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CHAPTER ONE
INTRODUCTION
[bookmark: _bookmark8]1.1	BACKGROUND TO THE STUDY
	The interference of quality management practices has brought excellent impact on the rampant organizational endeavors. Prior researches have indicated that when quality management practices are applied, positive effects on the organizational networking are generally observed. It is very important for the organization to implement Total Quality Management activities to attain organizational growth and competitive advantages, externally and internally Total Quality Management is an integrated management view point that aims assiduously improving the quality of process and products to ensure client satisfaction (Ahere, 2012). Firms that establish a strategy for quality management emphasizes on attaining and maintaining output of high quality by  applying management practices (inputs) and quality performance (output) (Schroeder & Saka Kibara, 2014). Total Quality Management activity is defined as those important areas which a firm must achieve in order to attain its mission through categorization and examination of their impact (Oakland, 2015). (Iceoo, Tan and Chong, 2010) defined Total Quality Management activities as those vital processes aimed at ensuring that a product manufactured or rendered services conforms to a specified set of criteria of quality and/or meets the desires of the customers.
	The concept of TQM flourished after the advent of quality movement led by Americans, such as Deming, Juran and Feigenbaum. In the 1950s, Deming taught statistical methods and Juran taught quality management techniques to the Japanese. Then the focus widened from quality of products to quality of all issues within an organization – the start of TQM. Japanese industry had embraced (TQM) in the 1950’s and the resulting success led other countries to follow suit in the 1980’s. Gradually TQM started to emerge as a new paradigm shift (Spencer, 1994) and a leading management idea tool (Yong and Wilkinson, 2001).	
The pioneers in quality management including Juran, Deming and Feigen Baum emphasized the significance of the philosophy of quality is a crucial competitive tool in the transformation of an organization. Total Quality Management refers to the process by which organization evaluate the quality of all factors used in production and focus on filling quality requirements (Lee, OOI, Tan & Chong, 2010). Element of quality in which organization adhere to include well-defined controls, well management process, integrity of operations, knowledge preservation and improvement through experiences.
	Total Quality Management is a method by which management and employees can become involved in the continuous improvements of their products and services. It is a combination of quality and management tools aimed at increasing profit and reducing losses due to wasteful practice. 
	Leading quality researchers, like Deming (2016), Crosby (2017) and Juran (2014), support a positive association between quality implementation and organisational performance. For example, Deming (2016) asserts, “Productivity increases with improvement of quality. Low quality means high cost and loss of competitive position”. Similarly, Crosby (2017) states, “if you concentrate on making quality certain, you can probably increase your profit by an amount equal to 5% to 10% of your sales”. They also report many success stories of companies which implemented quality improvement initiatives. For example, Crosby (2014) describes a textile manufacturer saving $700,000 from the cost of quality in the first six months. He also describes similar success stories from other manufacturing companies. He argues that these companies have saved millions of dollars by reducing error rates, minimizing the cost of quality, eliminating customer complaints and decreasing material handling costs.
	Organizations implement TQM in order to gain competitive advantage over others, to win customers allegiance, gain business resources or obtain massive funding (Oakland, 2005; Douglas & Judge 2001). Also, TQM exhibits high levels of benefits of improved customer focus, communication, team work and effectiveness; these benefits are due to joint problem solving, management commitment and employee empowerment (Witcher, 1994).
	This research work stems from the need to evaluate the cost of quality vis-à-vis its benefits in terms of increased productivity of any organization, a lot of companies pay lip service to quality simply because they do not realize the benefit such investment of time, effort and money will bring to their manufacturing system, others are skeptical on whether or not there is any real benefit at all. It was the need to clear all these and show through a detail and systematic study of how a popular quality philosophy such as TQM will affect the performance of Lubcon Oil Industry that forms that background for the study.
1.2	STATEMENT OF THE PROBLEMS
	Investigation has revealed that many manufacturing organizations do not tackle the issue of Total Quality Management more seriously. It is not enough to focus on the finished products that customers received. How these products are produced i.e the processes, also needs to be addressed most especially in this era of strain on the resources and rising costs of manufacturing/production. It becomes increasing apparent that decision must be made on facts, not just opinions, consequently, data must be gathered and analyzed in order to help guide the decision making process and as such Total Quality Management that would help in analyzing the process of quality in Lubcon Oil Industry, Ilorin so as to monitor the volume depression in the filling process.
One nagging and ever present problem with Total Quality Management is meetings and more meetings; lots of time goes into meetings. Thus anything that will make meetings effective will reduce the amount of time spent on the Total Quality Management and then makes it worth the while. 
Another problem with Total Quality Management implementation is the fact that a great deal of time is spent on charting a process. Steam members debate how the current process works. In essence, by describing the process, teams set the stage for how the process could be changed. Description of the process creates the mind set and frame within which solutions would be sought.
Furthermore, quality is often the major issue and poor quality service can lead to erosion of goodwill, which could be very costly for any company (Islam & Haque et al, 2012). From the above, it can be deduced that despite the attention given by companies to Total Quality Management, the company’s customers still feel unhappy in most cases judging from series of complains in day to day interaction with company’s customers, comments from customers on social media, commentaries on electronic and print media (Olabode, 2003). This leaves the researcher to wonder whether the attention given to quality by these companies translates to better service delivery or not. More so, majority of the studies previously done on Total Quality Management were carried out in banking industry while only few foreign authors studied manufacturing firms (Ali & Abedalfattah, 2013; Carolyne & Bichanga, 2014; Onyango, 2016).
1.3 [bookmark: _bookmark14]RESEARCH QUESTIONS
· Are there significant relationships between total quality management and organizational performance?
· Does Total Quality Management have effect on operation efficiency? 
· Does Total Quality Management have effect on customers’ satisfaction? 
1.4	OBJECTIVES OF THE STUDY
The primary objective of the study is to examine the effect of total quality management on organizational performance. Specific objectives are to:
· [bookmark: _bookmark15]Examine the significant relationships between total quality management and organizational performance
· Examine the effect of Total Quality Management on operation efficiency
· Examine the effect of Total Quality Management on customers’ satisfaction
1.5  RESEARCH HYPOTHESES
Ho1:	There are no significant relationships between total quality management and organizational performance
Ho2:	Total Quality Management does not have effect on operation efficiency
Ho3:	Total Quality Management does not have effect on customers’ satisfaction
1.6	SIGNIFICANCE OF THE STUDY
	The findings of this research will be valuable to researcher and future scholars since the information will serve as a reference point for researchers that may be writing on similar topic in future. 
	Management in manufacturing industry will be able to formulate effective policy in Total Quality Management which will go a long way to enhance organizational performance.
	The recommendations and conclusion of this study will enhance the effectiveness of policy decisions since such decisions are founded on concrete research findings. 
	Moreover, this study is significant as it provides an opportunity to critically evaluate every quality program in line of what benefit it will yield. It provides a good basis for the justification of proposed quality program for the advocators of such program. It shows vividly what organization stand to gain or lose its implementing quality programs such as TQM.
Finally, this study exposes organization and other readers to the rudiments of Total Quality Management philosophy and how best to use it for better organizational performance.
1.7	SCOPE OF THE STUDY
	This project is limited to the effect of total quality management on organizational performance, using Lubcon Oil Industry, Ilorin as the case study. This study is designed to compare the implementation of the Total Quality Management principles in Lubcon Oil Industry with the performance of the company using turn over and performance as a measurement yard-stick for the company’s performance


