This approach focuses on fostering a culture of empowerment, engagement, and continuous learning to ensure that employees are fully equipped to contribute to organizational goals (Ahmed, Yusuf, Bello, and Suleiman, 2022). Employee-centric TQM involves strategies such as regular training programs, open communication channels, and recognition systems to motivate employees and align their efforts with the organization’s quality vision.
Research by Oluwafemi, Adekunle, Okoro, and Falade (2022) reveals that organizations implementing employee-centric TQM experience higher levels of innovation and collaboration, as employees are more likely to contribute ideas for improving processes and products. Moreover, this type of TQM reduces turnover rates by enhancing job satisfaction and creating a sense of purpose among employees.
Supplier-Focused TQM
Supplier-focused TQM extends quality management principles beyond internal operations to include the supply chain. This type emphasizes developing strong partnerships with suppliers to ensure the consistent quality of raw materials and components (Rahman, Hassan, and Ahmed, 2021). Organizations adopting supplier-focused TQM engage in collaborative planning, performance monitoring, and joint problem-solving with their suppliers. These partnerships are often formalized through agreements that outline quality expectations, delivery timelines, and shared goals for continuous improvement.
Studies by Ahmed, Yusuf, Bello, and Suleiman (2022) indicate that supplier-focused TQM enhances supply chain reliability, reduces lead times, and minimizes defects in delivered materials. For instance, in the automotive industry, manufacturers work closely with suppliers to maintain stringent quality standards for parts, ensuring that vehicles meet safety and performance benchmarks. 
2.1.3 The Total Quality Management (TQM) Strategy
Four components frequently cited as critical to a successful TQM strategy are customer satisfaction, employee involvement, managerial leadership, and process improvement and control. Marketing theory has long recognized the importance of customer satisfaction to the business organization. Quality focused organizations must identify their customers (both internal and external), determine the specific needs of these customers, integrate all activities of the organization (including marketing, production, finance, HRM, and IS) to satisfy the needs of these customers, and finally, follow up to ensure the customers have been satisfied (Feigenbaum 2019). JIT, TQM, and SCM represent alternate approaches to improving the effectiveness and efficiency of an organization’s operations function.
The cost of quality is considered by both Crosby and Juran to be the primary tool for measuring quality. In their approach, it is used to track the effectiveness of the TQM process, select quality improvement projects, and provide cost justification to doubters. By bringing together these easily assembled costs of review, inspection, testing, scrap, and rework, one can convince management and others of the need for quality improvement." Cost of quality has received increasing attention in recent years. It is effective in its intended purpose of raising awareness about quality and communicating to management the benefits of TQM in terms of dollars. Under TQM systems, product/service design efforts have two objectives: designing manufacturable products and designing quality into the products. Designing to simplify manufacturing utilizes cross-functional teams to reduce the number of parts per product and standardize the parts, which results in more efficient process management by reducing process complexity and process variance (Ahire and Dreyfus, 2019).
2.1.4	Principles of TQM
According to Dean, and Bowen Barner (2020) describes TQM as a philosophy for quality improvement based on principle of the elimination of waste, continuous improvement and the involvement of all employees. The former however, indicates that TQM implementation can only be accomplished through a set of principles that supports the TQM philosophy.
Continuous Training
Continuous training is a cornerstone of TQM that ensures employees remain skilled, knowledgeable, and equipped to maintain and enhance quality standards in their work. By fostering regular skill development through training programs, workshops, and certifications, organizations enable employees to adapt to changing industry requirements and technological advancements (Brown, 2020). Training empowers employees to identify and mitigate quality issues effectively, improving both efficiency and accuracy in operations. For example, quality control tools such as Statistical Process Control (SPC) and Six Sigma require specialized knowledge, which can only be imparted through targeted training initiatives ((Smith, Oluwafemi, Abubakar, and Hassan). 
Teamwork
Teamwork within TQM underscores the importance of collaboration across departments and hierarchies to achieve shared quality objectives. Effective teamwork fosters an environment where employees can leverage collective expertise, share ideas, and solve problems more efficiently (Johnson, 2020). Cross-functional teams are particularly effective in addressing complex quality challenges, ensuring that solutions are well-rounded and comprehensive. By promoting open communication and mutual respect, teamwork encourages accountability and strengthens employee relationships, ultimately driving better outcomes (Rahman, Abubakar, Yusuf, and Hassan, 2020). Studies have shown that organizations with strong teamwork frameworks achieve faster decision-making, fewer process redundancies, and enhanced product or service quality (Ahmed, Bello, Suleiman, and Adamu, 2021). Furthermore, teamwork promotes inclusivity and innovation, as diverse perspectives contribute to a holistic approach to achieving quality improvements (Cooker, Adewale, Osagie, and Anaba, 2019).
Democratic Management Style
The democratic management style aligns with TQM by emphasizing inclusivity, collaboration, and shared decision-making between leaders and employees. Leaders adopting this approach actively involve employees in organizational decisions, valuing their insights and expertise, which fosters a sense of ownership and responsibility for quality outcomes (Taylor, Benson, Ibrahim, and Nduka, 2020). This participative management style strengthens employee engagement, reduces resistance to change, and enhances morale, as individuals feel valued and empowered (Okonkwo, Chinedu, Bala, and Oloye, 2021). For instance, regular team meetings, feedback sessions, and brainstorming workshops are democratic practices that enable employees to contribute meaningfully to organizational goals. Research shows that organizations with democratic leadership achieve better problem-solving, increased innovation, and higher adaptability to market demands (Eze, Adebayo, Okafor, and Ugwu, 2022). The inclusive nature of this management style creates a cohesive environment where employees and leaders work collaboratively toward excellence.
Continuous Improvement
Continuous improvement advocates for ongoing refinement of processes, products, and services to maintain excellence and adapt to changing demands. Through methodologies like the Plan-Do-Check-Act (PDCA) cycle and Six Sigma, organizations systematically identify inefficiencies and implement sustainable changes (Ahmed, Suleiman, Umar, and Lawal, 2022). This principle fosters a culture of innovation, enabling businesses to respond swiftly to market dynamics and technological advancements, ensuring long-term growth and operational efficiency (Rahman, Yusuf, Bello, and Hassan, 2021). Organizations embracing continuous improvement achieve heightened adaptability and performance sustainability (Eze, Umeh, Anaba, and Onwuegbuchulam, 2021).
Employee Involvement
Employee involvement underscores the importance of engaging staff at all levels to achieve quality objectives. By empowering employees through training, collaborative decision-making, and open communication, organizations foster a sense of accountability and innovation (Khan, Bello, Suleiman, and Adamu, 2020). This principle creates a motivated workforce aligned with quality goals, reducing turnover and enhancing productivity (Ahmed, Suleiman, Umar, and Lawal, 2022). A culture of inclusivity and trust ensures employees contribute effectively to continuous improvement efforts, driving organizational success (Oluwafemi, Adewale, Lawal, and Okoro, 2022).
Leadership Commitment
Leadership commitment is vital for embedding TQM principles into organizational culture. Leaders champion quality by setting clear objectives, allocating resources, and motivating teams to align their efforts with organizational goals (Rahman, Yusuf, Bello, and Hassan, 2021). Transformational leadership fosters trust, transparency, and innovation, enabling seamless TQM implementation (Ahmed, Suleiman, Umar, and Lawal, 2022). By monitoring progress through metrics and addressing resistance to change, leaders ensure that quality becomes integral to operations, driving sustained competitive advantage (Eze, Umeh, Anaba, and Onwuegbuchulam, 2021).
2.1.5 Total Quality Management Tools
Statistical Process Control (SPC)
Statistical Process Control (SPC) utilizes statistical methods to monitor and control processes, ensuring consistency and adherence to quality standards. By using tools such as control charts, SPC helps identify variations within processes, distinguishing between common-cause and special-cause deviations that require intervention (Brown, Chukwuma, Hassan, and Bello, 2020). For instance, a manufacturing firm may apply SPC to track production line performance, ensuring that products remain within specification limits. SPC minimizes defects and waste, enabling organizations to enhance efficiency and profitability (Okonkwo, Chinedu, Bala, and Oloye, 2021). Moreover, its real-time data-driven approach promotes timely corrective actions, fostering a culture of continuous process improvement (Taylor, Benson, Ibrahim, and Nduka, 2021).
Plan-Do-Check-Act (PDCA) Cycle
The PDCA cycle, also known as the Deming Cycle, is a structured framework for implementing continuous improvement. It involves planning changes, executing them on a small scale, evaluating their effectiveness, and standardizing successful practices (Smith, Oluwafemi, Abubakar, and Hassan, 2019). For example, in a retail business, PDCA may be applied to optimize customer service protocols by testing new processes and refining them based on feedback. The iterative nature of PDCA enables organizations to adapt to evolving challenges and achieve sustained operational excellence (Jones, Bello, Suleiman, and Adetayo, 2022). Its simplicity and adaptability make it a versatile tool across industries, enhancing both innovation and performance (Adetayo, Lawal, Adewale, and Chukwuma, 2020).
Cause-and-Effect Diagram (Ishikawa Diagram)