1.8	DEFINITION OF TERMS 
Standardization: This is the process of reducing the member of variety to a controllable workable minimum. 
Specification:  This is the description of the items in sufficient detail to ensure that it will be suitable in all respect for the purpose for which it is intended.
Total Quality Management:  This is the process whereby goods and services are examined to ensure that they confirm with the predetermined standard.
Inspection:	This means the examination of income material for quality
Inventory:	In store management, it means the varieties of material in store, it could be raw material, component, part work-in progress finished goods and so on depending on the organization.
Store:	 This is refer as the building where materials are kept until they are required by the users.
Raw material: These are the basic materials which undergo changes through manufacturing process for example coal, lead, copper, zink, rubber, cocoa and so on.
Obsolescent: An item is said to be obsolescent when it is going out of use but not yet completely unsuitable.


CHAPTER TWO
LITERATURE REVIEW
2.0	INTRODUCTION
This chapter is a review of existing literatures by other researchers which are relevant to the area of the research being conducted on the topic. It is made up of: the conceptual framework, theoretical framework and the empirical framework made up of the conclusions drawn by researchers in the area of interest concerning this research study.
2.1	CONCEPTUAL FRAMEWORK
2.1.1	Concept of Total Quality Management
The quality management concept was recognized since ancient times in Japan in the late 1930s specifically after the World War II. After that, several firms in the manufacturing sector were focused on enhancing quality and utilizing tools that directly aim to control quality at these firms (Demirbag et al., 2006; Talib et al., 2010).Furthermore, both USA and UK accepted the idea of Total Quality Management (TQM) especially in manufacturing sector in those countries. Subsequently, TQM has been recognized widely in several international standards such as in the ISO 9000 and the idea of TQM was largely accepted these standards (Sachdeva et al., 2007).
Various techniques were also proposed for TQM practices, in which it is considered as a method to enhance quality and efficiency of different industries services and products. One of the main internationally accepted approaches is Total Quality Management (TQM) in which this approach essentially attempts to create a comprehensive cooperation between all organization functions in order to fulfill customers' demands in an efficient way and to achieve all organizational goals.
Total Quality Management also engages all organization staff members in the process of covering customers' expectation through utilizing problem solving methods to enhance the quality of all organizational products and services. The main focus of Total Quality Management philosophy is to achieve a comprehensive integration among organizational staff and their functions in order to gain better enhancement, progress and preservation of products and services quality to achieve customer satisfaction (Talib, 2013).
This managerial philosophy is directly focuses on improving business quality and satisfaction of managers through enhancing the employee's involvement in decision making processes by utilizing teams of quality improvements and quality circle strategies (Yusuf et al., 2007).
Many literature ((Talib et al., 2012) provide various concept on TQM; however all of them share similar basic elements. One example is that all TQM considered customer as the key focus in this managerial strategy. Furthermore, one of the most important elements that ensure the success of TQM practices is the management commitment. Other essential organizational situations to achieve TQM success are organizational culture and alterations. Therefore, Total Quality Management is a managerial strategy that aims to enhance organizational performance and efficiency through enhancing the quality of services and products in the organizations (Arumugam et al., 2008).
The interest in Total Quality Management practices was largely enhanced in the last two decades and it is considered as an essential field to study for many scholars (Yusof and Aspinwall, 1999; Arumugam et al., 2008). Gharakhani et al. (2013) indicated that TQM was largely accepted at different services sectors as a managerial strategy that essentially aims to enhance performance of organizations. Moreover, TQM is considered as a comprehensive integration between several models, procedures, individuals and communication processes to cover all customer demands (Van Ho, 2011).
Talib and Rahman( 2010a) proposed a TQM model which recognized as "Components of TQM” model. They clarified the main practices that could enhance the performance of organizations as shown in figure (2).TQM practices include commitment of top-management, focus on customers, training and education, continuous improvement, supplier management, involvement and encouragement of employees, benchmarking, and quality information and performance. The outputs are the enhanced productivity and quality, the achievement of high level customer satisfaction, the improved customer loyalty and on-time delivery. Generally, all TQM models indicated that each managerial action is consisting of planning, implementing And evaluating processes.
2.1.2	Total Quality Management and organizational performance
Measurement of performance is considered as an essential element at all managerial approaches. Cost and quality are the two main measurements of organizational performance which directly affected by the Total Quality Management practices. Sadikoglw (2009) and Brun (2010), both agreed that applying various TQM practices such as training, process management, customer management, etc. influence employees performance which then directly affect the whole organization performance. Gharakhani also indicated that TQM greatly influence the organizational performance especially in their financial performance (Gharakhani et al., 2013).
According to the increasing demands to achieve a high quality products and services, organizations have realized the importance of applying Total Quality Management practices to the production processes in order to minimize costs and to create products with high quality characteristics.TQM is recognized as a strategy that considered customers as the main concern, in which it directly aims to provide them with a high quality services and products through adding continuous improvements in the production processes (Harmon & Peterson, 1990).
Another research who directly aimed to define the conflict that existed between the thoughts of senior managers on TQM and middle level manager's visions. Soltani and Wilkinson (2010) found that there exist four main TQM propositions which are affirmation of quality, individual, firm and the senior managers' functions. The main conclusions that were driven from Soltani and Wilkinson research that TQM is still considered as a new strategy, and the main utilized approach to implement TQM is the Total Quality Management approach (Soltani and Wilkinson, 2010).