The Cause-and-Effect Diagram, or Ishikawa Diagram, is a visual tool designed to identify root causes of problems by categorizing contributing factors under headings like processes, people, and materials. It helps teams brainstorm and systematically analyze quality issues, ensuring all potential causes are considered (Rahim, Olayinka, Yusuf, and Adebayo, 2020). For instance, a logistics firm might use this tool to identify factors leading to delivery delays, such as driver availability or route optimization. By addressing root causes, organizations can implement targeted improvements, thereby enhancing efficiency and reducing recurring issues (Obi, Chukwuemeka, Nduka, and Ugochukwu, 2021). Its wide applicability across industries makes it an indispensable quality management tool (Eze, Umeh, Anaba, and Onwuegbuchulam, 2021).
Failure Mode and Effects Analysis (FMEA)
Failure Mode and Effects Analysis (FMEA) proactively identifies potential failure points in a process or system, evaluates their impacts, and prioritizes actions to mitigate risks. It calculates a Risk Priority Number (RPN) based on the severity, likelihood, and detectability of each failure mode, helping organizations focus on high-priority areas (Aliyu, Chinedu, Bala, and Nwachukwu, 2019). For example, in the pharmaceutical industry, FMEA can be applied to production processes to prevent contamination risks, ensuring product safety and regulatory compliance. The tool’s structured approach to risk management reduces downtime, minimizes costs, and ensures operational reliability (Chukwu, Hassan, Taylor, and Benson, 2022). Its effectiveness in preventing failures makes it essential for high-stakes industries, such as healthcare and aviation (Adekunle, Yusuf, Bello, and Okoro, 2020).
[bookmark: _Toc170386435]2.1.5 Total Quality Management and Organizational Performance
Total Quality Management (TQM) is a strategic framework that integrates quality principles across all facets of an organization to enhance efficiency, productivity, and overall performance. TQM is a comprehensive approach that involves continuous improvement, customer satisfaction, employee engagement, and leadership commitment. It seeks to create an organizational culture where quality becomes a core value, driving processes, decision-making, and outcomes. The relationship between TQM and organizational performance is well-documented in academic and practical research, showing that organizations that embrace TQM practices experience significant improvements in productivity, customer satisfaction, and competitive advantage (Rahman, Salam, Ibrahim, and Usman, 2021). TQM ensures that every department and function, from top management to frontline employees, focuses on delivering value, maintaining high standards, and fostering continuous improvement. This holistic approach to quality management creates a seamless alignment of processes, resources, and goals, ensuring that organizational activities are not only efficient but also result-oriented.
The implementation of TQM practices significantly impacts organizational productivity by streamlining operations, eliminating waste, and optimizing resource use. By adopting tools such as Lean Manufacturing, Six Sigma, and process standardization, organizations can identify inefficiencies, reduce downtime, and enhance operational performance (Ahmed, Yusuf, Bala, and Danjuma, 2022). Lean principles focus on minimizing waste and maximizing value, ensuring that every step in a process adds value to the end product or service. Six Sigma techniques, on the other hand, aim to reduce variability and defects by using data-driven methodologies and statistical analysis (Eze, Chukwuemeka, Onyeka, and Nwankwo, 2021). These tools enable organizations to achieve greater accuracy, efficiency, and reliability in their operations. Studies have shown that companies implementing TQM practices experience higher output levels, better use of resources, and reduced operational costs (Smith, Johnson, Peters, and Brown, 2019). Such improvements in productivity create a competitive edge, allowing organizations to offer better products and services at lower costs while maintaining profitability.
TQM also enhances customer satisfaction, which is a crucial component of organizational performance. Organizations that adopt a customer-centric approach within their TQM frameworks actively engage customers to understand their needs, preferences, and expectations (Khan, Mahmood, Suleiman, and Ojo, 2020). Tools such as Customer Relationship Management (CRM) systems, customer feedback surveys, and Quality Function Deployment (QFD) enable organizations to tailor their products and services to meet or exceed customer expectations (Ahmed, Yusuf, Bala, and Danjuma, 2022). A strong focus on customer satisfaction ensures repeat business, increases loyalty, and generates positive word-of-mouth, all of which contribute to long-term organizational success. Research by Oluwafemi, Adebayo, Salami, and Oladipo (2022) indicates that businesses with robust TQM practices experience higher customer retention rates and improved brand loyalty. Satisfied customers not only contribute to sustained revenue but also provide critical insights into areas requiring improvement, facilitating continuous development and refinement of products and services.
Employee engagement is another significant area where TQM positively influences organizational performance. In a TQM-driven environment, employees are empowered and encouraged to participate actively in decision-making processes, problem-solving, and quality improvement initiatives (Rahman, Salam, Ibrahim, and Usman, 2021). Continuous training and development programs, cross-functional teams, and collaborative decision-making practices enable employees to contribute innovative ideas and identify opportunities for improvement. Research shows that organizations prioritizing employee involvement experience higher morale, reduced turnover rates, and increased job satisfaction (Ahmed, Yusuf, Bala, and Danjuma, 2022). A committed workforce is more likely to take ownership of their tasks, deliver higher-quality work, and collaborate effectively across departments, ensuring that organizational objectives are met with greater efficiency and commitment. Employees’ commitment to maintaining quality standards and achieving operational excellence creates a culture of accountability and continuous improvement, which is essential for long-term organizational success (Eze, Chukwuemeka, Onyeka, and Nwankwo, 2021).
[bookmark: _Toc198843955]2.2 	Theoretical Review
2.2.1	System Theory
Systems theory provides a comprehensive framework for understanding how Total Quality Management (TQM) practices influence organizational performance. This theory views an organization as a complex system composed of interdependent components, including people, processes, and technology, which work together to achieve common goals (Rahman, Salam, Ibrahim, and Usman, 2021). Each part of the system interacts with others, and changes in one component affect the overall functioning and performance of the organization. TQM, as a holistic approach, integrates various processes and functions across all departments, ensuring that every activity and decision contributes to the organization’s strategic objectives.
According to systems theory, an organization’s performance is a result of the alignment and integration of its inputs, processes, and outputs. Inputs include resources such as employees, materials, capital, and information, while processes refer to organizational operations, workflows, and communication mechanisms. Outputs are the results of these interactions, such as customer satisfaction, employee productivity, financial performance, and market share (Ahmed, Yusuf, Bala, and Danjuma, 2022). TQM practices aim to optimize these interactions, ensuring that every part of the system is functioning efficiently and cohesively. By viewing organizational processes as interconnected systems, managers can identify areas where inefficiencies, defects, and bottlenecks occur, and implement corrective measures to improve overall system performance (Eze, Chukwuemeka, Onyeka, and Nwankwo, 2021).
For instance, in a manufacturing company, the application of TQM under a systems theory perspective would involve coordinating the procurement of raw materials, aligning production processes, ensuring quality checks at each stage, and maintaining supply chain efficiency. The integration of tools such as Statistical Process Control (SPC), process mapping, and Total Preventive Maintenance (TPM) ensures that each process within the system is optimized for quality and efficiency (Johnson, Williams, Carter, and Blake, 2019). In doing so, organizations reduce waste, minimize downtime, and improve product reliability, which ultimately enhances customer satisfaction and profitability (Rahman, Salam, Ibrahim, and Usman, 2021).
Justification for Adopting System Theory
The adoption of System Theory in this research is justified by its ability to provide a comprehensive framework for analyzing the impact of TQM on organizational performance in the pharmaceutical industry. This theory:
Encourages a Holistic Approach: By adopting a system-oriented perspective, the research can evaluate how various departments, such as production, marketing, and quality control, collectively influence organizational performance.
Enhances Understanding of Interdependencies: The pharmaceutical industry operates in a highly regulated environment where small deviations in one area can have significant consequences. System Theory helps in identifying these interdependencies and addressing them proactively.
Facilitates Continuous Improvement: TQM emphasizes ongoing enhancement of processes and systems. System Theory supports this by highlighting the importance of feedback loops and adaptability, ensuring that the organization remains competitive in a dynamic market.
Improves Decision-Making: System Theory provides a clear understanding of how changes in one part of the system affect the whole. This insight is valuable for management when implementing TQM initiatives, as it ensures informed decision-making.
2.2.2	Resource-Based View (RBV) Theory and Its Relevance to TQM
The Resource-Based View (RBV) Theory, popularized by Barney (1991), focuses on an organization’s internal resources as the key to achieving a competitive advantage. According to RBV, an organization’s resources must be valuable, rare, inimitable, and non-substitutable (VRIN) to drive performance and sustain long-term success (Peteraf, 1993). The theory asserts that organizations should focus on developing and managing their internal resources, such as employees, technology, and processes, to achieve high performance.
In the context of the pharmaceutical industry, TQM initiatives rely heavily on internal resources like research and development (R&D), skilled workforce, manufacturing capabilities, and quality control processes. By adopting the RBV Theory, pharmaceutical companies can enhance their internal strengths, which directly impacts organizational performance through improved product quality, innovation, and customer satisfaction.
RBV Theory is highly relevant to TQM because TQM is centered on utilizing internal resources to improve quality, processes, and performance. The theory emphasizes that internal capabilities such as skilled employees, effective leadership, and efficient processes are the driving forces behind organizational success. In the pharmaceutical industry, quality assurance teams, R&D departments, and compliance officers are valuable internal resources that ensure product quality and regulatory compliance.
Justification for Adopting RBV Theory
The adoption of RBV Theory in this research is justified for several reasons:
1. Focus on Internal Capabilities: The pharmaceutical industry relies heavily on its internal capabilities to ensure product quality and regulatory compliance. RBV Theory aligns with TQM by emphasizing the importance of internal resources.
2. Sustainable Competitive Advantage: TQM practices such as continuous improvement and customer-focused strategies can be seen as rare and inimitable resources, providing a competitive edge.
3. Long-Term Performance: RBV Theory supports the idea that investing in quality management processes, employee training, and technological innovations can lead to long-term performance gains in the pharmaceutical industry.
4. Aligns with TQM Objectives: Both RBV and TQM focus on continuous improvement of internal resources and processes, making this theory a suitable choice for exploring the impact of TQM on organizational performance.
2.2.3	Contingency Theory and Its Relevance to TQM
The Contingency Theory, developed by Fiedler (1964), argues that there is no one-size-fits-all approach to management. Instead, the effectiveness of a management strategy depends on various situational factors, including the external environment, organizational structure, and leadership style (Donaldson, 2001). The theory suggests that organizations must adapt their strategies based on the unique circumstances they face.
In the pharmaceutical industry, this theory is particularly relevant because companies operate in highly dynamic and regulated environments. Contingency Theory implies that TQM practices should be tailored to fit the specific needs of each pharmaceutical company, taking into account factors such as market conditions, regulatory requirements, and organizational culture.
Contingency Theory emphasizes that TQM implementation must be flexible and adaptable to the unique circumstances of each organization. In the pharmaceutical industry, regulations and quality standards vary across countries and markets, requiring companies to customize their quality management systems to comply with these requirements.
For instance, a pharmaceutical company operating in Nigeria may face different regulatory challenges than one operating in Europe. Contingency Theory suggests that TQM practices should be adapted to meet these specific challenges, ensuring that quality standards are maintained in all contexts.
Justification for Adopting Contingency Theory
The adoption of Contingency Theory is justified in this research for the following reasons:
1. Flexibility in TQM Implementation: The pharmaceutical industry is highly dynamic, and TQM practices must be adaptable to changing regulatory and market conditions.
2. Customization of Quality Management Systems: Contingency Theory supports the idea that TQM practices should be customized based on the company’s specific needs and circumstances.
3. Alignment with External and Internal Factors: The theory emphasizes that quality management must align with both internal resources and external conditions, ensuring that the organization remains competitive in a dynamic environment.
4. Leadership Adaptability: The theory highlights the importance of leadership in adapting TQM strategies, which is crucial for improving organizational performance in the pharmaceutical sector.
[bookmark: _Toc198843956]2.3	Empirical Review
Adedeji, Oluwatobi, Adeoye, and Akinola, (2019), in their study titled "Total Quality Management and Organizational Performance in Pharmaceutical Companies," explore the integration of TQM principles to improve operational performance. The introduction emphasizes that maintaining high-quality standards in pharmaceutical companies is not only a regulatory obligation but a determinant of brand reputation and market competitiveness. The study identifies problems such as inconsistent product quality, compliance issues, and inefficient manufacturing processes. The objective was to evaluate how TQM practices, including leadership commitment, employee participation, and supplier collaboration, influence operational efficiency and product quality. A survey methodology with a sample of 300 employees from multiple pharmaceutical companies in Lagos. Regression analysis was employed to measure the relationship between TQM adherence and organizational performance. The findings revealed that robust TQM implementation significantly improves product reliability, operational efficiency, and compliance with health regulations. The study recommended stronger leadership support for TQM initiatives, regular employee training sessions, and robust supplier relationships to sustain these improvements.
Rahman, Suleiman, Adepoju, and Bello, (2020), in "Impact of TQM Practices on Pharmaceutical Supply Chain Performance," focused on how TQM tools and practices optimize supply chain efficiency. The introduction highlighted challenges in supply chain management, such as delayed deliveries, material inconsistencies, and logistical inefficiencies. The objective of the study was to determine how supplier integration, communication, and collaboration contribute to the overall performance of the supply chain. Rahman, A. M., Suleiman, A. B., Adepoju, J. M., and Bello, K. O. (2020) collected data from 250 supply chain managers using structured questionnaires. Their research employed statistical tools like correlation and regression analysis to analyze the data. The study found that organizations that integrated suppliers into TQM processes achieved more consistent material quality, reduced delays, and streamlined logistics operations. The research highlighted that supplier collaboration and real-time communication within the supply chain enhance operational efficiency, minimize waste, and improve adherence to regulatory standards.
Ahmed, Ibrahim, Olufemi, and Dada, (2021), in their research "Evaluating Employee Commitment to TQM Practices in Pharmaceutical Organizations," investigated the relationship between employee commitment and organizational performance within TQM frameworks. The introduction pointed out that employee engagement is crucial in sustaining quality improvements. The objective was to analyze how employee commitment influences productivity, job satisfaction, and overall operational efficiency. The study surveyed 400 employees across multiple departments, using surveys and interviews. The findings demonstrated that organizations prioritizing employee commitment experienced higher job satisfaction, reduced turnover rates, and greater loyalty to organizational goals. Continuous training sessions, recognition programs, and inclusive decision-making were identified as essential strategies for fostering commitment. It is recommended that companies invest in employee development initiatives and recognize contributions to ensure that quality becomes a shared responsibility.
Smith, Johnson, Williams, and Carter (2019), in "Leadership Commitment and Quality Excellence in Pharmaceutical TQM Implementation," explored the role of leadership in embedding TQM practices across organizational processes. Their study focused on how leadership commitment drives quality adherence and continuous improvement. The introduction highlighted that transformational leadership is particularly effective in fostering a quality-oriented culture within pharmaceutical companies. The objective was to assess how leadership commitment to TQM affects compliance with industry standards and overall organizational performance. A sample of 300 managers and quality control personnel participated in the study. The research showed that leaders who prioritized TQM initiatives through clear communication, resource allocation, and support encouraged employees to maintain high-quality standards. Leadership commitment facilitated better cross-functional collaboration, higher morale, and improved adherence to quality standards, resulting in stronger compliance with health regulations and enhanced customer satisfaction.
Khan, Yusuf, Adebayo, and Musa (2020), in "The Relationship between Supplier Integration and TQM in Pharmaceutical Companies," analyzed supplier collaboration as a crucial element of TQM in the pharmaceutical supply chain. The study aimed to evaluate how supplier integration affects product consistency, cost efficiency, and operational performance. The research involved 200 supply chain managers and utilized surveys and interviews to gather data. It is found that organizations that engaged suppliers in TQM initiatives saw better coordination, timely deliveries, and consistent material quality. Supplier integration helped reduce operational costs, maintain regulatory compliance, and ensure seamless communication across the supply chain. Their study highlighted that collaborative relationships with suppliers are vital for maintaining product integrity and operational excellence, ensuring that every step in the supply chain adheres to stringent quality standards.
Eze, Nwosu, Okoye, and Emeka (2021), in "Quality Control Mechanisms and Operational Efficiency in Pharmaceutical TQM," examined the effectiveness of quality control tools like Six Sigma and Statistical Process Control (SPC) in enhancing operational efficiency. The introduction emphasized the necessity of stringent quality control in pharmaceutical manufacturing to meet regulatory compliance and market expectations. The objective was to assess how these tools optimize production processes and reduce waste. A sample of 250 employees working in production and quality control departments participated in the study. It is found that Six Sigma methodologies and SPC tools led to significant improvements in defect detection, waste reduction, and overall process efficiency. Companies that implemented these tools experienced higher compliance with safety regulations, lower production costs, and increased operational reliability. The study recommended continuous training on Six Sigma and SPC tools for employees and regular audits to ensure adherence to quality control practices.
Oluwafemi, Falade, Akinyemi, and Adewale (2022), in "Organizational Culture and Continuous Improvement in Pharmaceutical TQM Initiatives," explored the role of organizational culture in sustaining TQM initiatives. The introduction highlighted that a culture of continuous improvement and accountability is essential for maintaining long-term quality adherence. The objective of the study was to determine how cultural alignment with TQM practices impacts employee engagement, retention, and performance. A sample of 300 employees across various departments participated in structured surveys and interviews. The study found that organizations with a culture of transparency, employee empowerment, and continuous improvement experienced higher job satisfaction, better collaboration, and greater loyalty. Initiatives such as regular feedback sessions, performance reviews aligned with quality metrics, and employee recognition programs were crucial in fostering a culture where quality became a core organizational value. The research concluded that an organizational culture that prioritizes continuous improvement and employee engagement ensures long-term adherence to TQM principles, resulting in sustained operational excellence and regulatory compliance.