Wen et al. (2009) and Letica (2007) also clarified the impact of TQM practices on the level of customer satisfaction especially in the sector of public services and from the managers' perspective. The focus were planning in strategic way, management of processes and employees, leadership, customer concern, and measuring on both internal and external customers' satisfaction level for the quality of perceived products and services. This study has indicated that there is a positive relationship between TQM practices, employees focus with satisfaction levels of customers. The research findings also clarified that there is a strong relation between manager commitment and satisfaction of customers. On the other hand, some TQM practices such as planning in a strategic way and management of processes has less effect on satisfaction levels of customers.
Lord & Lawrence (2001) clarified that the management of quality process must start at the beginning of the project (the organization founding), and ends after achieving the quality standards. Each organizational member is also responsible to some extent on the organizational improvements. Quality can be defined as the ability of products and services to cover customers' demands and achieve high level of customer satisfaction (Waldman and Gopalakrishnan, 1996).
Lakhal et al.(2002);and Talha(2004)indicated that the practices of TQM is directly contributing in enhancing the performance of organizations by minimizing costs , enhancing the performance of staff members , and increasing the degree of customer satisfaction.
Although Saizarbitoria (2006) clarified that TQM directly impact the performance of organizations in positive way, but Doo young et al. (1998) indicated that in some cases the implementation of TQM cannot achieve the desired organizational goals.
2.1.3 Implementation and practices of TQM in Nigerian
Several methods were utilised to implement Total Quality Management at organizations, and while discussing these implementation methods we will take Nigerian as an example as Nigerian is one of the main countries that utilized Total Quality Management practices and implement such practices at a huge number of their organizations through utilizing different implementation methods as discussed below (Raja et al., 2011). The main five categories of implementing Total Quality Management strategies are as follow:
i. Zero Level: No control/no customer focus
Such organizations do not concentrate on achieving customer satisfaction as much their focus on their products and services characteristics especially their quality characteristics. In some countries such as Nigerian, there is no charge for poor performance of organizations, in which in some cases, this will lead to customers' misery (Kamran Moosa, 1998).
ii.	Level One: Total Quality Management:
At this level, organizations often own several laboratories and measurement departments in order to continuously enhance the quality of their products and services through testing them and developing their managerial systems. The statistical process control is the most often utilized approach to conduct such measurements at companies (Prakash et al., 2010).Total Quality Management methods were largely utilized in Nigerian manufacturing companies in order to implement TQM practices and strategies as mentioned by Kamran Moosa (1998).
iii.	Level Two: Quality Assurance:
Companies that are governed by this method is directly believe that products is an output for several processes and quality of these products cannot be achieved without controlling ach process separately. Quality assurance is largely conducted in several companies through implementing some programs that focused on quality (such as ISO 9000, ISO 9000-2000, etc), in addition o some managerial tools that are utilized to assure quality (such as affinity diagrams, Pareto charts, etc.) (Brun, 2010). Hayat Awan (2003) also mentioned that a major part of Nigerian organizations were used ISO 9000 firstly to achieve effective Total Quality Management processes and after that to assure quality in its organization, in which the implementation process of this program differ according to the kind of organizations businesses.
iv.	Level Three: Continues Quality improvements:
The companies that are located under this level believed that the improvement of quality of businesses is directly connected to the employee's efficiency, commitment and the existence of team work spirit within the staff members. Several campaigns were planned in these companies in order to enhance quality management capabilities of functional team members by conducting some practices such as providing them with weekly or monthly assignments. Several techniques were utilized in manufacturing companies in Australia in order to achieve continuous improvements of quality such as quality circles, mentality of zero defects and just in time techniques (Sadikoglu,2010).But Nigeriani companies that fall into this category are very few as mentioned by (Jamshed,2000).
v.	Level Four: Quality Award Models
The companies which come under this category are considered as firms dominant on the market and as a universal champion with their products and services. These companies aim to provide others with a benchmark for the effective quality performance, and organizations that followed this category are defining quality as the process of achieving the overall satisfaction of customers. Kaluarachchi (2010) conducted studies on the influences of models of quality award on services institutions and they clarified that such firms utilized different tool such as process reengineering, and packages of computer software's in order to enhance their organizational performance with reference to their quality characteristics . Companies that implement TQM through quality award models do not existed in Nigerian as mentioned by Jamshed (2003).
2.1.4	Organizational performance
One of the main elements to achieve an effective organizational management processes is the performance measurement. The performance of one organization can be directly related to its ability to achieve their strategic and financial objectives (Li et al., 2006). The performance of organizations was largely neglected in past research, whereas some other (Katou, 2008) who were discussing the organizational performance with reference to the financial performance only. Stock et al. (2000) were also discussing the organizational performance through measuring both financial and market harmonic performance which includes the return on investment measures (ROI), sales profit and growth and market share progress.