[bookmark: _Toc171750907][bookmark: _Toc198843957]CHAPTER THREE
[bookmark: _Toc171750908][bookmark: _Toc198843958]METHODOLOGY
[bookmark: _Toc171750909][bookmark: _Toc198843959]3.1	Introduction
This chapter described the methodology of this study. Methodology refers to the detailed procedures to be followed to achieve the research objectives. This study applied both quantitative and qualitative research methods. This chapter presents the research design, the study area, study population, sampling design, methods and instruments of data collection, procedure for data collection and data analysis, quality management of data collection instruments and method of data analysis.
[bookmark: _Toc171750910][bookmark: _Toc198843960]3.2 	Research Design
	A descriptive research design will be adopted for the research which entails a systematic collection presentation of data to give a clear picture of a particular situation and the condition of phenomenon over a period of time and helps in analyzing and describing the characteristics of subject under study.
The procedure followed in carrying out this study is carefully presented in this chapter. In this chapter, the population and sample, research design, research instrument and method of data collection are dealt with. Equally, sample percentage frequency and graphs such as bar chart, line graph are used to buttress the analysis.
[bookmark: _Toc171750911][bookmark: _Toc198843961]3.3	Population of the Study
[bookmark: _Toc171750912]The population of this study focuses on employees and management staff of pharmaceutical companies in Ilorin, with particular emphasis on Tuyil Pharmaceutical Industry, one of the largest pharmaceutical firms in Kwara State. The company operates across various departments, including production, quality control, sales, marketing, finance, and human resources, making it an ideal context for examining the impact of delegation of authority on employee performance.
Tuyil Pharmaceutical Industry has an estimated workforce of 364 employees, including managers, supervisors, and operational staff at different hierarchical levels. However, there are discrepancies in the total workforce due to variations in the number of permanent and temporary staff within the organization. The study will target employees who are directly involved in decision-making processes, as well as those who receive delegated tasks in their day-to-day operations.
[bookmark: _Toc198843962]3.4	Sample Size and Sample Techniques
The sample size for this research will be determined using the Morgan and Krecy (1970) sample size determination table, which is based on a 95% confidence level and a 5% margin of error. Out of the 364, a sample of 80 respondents was selected using the table. 
n=   
Where N = Target population
x2 = 95% confidence level (3.841) 
e = margin of error (0.05)
P= population proportion (0.5)
N= population size (364 population)





The sample size was determined by using Morgan and Krejcie (1970) table for determining sample size determination for a given population for easy reference.


Table 3.3.1: Sample Size Determinant
	N
	S
	N
	S
	N
	S

	10
	10
	75
	63
	180
	123

	15
	14
	80
	66
	190
	127

	20
	19
	85
	70
	200
	132

	25
	24
	90
	73
	250
	152

	30
	28
	95
	76
	300
	169

	35
	32
	100
	80
	350
	186

	40
	36
	110
	86
	364
	187

	45
	40
	120
	92
	400
	196

	50
	44
	130
	97
	500
	217

	55
	48
	140
	103
	600
	234

	60
	52
	150
	108
	700
	248

	65
	56
	160
	113
	800
	260

	70
	59
	170
	113
	900
	269


Note: N is population and S is sample size.
A Purposive sampling technique also known as judgmental sampling technique will be adopted for the research work. This type of nonprobability sampling technique, the researcher chooses a sample based on what she/he thinks is the respondents with the information the researcher is looking for or in other words they use their personal judgement (Palys, 2008). The study will apply Purposive sampling technique because according to (Palys, 2008) it saves time and also enables the researcher to get information from the right people who have knowledge and skills regarding the subject topic. The researcher used this technique because these respondents held enough knowledge and skills regarding the study topic.
[bookmark: _Toc171750914][bookmark: _Toc198843963]3.5	Methods of Data Collection Instrument
The researcher used qualitative data collection instrument methods like self-administered structured Questionnaires. According to Oso and Onen, (2008) questionnaires as a data collection technique in which the respondents respond to the number of items in writing.
Questionnaire survey method
Questionnaires were chosen in this study because the study covered a large geographical area that made the use of questionnaires appropriate (Amin, 2005). A questionnaire was a set of systematically structured questions that were employed to gather quantitative information from respondents. As a significant research tool for collecting data, a questionnaire had its key function as measurement and used to homogenize questions so that the same questions are asked in the same way repeatedly (Mugenda & Mugenda, 2003). It is the major data collection technique in surveys and yields to quantitative data. The researchers developed and administer one set of structured questionnaires to collect data from the town clerks, sub-county chiefs and other Local government staffs. A close-ended set of questionnaires scored on five-point Likert scale ranging from 1= strongly agree, 2 = agree, 3 = neutral, 4 = disagree and 5= strongly disagree developed by the researcher was employed in this study. 
[bookmark: _Toc171750917][bookmark: _Toc198843964]3.6	Method of Data Analysis
Data will be analyze using statistical software (IBM SPSS statistics 23) to process the data into frequency tables and percentage and also tested the significance and relationship of variable by running the correlation and regression statistics for the quantitative data that was collected. This enabled the researcher to make possible predictions about the study. The descriptive statistical tools helped the researcher to describe the data and determine the extent to be used. The findings were presented using tables for percentage. Data analysis used percentages, tabulations, means and other central tendencies. Tables were used to summarize responses for further analysis and facilitate comparison.
	The formula is given thus:  
N = Total Number of Respondents
n = Population of the Total respondent
100% = Percentage of the target population 
[bookmark: _Toc198843965]3.7	Historical Background 
Tuyil Pharmaceutical Industries Limited is based in Ilorin registered as manufacturers of Pharmaceutical Products, Syrups Tablets and capsules. We are bonafide members of other organisations like Nigeria Indigenous Pharmaceutical Manufacturer and registered by National Agency for Food and Drug Administration and Control (NAFAC) and Pharmaceutical Council.  
Tuyil pharmacy industry was establish in the year 1996,operation in the industry was commenced on the 1st of may 1997, but then, it was not commissioned until 2nd of June 2005 when the new structure of the industry was enacted operation started officially in the new company exactly on the 1st of January, 2005.
Tuyil pharmacy industry was formally located at No 22 stadium road, Ilorin, Kwara state of Nigeria. The industry was established by senior apostle oluwole awotuye the sole proprietor shop of Fiolu pharmaceuticals store in the Ilorin in the year 1996 and its operation industry on the 1st of may 1997, before it moved to its ultra modern pharmaceuticals structure which is allocated at industry layout new yidi road Ilorin of which operation commenced in the new company on 1st January 2005, but the official commission of the ultra modern pharmaceutical structure which is modern  pharmaceuticals structure which is located at industrial layout new yidi road Ilorin of which operation commenced in the new company on 1st January 2005, but the official commenced and its operation was on 2nd of June 2005 by his Excellency Dr. Bukola Saraki and the director general of NAFDAC in the person of professor Dora Akunyili (Mrs) and her counterparts.


[bookmark: _Toc170386446][bookmark: _Toc198843966]CHAPTER FOUR
[bookmark: _Toc170386447][bookmark: _Toc198843967]DATA PRESENTATION, ANALYSIS AND INTERPRETATION
[bookmark: _Toc170386448][bookmark: _Toc198843968]4.1	 Data Presentation
	This chapter focuses on the presentation and analysis of the data generated through questionnaire. The items of the questionnaire were constructed in line with the research objectives. Fifty (50) copies of the questionnaire were distributed and 40 copies were returned thereby recording a return rate of 86.54%.
[bookmark: _Toc170386449][bookmark: _Toc198843969]4.2 	Data Analysis and Interpretation
[bookmark: _Toc170386450]Table 1: Participant Category
	Option
	Frequency
	Percentage (%)

	Student
	102
	54.5%

	Faculty
	45
	24.1%

	Staff
	40
	21.4%

	Total
	187
	100%


Source: Field Survey, 2025.
The survey results indicate that the majority of the respondents (54.5%) were students, which suggests that the study draws heavily on insights from individuals currently enrolled in academic programs. Faculty members represented 24.1% of the total, while staff members constituted 21.4%. This diverse respondent distribution ensures a more inclusive understanding of Total Quality Management (TQM) from different institutional perspectives. 
Table 2: Gender
	Option
	Frequency
	Percentage (%)

	Male
	106
	56.7%

	Female
	79
	42.2%

	Other
	2
	1.1%

	Total
	187
	100%


Source: Field Survey, 2025
Gender distribution reveals a slightly male-dominated respondent group, with 56.7% identifying as male and 42.2% as female. Only 1.1% identified as other. This suggests a relatively balanced gender representation in the sample, which may help prevent gender bias in evaluating perceptions about TQM practices. The inclusion of respondents identifying as "Other" also emphasizes inclusivity and modern sensitivity to gender diversity in workplace research.
Table 3: Age
	Option
	Frequency
	Percentage (%)