One fact must be also mentioned here is that the organizational performance could be measured either depending on operational performance which is referring to the whole performance of one organization that includes financial performance, customer satisfaction and effectiveness of product quality(Brah et al.,2000).Whereas the operational performance of one organization is directly handled with the enhanced delivery performance, flexibility, minimizing costs and errors and enhancing process productivity(Nunnally, 1978).
Olishe (2019) opined that performance in organizations is measured for these basic reasons which are: 
· Providing measurable results so the organization can demonstrate progress towards goal and objectives. This is done by providing specific measurement results that aggregate to the organization wide measures. 
· Determining the effectiveness of each part of the organization. Developing and using a system of performance process, improvement process, process improvement teams often analyses work processes by breaking them down into related project activities and tasks to improve quality, timeliness and efficiency.
2.2	THEORETICAL REVIEW
Theory is a systematically organized knowledge applicable in a relatively wide variety of circumstances, especially a system of assumptions, accepted principles and rules of procedure devised to analyze of phenomena. This study used the game theory to explain the influence of transport management on logistic performance in manufacturing firms.  
2.2.1	Game Theory
Game theory is the formal study of decision-making where several players must make choices that potentially affect the interests of the other players: it is official study of conflict and co-operation (Xu, Pan & Ballot, 2013). Game theoretic concepts apply whenever the actions of several agents are interdependent (Dai & Chen, 2012). These agents maybe individuals, groups, firm or any combination of these. The concepts of game theory provide a language to formulate structure, analyze and understand strategic scenarios (Dai & Chen, 2012). According to (Xu et al., 2013) the game theory is divided into two main approaches: the non co-operative and the co-operative game theory. The co-operative game theory can be applied to the case where players can achieve more benefit by co-operating than staying alone (Xu et al., 2013). The gain sharing issue was intensively investigated in the co-operative game theory; therefore we adopted co-operative game theoretic approach in constructing the hypothesis on transport management and firm performance. Today co-operation is becoming more crucial to improve the global performance of logistics (Drechsel & Kimms, 2010). The transit performance concept is portrayed below:
The quality of transportation infrastructure in terms of capacity, travel, speed, connectivity etc determines the quality and advantage of location relative to other locations which is usually measured as accessibility. Good transportation accessibility is certainly an important factor in exploiting spatial potentials.
For the purpose of this research, effective transportation is used as a general term to include sourcing, purchasing or procurement. It is the movement of goods and services through supply chains in a responsible manner with consideration of the conditions under which goods and services are made and delivered and a strategy that promote firm performance.
Effective transportation management keeps a company’s supply chain running smoothly either internally or externally with successful transportation execute, and can be moved in and out of a warehouse quickly and efficiently. This improves warehouse efficiency, reduces overall lead time and saves money on storage. The processes in between procurement and shipping can be long and complicated but out of all these processes, transportation is the one where a company has direct contact with a customer. Transporting plays a central role in seamless supply chain operations, moving in bound materials from supply sites to manufacturing facilities, repositioning inventory among plants and distribution centers and delivery products to customers. Benefits that should result from class operations at the point of supply, production and customer location will never be realized without the accompaniment of excellent transportation planning and execution.
2.3	EMPIRICAL REVIEW
Most empirical studies seem to agree with those of Powell (1995), Tamimi (1995), Hendricks and Singhal (1997), Lemak and Montgomery (1996) that TTQM practices has a positive impact on organizational performance. In Powell’s study (1995), data from 166 American firms were used to show that overall performance of TTQM correlated positively and significantly with both implementing TTQM and its degree of advancement or organizational performance. Although the empirical literature suggests a positive link between TTQM and organizational performance, the level of contribution attributed to TTQM was not large, suggesting that there could be other variables at play. Those variables could be the differences in the processes of implementing TTQM with respect to economic trends, the type of industry, the business environment including technology, competitiveness and market, corporate strategy, resources of firm, etc. Prajogo and Brown (2004) conducted an empirical study on Australian organizations to investigate the relationship between TTQM practices and quality performance. The results indicated a strong and positive linkage between those two variables. Another study on ISO9000 certified organizations of Taiwan performed by Jeng (1998) examined the linkage between six Quality Management practices and quality performance. He found customer focus as the most powerful discriminating practice of quality performance while the remaining five practices showed low discriminating powers. Brah and Tee (2002) examined the relationship between TTQM constructs and organization performance by measuring the quality performance of Singapore companies. They  found that TTQM and performance were positively correlated.
Another wave of research has focused on the study between TTQM and financial performance. Demirbag (2005) and Fotopoulus et al (2009) studies show that firms that focus on improving the quality of their product and processes improve revenues and reduce costs. So the financial performance of a firm as a result of quality initiatives can be measured by the increase in the level of sales and revenues, the level of cost reduction, the return on investment, and by the increase in market share.
Hendricks & Singhal (1997) compare recipients of quality awards with a group of “control companies”. Using operating income, sales, return on assets, return on sales as a measure of performance, they found that companies that had received a quality award outperform those that did not receive the awards. These results were confirmed by Lemak and Reed (1997), Hands field (1998), Easton and Jarrell (1998), as well as Wrolstad and Kreuger (2001) studies.
Our research work differ from previous research on that we use a different set of quality practices and a different data set in a country that has only experienced TTQM more recently.