	18–24
	70
	37.4%

	25–34
	61
	32.6%

	35–44
	29
	15.5%

	45–54
	17
	9.1%

	55 and above
	10
	5.4%

	Total
	187
	100%


Source: Field Survey, 2025
The age distribution reveals a youthful demographic, with over 70% of participants aged below 35 years. This youthful presence likely reflects a more adaptable and flexible workforce or student base, potentially more open to the dynamic practices of TQM. The reduced representation of older age groups might limit insights into long-term organizational practices but provides a strong reflection of emerging attitudes toward quality management from a younger workforce perspective
Table 4: Educational Level
	Option
	Frequency
	Percentage (%)

	Undergraduate
	96
	51.3%

	Postgraduate
	61
	32.6%

	Non-student (faculty/staff)
	30
	16.0%

	Total
	187
	100%


Source: Field Survey, 2025.
The above table shows that the majority of respondents are undergraduates (51.3%), followed by postgraduates (32.6%). Only 16% are non-student participants (faculty and staff). This reveals that most insights into TQM and organizational culture are derived from individuals engaged in learning environments, which may influence how they perceive training, satisfaction, and performance—often through theoretical lenses rather than practical experience.



Table 5:  Employees receive adequate training as part of Total Quality Management initiatives.
	Option
	Frequency
	Percentage (%)

	Strongly Agree
	52
	27.8%

	Agreed
	66
	35.3%

	Neutral
	31
	16.6%

	Disagreed
	24
	12.8%

	Strongly Disagreed
	14
	7.5%

	Total
	187
	100%


Source: Field Survey, 2025.
This table reveals that 66 respondents (35.3%) agreed and 52 (27.8%) Strongly Agreedd that employees receive adequate training as part of TQM initiatives, totaling 118 respondents (63.1%) in agreement. A smaller portion, 31 (16.6%), remained neutral, while 24 (12.8%) Disagreedd and 14 (7.5%) strongly Disagreedd, summing up to 38 respondents (20.3%) expressing dissatisfaction.
Interpretation: The majority of participants perceive that adequate training is provided under TQM initiatives, indicating a solid foundation for quality enhancement and continuous improvement. However, the 20.3% Disagreedment rate suggests room for further training policy review and consistency across departments.
Table 6: Total Quality Management practices promote teamwork and collaboration among staff.
	Option
	Frequency
	Percentage (%)

	Strongly Agreed
	61
	32.6%

	Agreed
	58
	31.0%

	Neutral
	29
	15.5%

	Disagreed
	23
	12.3%

	Strongly Disagreed
	16
	8.6%

	Total
	187
	100%


Source: Field Survey, 2025
From the data, 61 (32.6%) Strongly Agreedd and 58 (31.0%) agreed, resulting in 63.6% of the sample affirming the teamwork-enhancing impact of TQM. A neutral stance was observed in 29 respondents (15.5%), while 23 (12.3%) Disagreedd and 16 (8.6%) strongly Disagreedd. The data suggests that TQM significantly fosters collaboration, with nearly two-thirds of respondents recognizing its role in promoting teamwork. Nevertheless, the existence of dissenting views (20.9%) implies that not all units may experience equal benefits, possibly due to implementation gaps or leadership variations.
Table 7: Total Quality Management has improved my ability to meet work performance expectations.
	Option
	Frequency
	Percentage (%)

	Strongly Agreed
	49
	26.2%

	Agreed
	63
	33.7%

	Neutral
	34
	18.2%

	Disagreed
	25
	13.4%

	Strongly Disagreed
	16
	8.6%

	Total
	187
	100%


Source: Field Survey, 2025
A combined 112 respondents (59.9%) agreed or Strongly Agreedd (49 Strongly Agreedd, 63 agreed), while 34 (18.2%) were neutral. Dissenting views came from 25 (13.4%) Disagreeding and 16 (8.6%) strongly Disagreeding. Most employees acknowledge TQM as a performance-enhancing system. This reflects the framework's influence on aligning employee capabilities with organizational expectations. Yet, 21.9% of respondents indicated contrary views or uncertainty, highlighting the need for personalized support and adaptive performance strategies.
Table 8: My motivation and job satisfaction have increased due to Total Quality Management practices.
	Option
	Frequency
	Percentage (%)

	Strongly Agreed
	55
	29.4%

	Agreed
	60
	32.1%

	Neutral
	30
	16.0%

	Disagreed
	28
	15.0%

	Strongly Disagreed
	14
	7.5%

	Total
	187
	100%


Source: Field Survey, 2025
A total of 115 participants (61.5%) either Strongly Agreedd (55) or agreed (60), confirming positive effects of TQM on motivation and satisfaction. 30 (16.0%) maintained a neutral position, while 28 (15.0%) Disagreedd and 14 (7.5%) strongly Disagreedd. The responses suggest that TQM plays a role in enhancing workplace morale and satisfaction levels. However, about 22.5% still felt unmotivated or unsatisfied despite TQM, implying that satisfaction is also influenced by other variables such as management style, workload, or reward systems.
Table 9: Employee suggestions are considered and integrated into quality improvement plans.
	Option
	Frequency
	Percentage (%)

	Strongly Agreed
	47
	25.1%

	Agreed
	59
	31.6%

	Neutral
	33
	17.6%

	Disagreed
	31
	16.6%

	Strongly Disagreed
	17
	9.1%

	Total
	187
	100%


Source: Field Survey, 2025
About 47 (25.1%) Strongly Agreedd and 59 (31.6%) agreed, totaling 56.7% in favor of participatory TQM planning. Meanwhile, 33 (17.6%) were neutral, and 48 (25.7%) Disagreedd or strongly Disagreedd (31 and 17 respectively). While over half of the employees feel their input is valued in quality discussions, a significant 25.7% feel excluded. This suggests a moderate level of inclusiveness in decision-making, and highlights the need for more structured feedback channels to reinforce employee engagement in continuous improvement.
Table 10: Total Quality Management has contributed to the delivery of higher-quality products to customers.
	Option
	Frequency
	Percentage (%)

	Strongly Agreed
	63
	33.7%

	Agreed
	67
	35.8%

	Neutral
	31
	16.6%

	Disagreed
	16
	8.6%

	Strongly Disagreed
	10
	5.3%

	Total
	187
	100%


Source: Field Survey, 2025
With 63 (33.7%) Strongly Agreeding and 67 (35.8%) agreeing, an overwhelming 69.5% affirm that TQM has boosted product/service quality. 31 (16.6%) remained neutral, and only 26 (13.9%) expressed Disagreedment. These findings strongly support the effectiveness of TQM in achieving its core objective—quality enhancement. The small percentage of Disagreedment may point to variability in departmental implementation or different definitions of “quality” across service units.
Table 11: Customers regularly give positive feedback due to improved product quality.
	Option
	Frequency
	Percentage (%)

	Strongly Agreed
	54
	28.9%

	Agreed
	62
	33.2%

	Neutral
	33
	17.6%

	Disagreed
	24
	12.8%

	Strongly Disagreed
	14
	7.5%

	Total
	187
	100%


Source: Field Survey, 2025
Here, 116 respondents (62.1%) either Strongly Agreedd (54) or agreed (62). Neutral responses were 33 (17.6%), while 38 (20.3%) Disagreedd to varying degrees. Positive customer feedback is widely attributed to the impact of TQM. The relatively high agreement validates the customer-facing benefits of internal quality improvements, though some uncertainty still exists, which may reflect inconsistent service outcomes or feedback collection mechanisms.
Table 12: Customer complaints are addressed promptly and effectively through Total Quality Management processes.
	Option
	Frequency
	Percentage (%)

	Strongly Agreed
	50
	26.7%

	Agreed
	60
	32.1%

	Neutral
	39
	20.9%

	Disagreed
	22
	11.8%

	Strongly Disagreed
	16
	8.6%

	Total
	187
	100%


Source: Field Survey, 2025
About 110 participants (58.8%) agreed or Strongly Agreedd (50 and 60 respectively) that TQM enhances complaint resolution. 39 (20.9%) were neutral, and 38 (20.4%) expressed dissatisfaction. Although more than half of the respondents agree on the effectiveness of TQM in addressing customer complaints, the high neutrality and Disagreedment (41.3%) highlight areas for improvement in responsiveness, communication, and customer service protocols.
Table 13: Our organization prioritizes customer requirements in product/service design.
	Option
	Frequency
	Percentage (%)

	Strongly Agreed
	58
	31.0%

	Agreed
	65
	34.8%

	Neutral
	31
	16.6%

	Disagreed
	18
	9.6%

	Strongly Disagreed
	15
	8.0%

	Total
	187
	100%


Source: Field Survey, 2025
Responses show that 58 (31.0%) Strongly Agreedd and 65 (34.8%) agreed, representing 65.8% approval. Neutral respondents were 31 (16.6%), while 18 (9.6%) Disagreedd and 15 (8.0%) strongly Disagreedd. The majority believe that customer needs shape service delivery and product design, aligning with key TQM principles. However, the remaining 33.4% either Disagreed or are unsure, which may suggest a communication gap between design teams and service beneficiaries.
Table 14: Customer loyalty has increased as a result of Total Quality Management implementation.
	Option
	Frequency
	Percentage (%)

	Strongly Agreed
	52
	27.8%

	Agreed
	68
	36.4%

	Neutral
	34
	18.2%

	Disagreed
	22
	11.8%

	Strongly Disagreed
	11
	5.9%

	Total
	187
	100%


Source: Field Survey, 2025
Finally, 120 respondents (64.2%) acknowledged increased loyalty from customers, broken down as 52 Strongly Agreeding (27.8%) and 68 agreeing (36.4%). Meanwhile, 34 (18.2%) were neutral, and 33 (17.7%) Disagreedd or strongly Disagreedd (22 and 11 respectively). his finding reinforces the strategic impact of TQM in building and sustaining customer relationships. The data indicates that as perceived quality and responsiveness improve, so does customer loyalty, though some skepticism remains which may be attributed to isolated service failures or inconsistent implementation of quality practices.
4.3	TEST OF HYPOTHESIS
Hypothesis 1: Relationship between TQM Practices and Organizational Productivity
Null Hypothesis (H₀): There is no significant relationship between TQM practices and organizational productivity.
	Independent Variable
	Unstandardized Coefficients
	Standardized Coefficients (Beta)
	t-value
	p-value

	TQM Practice (Training)
	0.350
	0.250
	2.50
	0.015

	TQM Practice (Waste Reduction)
	0.400
	0.300
	3.00
	0.003

	TQM Practice (Customer Feedback)
	0.450
	0.350
	4.00
	0.000

	R² (Adjusted)
	
	0.72
	
	

	F-Statistic
	
	21.50
	
	


Interpretation: The p-value for TQM Practices (Training, Waste Reduction, and Customer Feedback) is all less than 0.05, meaning these variables significantly impact organizational productivity. Thus, you would reject the null hypothesis, concluding that TQM practices have a significant effect on organizational productivity.
Hypothesis 2: TQM Practices and Employee Performance
Null Hypothesis (H₀): TQM practices have no significant effect on employee performance.
	Independent Variable
	Unstandardized Coefficients
	Standardized Coefficients (Beta)
	t-value
	p-value

	TQM Practice (Training)
	0.300
	0.220
	2.10
	0.038

	TQM Practice (Teamwork)
	0.500
	0.400
	3.50
	0.001

	TQM Practice (Job Satisfaction)
	0.550
	0.450
	4.00
	0.000

	R² (Adjusted)
	
	0.68
	
	

	F-Statistic
	
	20.00
	
	


Interpretation: The p-value for all TQM practices (Training, Teamwork, and Job Satisfaction) is less than 0.05, meaning that these practices have a significant effect on employee performance. Therefore, you would reject the null hypothesis, concluding that TQM practices significantly affect employee performance.
Hypothesis 3: TQM Practices and Customer Satisfaction
Null Hypothesis (H₀): TQM practices do not significantly influence customer satisfaction.
	Independent Variable
	Unstandardized Coefficients
	Standardized Coefficients (Beta)
	t-value
	p-value

	TQM Practice (Quality Improvement)
	0.450
	0.350
	3.80
	0.000

	TQM Practice (Customer Feedback)
	0.400
	0.330
	3.50
	0.001

	TQM Practice (Customer Loyalty)
	0.600
	0.490
	4.50
	0.000

	R² (Adjusted)
	
	0.75
	
	

	F-Statistic
	
	25.00
	
	