CHAPTER THREE
METHODOLOGY
3.1	INTRODUCTION
	This chapter discusses the method and procedures that will be used in carrying out the research and it will also discuss the research design, population of study, sampling procedures, research instruments, validity and reliability of the instrument and method that will be employed for data analysis.
3.2	RESEARCH DESIGN
The design that was considered for the research was survey. The case study approach that was adopted took place at Lubcon Oil Nig Ltd. The case study method was chosen because; case study is suitable for practical problems. It is often seen as being problem – centered, small scaled and manageable. Again, case study method has the uniqueness ability to use and apply differently a lot of different empirical evidence, Yin (1994). The aim of this research was to identify the extent to which GTB have been using planned and systematic Training to motivate and improve the performance of its employees and therefore the choice of case study.
3.3 	POPULATION OF THE STUDY
Population is very difficult to observe all the entire staff of Lubcon Oil Industry as regard to the topic, therefore, the entire staff of Lubcon Oil Industry forms the population for this study. The population for this study is therefore 57staffs.
3.4  SAMPLE SIZE AND SAMPLING TECHNIQUE
A sample was determined to obtain a broad view on the topic from the company under study. Based on this, the population of fifty seven (57) was targeted.  Thus, from the target population, the sample size was determined, using the formulae below:
		n =      N
	  	        1+n (e)2
Where n = sample size
	  N = the target population (57)
	  e = margin of error (5%)
 n =                     57
         		 1+57(0.05)2
	       =   57 	
       1+0.1425
=	   57 	
	1.1425	
=	49.9
This implies that a sample size of 50 will be required in this study to achieve a 95% precision from utilizing information and data collected from the sample.
3.5	METHOD OF DATA COLLECTION 
With the source of information been the sampled senior staff, the data collection procedure adapted was the self administered questionnaire by the respondents (selected senior staff). The respondents to this questionnaires were free to answer the questions according to their own conscience without been compelled to satisfy the researcher. Information from these questionnaires constituted the primary data for the research. Additionally interviews were conducted with the selected executive members and heads of departments. 
The interviews were conducted because; it is an important source of gathering data for case studies. The kind of interview used was what is called by Merriam (1998), semi-structured interview. Because of the presence of pitfalls in the use of interviews by way of response bias and reflexivity Yin (1994), though questions are predetermined, the questions for the interview were not asked in any specific order. The interview was designed to allow respondents bring up other issues they felt were of interest to the subject matter. This created the needed friendly and cordial atmosphere which enabled researcher to ask follow-up questions freely.
The questionnaires were pretested on a smaller size of the sampled respondents for the research. This was to ensure that the questionnaires designed solicited the appropriate responses from the respondents to answer the research question for the achievement of research stated objectives. The use of closed end as well as opened ended questions allowed the researcher to make easy categorization and analysis.
3.6	INSTRUMENT OF DATA COLLECTION
Primary data will be obtained from the questionnaires administered to the Lubcon Oil Nig Ltd staffs, customers and general public. Using questionnaire constituting of closed ended questions targeted to Lubcon Oil Nig Ltd, staffs customers and general public.
This will consists of structural items to elicit information from the respondents; this is adopted because it allows a systematic collection of information about the object of the study.
3.7	METHOD OF DATA ANALYSIS
This study shall employ descriptive method on the first part of data analysis. The descriptive analysis involves the use of frequency tables and percentage in presenting the data collected from the questionnaire administered to the respondent. The second part of the data analysis shall involve the use of correlation and regression analysis using SPSS version 23. The rational for using Regression Analysis was because it is a statistical tool that does not only explore the relationship between two or more variables but also assessing the contribution of individual predictors in a given model.