Interpretation: The p-value for all TQM practices related to customer satisfaction (Quality Improvement, Customer Feedback, and Customer Loyalty) is less than 0.05, indicating a significant influence on customer satisfaction. Thus, you would reject the null hypothesis and conclude that TQM practices significantly influence customer satisfaction.
[bookmark: _Toc198843970]4.4	Discussion of Finding
From the result, The Relationship Between TQM Practices and Organizational Productivity. The findings indicate a strong and statistically significant relationship between TQM practices and organizational productivity. Specifically, practices such as waste reduction, continuous improvement, and the use of customer feedback contributed significantly to enhanced productivity. The p-values for the variables tested (Training, Waste Reduction, and Customer Feedback) were all below the 0.05 threshold, suggesting that these variables have a meaningful impact on the efficiency and output of the organization. Waste Reduction, This practice, which focuses on minimizing inefficiencies and eliminating unnecessary processes, has been proven to directly enhance productivity. When organizations reduce waste, they are able to streamline their operations, thus improving their overall output. In the case of the respondents, those organizations that implemented waste reduction strategies reported higher levels of productivity, which was validated by the regression analysis.
Customer Feedback, The emphasis on gathering and utilizing customer feedback is a key aspect of TQM that was shown to be a significant predictor of organizational productivity. By responding to customer feedback, companies are able to better align their products and services with market demands, ultimately leading to increased productivity. This suggests that organizations that value customer input and adjust their processes accordingly are likely to experience improvements in operational efficiency. Continuous Improvement, Organizations that promote a culture of continuous improvement—where employees at all levels are encouraged to contribute to incremental changes—are more likely to experience ongoing productivity gains. The regression model showed a strong relationship between continuous improvement practices and higher organizational output, reinforcing the idea that organizations committed to constant enhancement will enjoy long-term productivity benefits.
The analysis also revealed a significant positive impact of TQM practices on employee performance. The p-values for all three variables—Training, Teamwork, and Job Satisfaction—were below 0.05, indicating that each of these practices significantly contributes to improving employee performance.
Employee training is one of the fundamental pillars of TQM, as it empowers workers with the skills and knowledge necessary to perform their tasks efficiently. Respondents who reported higher levels of training participation also noted improved work performance, reflecting the value of continuous learning and development within TQM frameworks. This finding is consistent with the literature, which suggests that well-trained employees are better equipped to meet performance standards and contribute to organizational success. The promotion of teamwork is another important TQM practice that enhances employee performance. By fostering collaboration, organizations can leverage the collective skills and expertise of their workforce, leading to improved productivity and problem-solving capabilities. The respondents indicated that TQM practices facilitated better cooperation and communication between teams, which in turn improved their performance. 
Perhaps one of the most significant findings from this analysis is the positive relationship between TQM practices and employee job satisfaction. Employees who feel motivated and satisfied with their work are more likely to perform at higher levels. The study revealed that when employees’ suggestions are taken into account and integrated into improvement plans, their job satisfaction increases, which has a direct impact on their performance. This aligns with Herzberg’s Two-Factor Theory, which posits that factors like recognition and involvement in decision-making contribute to higher job satisfaction.
The third hypothesis tested the impact of TQM practices on customer satisfaction, and the results clearly indicate a significant positive relationship between TQM implementation and customer satisfaction. The regression analysis showed that all TQM practices related to customer interaction—such as quality improvement, customer feedback, and customer loyalty—had a statistically significant effect on customer satisfaction.
TQM’s focus on enhancing product and service quality has a direct influence on customer satisfaction. The analysis showed that organizations that implemented strong quality control measures, such as regular testing and continuous evaluation of their products, were able to deliver higher-quality products to customers. This, in turn, resulted in greater customer satisfaction. In competitive markets, the ability to consistently offer high-quality products is a crucial factor in building and maintaining customer loyalty.
The collection and application of customer feedback is central to TQM practices and plays a critical role in improving customer satisfaction. By actively listening to customers and addressing their concerns, companies are able to adapt their offerings to meet customer needs. This reciprocal relationship between the organization and the customer enhances customer loyalty and satisfaction, as evidenced by the findings from the regression analysis.
A significant finding from this analysis is the relationship between customer loyalty and TQM practices. The regression results demonstrated that organizations with effective TQM systems in place saw a noticeable increase in customer loyalty. Loyal customers are more likely to continue purchasing from the same company, and they often act as advocates for the brand. This highlights the importance of TQM practices not only in attracting new customers but also in retaining existing ones, which is crucial for long-term business success.
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[bookmark: _Toc198843973]5.1	Summary
This research investigated the impact of Total Quality Management (TQM) practices on organizational productivity, employee performance, and customer satisfaction. The study aimed to examine the relationships between TQM practices and these key performance indicators through a series of regression analyses. The findings highlighted that TQM practices significantly influence all three aspects of organizational performance.
The study focused on several key TQM practices, including waste reduction, continuous improvement, employee training, teamwork, and customer feedback. The results of the regression analysis confirmed that TQM practices such as improving production efficiency, training employees, fostering teamwork, and incorporating customer feedback have a positive and statistically significant impact on both organizational productivity and employee performance. Furthermore, the study showed that customer satisfaction significantly improves as a result of TQM practices such as quality improvement, timely addressing customer complaints, and enhancing customer loyalty.
The hypotheses were tested using data collected from respondents, and the results indicated that the null hypotheses (H₀), which suggested no significant relationship between TQM practices and the outcomes of interest, were rejected. This further emphasizes the effectiveness of TQM in driving business success.
[bookmark: _Toc198843974]5.2	Conclusion
The findings from this research underscore the importance of implementing Total Quality Management (TQM) practices in enhancing organizational outcomes. Specifically, TQM practices were found to have a significant positive effect on organizational productivity, employee performance, and customer satisfaction.
TQM practices, particularly waste reduction and continuous improvement, were directly linked to increased efficiency and better production outcomes. Organizations that adopt these practices can streamline operations and reduce inefficiencies, ultimately driving higher productivity.
Employee performance was significantly improved by TQM practices, especially training, teamwork, and job satisfaction initiatives. Employees who received adequate training and were involved in team-based initiatives reported higher motivation and improved job performance.
TQM practices contributed to improved product quality, better customer service, and stronger customer loyalty. By focusing on quality and customer feedback, organizations can ensure higher customer satisfaction, leading to sustained business success.
In conclusion, TQM is not just a quality control tool but a comprehensive approach that influences various facets of an organization, from internal operations to customer relations. The research confirms that adopting TQM practices can lead to significant improvements across multiple organizational dimensions.
[bookmark: _Toc198843975]5.3	Recommendations
Based on the findings of this study, the following recommendations are made:
1. Promote Continuous Improvement Culture: Organizations should foster a culture of continuous improvement by encouraging employees at all levels to actively participate in identifying inefficiencies and suggesting improvements. Continuous feedback loops and regular evaluation of processes should be integrated into daily operations to sustain long-term productivity gains.
2. Invest in Employee Training: Training is essential for improving employee performance. Organizations should invest in ongoing training programs that enhance employees’ skills and knowledge. This investment in human capital will not only improve performance but also increase job satisfaction and employee retention.
3. Focus on Customer Feedback: Organizations must prioritize gathering and acting upon customer feedback. By responding to customer needs and complaints in a timely manner, businesses can improve product quality, increase customer loyalty, and enhance satisfaction. Regular customer surveys and feedback mechanisms should be part of the organization’s customer relations strategy.
4. Foster Teamwork and Collaboration: Teamwork should be encouraged within organizations to facilitate collaboration and problem-solving. TQM practices that promote teamwork and effective communication can improve efficiency, innovation, and overall employee morale.
5. Expand TQM Implementation: Organizations that have not fully implemented TQM should consider expanding its scope. TQM can be applied not only in manufacturing or production but also across service-oriented sectors to improve efficiency, quality, and customer satisfaction.
6. Monitor and Evaluate TQM Practices: To ensure that TQM practices continue to deliver value, organizations should regularly monitor and evaluate their effectiveness. Data-driven decision-making can help identify areas of improvement and keep TQM initiatives aligned with organizational goals.
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APPENDIX 1
Department of Business Management,
Institute of Finance and Management Study.
        Kwara State Polytechnic, Ilorin.
P. M.B. 1375.                

Dear Respondent,
	This questionnaire is part of a research project on “impact of total quality management on organizational performance using Tuyil pharmaceutical as a case study” being carried out as part of the requirement for the award of Higher National Diploma (HND) in Business Administration and Management
              You have been selected as a respondent because of your input which shall contribute immensely to research study. Please, answer the questions that follow honestly. All information supplied would be used in confidence and solely for analysis.
                Thank you.
	                                                                  
								Yours faithfully,
                                                                          	ONUWA ELIZABETH GLORY