CHAPTER FOUR
DATA PRESENTATION, ANALYSIS AND INTERPRETATION
4.1	DATA PRESENTATION AND ANALYSIS
	The researcher has to use percentages techniques in the analysis of his data. In this technique percentages and tasks were used. Hence, the responses to each question from the total number of questionnaire answered correctly.
This will be analyzed below:
SECTION A
	Table 1: Distribution of respondents by Sex

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Male
	25
	50.0
	50.0
	50.0

	
	Female
	25
	50.0
	50.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 1 above shows that 25(50%) of the respondents are male, while 25 (50%) of the respondents are female
	Table 2: Distribution of respondents by Age

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	18-30 years
	15
	30.0
	30.0
	30.0

	
	31-40 years
	32
	64.0
	64.0
	94.0

	
	41-50 years
	3
	6.0
	6.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025

Table 2 above shows that 15(30%) of the respondents are within the age of 18-30 years, 32(64%) are within the age of 31-40 years, while 3(6%) are 41-50 years
	Table 3: Distribution of respondents by Marital Status

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Married
	14
	28.0
	28.0
	28.0

	
	Single
	25
	50.0
	50.0
	78.0

	
	Widow
	9
	18.0
	18.0
	96.0

	
	Divorced
	2
	4.0
	4.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 3 above shows that 14(28%) of the respondents are married, 25(50%) are single, 9(18%) are widow, while 2(4%) of the respondents are divorced.
	Table 4: Distribution of respondents by Educational Qualification

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	WAEC/GCE
	14
	28.0
	28.0
	28.0

	
	NCE/ND
	23
	46.0
	46.0
	74.0

	
	Bsc
	11
	22.0
	22.0
	96.0

	
	HND
	2
	4.0
	4.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 4 above shows that 14(28%) of the respondents are WAEC/GCE Certificate holders, 2(46%) are NCE/ND Certificate holder, 11(22%) are Bsc holder, while 2(4%) of the respondents are HND certificate holder.

	Table 5: Distribution of respondents by Working Experience

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Below 5 years
	1
	2.0
	2.0
	2.0

	
	6-10 years
	14
	28.0
	28.0
	30.0

	
	11-15 years
	35
	70.0
	70.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 5 above shows that 1(2%) of the respondents  have worked in the company for less than 5 years, 14(28%) have worked from 6-10 years, while 35(70%) of the respondents have worked from 11-15 years.
SECTION B
	Table 1: Total Quality Management has impact on organizational growth

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	12
	24.0
	24.0
	24.0

	
	Agree
	22
	44.0
	44.0
	68.0

	
	Strongly Disagree
	14
	28.0
	28.0
	96.0

	
	Disagree
	2
	4.0
	4.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025



Table 1 above shows that 12(24%) of the respondents strongly agreed with the statement, 22(44%) agreed, 14(28%) strongly disagreed, while 2(4%) of the respondents disagreed.
	Table 2: Total Quality Management improve the level of profitability of the organization

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	13
	26.0
	26.0
	26.0

	
	Agree
	22
	44.0
	44.0
	70.0

	
	Strongly Disagree
	14
	28.0
	28.0
	98.0

	
	Disagree
	1
	2.0
	2.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 2 above shows that 13(26%) of the respondents strongly agreed with the statement, 22(44%) agreed, 14(28%) strongly disagreed, while 1(2%) of the respondents disagreed.
	Table 3: Total Quality Management has impact on organization’s competitive advantages

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	13
	26.0
	26.0
	26.0

	
	Agree
	23
	46.0
	46.0
	72.0

	
	Strongly Disagree
	12
	24.0
	24.0
	96.0

	
	Disagree
	2
	4.0
	4.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 3 above shows that 13(26%) of the respondents strongly agreed with the statement, 23(46%) agreed, 12(24%) strongly disagreed, while 2(4%) of the respondents disagreed.
	Table 4: Your organization have Total Quality Management policy

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	15
	30.0
	30.0
	30.0

	
	Agree
	20
	40.0
	40.0
	70.0

	
	Strongly Disagree
	14
	28.0
	28.0
	98.0

	
	Disagree
	1
	2.0
	2.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 4 above shows that 15(30%) of the respondents strongly agreed with the statement, 20(40%) agreed, 14(28%) strongly disagreed, while 1(2%) of the respondents disagreed.
	Table 5: Total Quality Management has impact on the purchase of consumers goods

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	7
	14.0
	14.0
	14.0

	
	Agree
	29
	58.0
	58.0
	72.0

	
	Strongly Disagree
	11
	22.0
	22.0
	94.0

	
	Disagree
	2
	4.0
	4.0
	98.0

	
	Undecided
	1
	2.0
	2.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025


Table 5 above shows that 7(14%) of the respondents strongly agreed with the statement, 29(58%) agreed, 11(22%) strongly disagreed, 2(4%) of the respondents disagreed, while 1(2%) of the respondents are undecided.
	Table 6: Total Quality Management is well implemented in your organization

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	15
	30.0
	30.0
	30.0

	
	Agree
	21
	42.0
	42.0
	72.0

	
	Strongly Disagree
	12
	24.0
	24.0
	96.0

	
	Disagree
	2
	4.0
	4.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 6 above shows that 15(30%) of the respondents strongly agreed with the statement, 21(42%) agreed, 12(24%) strongly disagreed, while 2(4%) of the respondents disagreed.
	Table 7: Total Quality Management enhance returns on investment of manufacturing firms

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	12
	24.0
	24.0
	24.0

	
	Agree
	22
	44.0
	44.0
	68.0

	
	Strongly Disagree
	14
	28.0
	28.0
	96.0

	
	Disagree
	2
	4.0
	4.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025

Table 7 above shows that 12(24%) of the respondents strongly agreed with the statement, 22(44%) agreed, 14(28%) strongly disagreed, while 2(4%) of the respondents disagreed.

	Table 8: Total Quality Management  activities is allowed in your organization

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	12
	24.0
	24.0
	24.0

	
	Agree
	23
	46.0
	46.0
	70.0

	
	Strongly Disagree
	13
	26.0
	26.0
	96.0

	
	Disagree
	2
	4.0
	4.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 8 above shows that 12(24%) of the respondents strongly agreed with the statement, 23(46%) agreed, 13(26%) strongly disagreed, while 2(4%) of the respondents disagreed.
	Table 9: Total Quality Management techniques play a vital role on long term survival of manufacturing organization

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	13
	26.0
	26.0
	26.0

	
	Agree
	25
	50.0
	50.0
	76.0

	
	Strongly Disagree
	10
	20.0
	20.0
	96.0

	
	Disagree
	2
	4.0
	4.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 9 above shows that 13(26%) of the respondents strongly agreed with the statement, 25(50%) agreed, 10(20%) strongly disagreed, while 2(4%) of the respondents disagreed.
	Table 10: There are relationships between Total Quality Management and organizational growth

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	12
	24.0
	24.0
	24.0

	
	Agree
	23
	46.0
	46.0
	70.0

	
	Strongly Disagree
	13
	26.0
	26.0
	96.0

	
	Disagree
	2
	4.0
	4.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 10 above shows that 12(24%) of the respondents strongly agreed with the statement, 23(46%) agreed, 13(26%) strongly disagreed, while 2(4%) of the respondents disagreed.
	
Table 11: There are significance relationship between Total Quality Management to the attainment of organizational objectives

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	23
	46.0
	46.0
	46.0

	
	Agree
	10
	20.0
	20.0
	66.0

	
	Strongly Disagree
	6
	12.0
	12.0
	78.0

	
	Disagree
	7
	14.0
	14.0
	92.0

	
	undecided
	4
	8.0
	8.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025

Table 11 above shows that 23(46%) of the respondents strongly agreed with the statement, 10(20%) agreed, 6(12%) strongly disagreed, 7(14%) of the respondents disagreed, while 4(8%) respondents are undecided.
	Table 12: There are relationships between Total Quality Management and organizational performance

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	8
	16.0
	16.0
	16.0

	
	Agree
	27
	54.0
	54.0
	70.0

	
	Strongly Disagree
	7
	14.0
	14.0
	84.0

	
	Disagree
	3
	6.0
	6.0
	90.0

	
	undecided
	5
	10.0
	10.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 12 above shows that 8(16%) of the respondents strongly agreed with the statement, 27(54%) agreed, 7(14%) strongly disagreed, 3(6%) of the respondents disagreed, while 5(10%) respondents are undecided.









	Table 13: Effective Total Quality Management and organization performance has significance relationship

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	18
	36.0
	36.0
	36.0

	
	Agree
	13
	26.0
	26.0
	62.0

	
	Strongly Disagree
	7
	14.0
	14.0
	76.0

	
	Disagree
	6
	12.0
	12.0
	88.0

	
	undecided
	6
	12.0
	12.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 13 above shows that 18(36%) of the respondents strongly agreed with the statement, 13(26%) agreed, 7(14%) strongly disagreed, 6(12%) of the respondents disagreed, while 6(12%) respondents are undecided.
	Table 14: To fashion out the appropriate Total Quality Management strategy is a challenge to the organization

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	9
	18.0
	18.0
	18.0

	
	Agree
	23
	46.0
	46.0
	64.0

	
	Strongly Disagree
	7
	14.0
	14.0
	78.0

	
	Disagree
	6
	12.0
	12.0
	90.0

	
	Undecided
	5
	10.0
	10.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 14 above shows that 9(18%) of the respondents strongly agreed with the statement, 23(46%) agreed, 7(14%) strongly disagreed, 6(12%) of the respondents disagreed, while 5(10%) respondents are undecided.
	Table 15: Challenges can affect the organization in terms of Total Quality Management

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	20
	40.0
	40.0
	40.0

	
	Agree
	16
	32.0
	32.0
	72.0

	
	Strongly Disagree
	6
	12.0
	12.0
	84.0

	
	Disagree
	4
	8.0
	8.0
	92.0

	
	Undecided
	4
	8.0
	8.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 15 above shows that 20(40%) of the respondents strongly agreed with the statement, 16(32%) agreed, 6(12%) strongly disagreed, 4(8%) of the respondents disagreed, while 4(8%) respondents are undecided.








	Table 16: Ability to control the challenges can enhance organizational productivity

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	10
	20.0
	20.0
	20.0

	
	Agree
	22
	44.0
	44.0
	64.0

	
	Strongly Disagree
	10
	20.0
	20.0
	84.0

	
	Disagree
	3
	6.0
	6.0
	90.0

	
	Undecided
	5
	10.0
	10.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 16 above shows that 10(20%) of the respondents strongly agreed with the statement, 22(44%) agreed, 10(20%) strongly disagreed, 3(6%) of the respondents disagreed, while 5(10%) respondents are undecided.
	
Table 17: Inability to design appropriate solutions to the challenges can render the organization useless

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	19
	38.0
	38.0
	38.0

	
	Agree
	17
	34.0
	34.0
	72.0

	
	Strongly Disagree
	5
	10.0
	10.0
	82.0

	
	Disagree
	6
	12.0
	12.0
	94.0

	
	Undecided
	3
	6.0
	6.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025

Table 17 above shows that 19(38%) of the respondents strongly agreed with the statement, 17(34%) agreed, 5(10%) strongly disagreed, 6(12%) of the respondents disagreed, while 3(6%) respondents are undecided.
	Table 18: Total Quality Management challenges can chase the organizations company away

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	15
	30.0
	30.0
	30.0

	
	Agree
	20
	40.0
	40.0
	70.0

	
	Strongly Disagree
	9
	18.0
	18.0
	88.0

	
	Disagree
	3
	6.0
	6.0
	94.0

	
	undecided
	3
	6.0
	6.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025

Table 18 above shows that 15(30%) of the respondents strongly agreed with the statement, 20(40%) agreed, 9(18%) strongly disagreed, 3(6%) of the respondents disagreed, while 3(6%) respondents are undecided.








	
Table 19: To fashion out the appropriate Total Quality Management strategy to the organization

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	14
	28.0
	28.0
	28.0

	
	Agree
	21
	42.0
	42.0
	70.0

	
	Strongly Disagree
	6
	12.0
	12.0
	82.0

	
	Disagree
	5
	10.0
	10.0
	92.0

	
	Undecided
	4
	8.0
	8.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 19 above shows that 14(28%) of the respondents strongly agreed with the statement, 21(42%) agreed, 6(12%) strongly disagreed, 5(10%) of the respondents disagreed, while 4(8%) respondents are undecided.
	Table 20: Every organization has its own challenges facing it

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	11
	22.0
	22.0
	22.0

	
	Agree
	24
	48.0
	48.0
	70.0

	
	Strongly Disagree
	7
	14.0
	14.0
	84.0

	
	Disagree
	6
	12.0
	12.0
	96.0

	
	undecided
	2
	4.0
	4.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 20 above shows that 11(22%) of the respondents strongly agreed with the statement, 24(48%) agreed, 7(14%) strongly disagreed, 6(12%) of the respondents disagreed, while 2(4%) respondents are undecided.
	Table 21: Advertising encourages organization to make more sales

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	16
	32.0
	32.0
	32.0

	
	Agree
	19
	38.0
	38.0
	70.0

	
	Strongly Disagree
	10
	20.0
	20.0
	90.0

	
	Disagree
	3
	6.0
	6.0
	96.0

	
	undecided
	2
	4.0
	4.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 21 above shows that 16(32%) of the respondents strongly agreed with the statement, 19(38%) agreed, 10(20%) strongly disagreed, 3(6%) of the r2espondents disagreed, while 2(4%) respondents are undecided.
	Table 22: Promotion is the type of strategy that your organization employ towards gaining target shares

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	7
	14.0
	14.0
	14.0

	
	Agree
	23
	46.0
	46.0
	60.0

	
	Strongly Disagree
	11
	22.0
	22.0
	82.0

	
	Disagree
	6
	12.0
	12.0
	94.0

	
	Undecided
	3
	6.0
	6.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 22 above shows that 7(14%) of the respondents strongly agreed with the statement, 23(46%) agreed, 11(22%) strongly disagreed, 6(12%) of the respondents disagreed, while 3(6%) respondents are undecided.
	Table 23: Advertising has significant effect on product performance

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	14
	28.0
	28.0
	28.0

	
	Agree
	11
	22.0
	22.0
	50.0

	
	Strongly Disagree
	14
	28.0
	28.0
	78.0

	
	Disagree
	6
	12.0
	12.0
	90.0

	
	undecided
	5
	10.0
	10.0
	100.0

	
	Total
	50
	100.0
	100.0
	

	          Table 23 above shows that 14(28%) of the respondents strongly agreed with the statement, 11(22%) agreed, 14(28%) strongly disagreed, 6(12%) of the respondents disagreed, while 5(10%) respondents are undecided.
Table 24: There are significant relationship between pricing strategy and advertisement

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	6
	12.0
	12.0
	12.0

	
	Agree
	29
	58.0
	58.0
	70.0

	
	Strongly Disagree
	5
	10.0
	10.0
	80.0

	
	Disagree
	5
	10.0
	10.0
	90.0

	
	Undecided
	5
	10.0
	10.0
	100.0

	
	 (
Source: Field Survey, 2025
)Total
	50
	100.0
	100.0
	

	           Table 24 above shows that 6(12%) of the respondents strongly agreed with the statement, 29(58%) agreed, 5(10%) strongly disagreed, 5(10%) of the respondents disagreed, while 5(10%) respondents are undecided.
Table 25: To help the organization to determine whether or not the organization make profit, break even or make loss

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	10
	20.0
	20.0
	20.0

	
	Agree
	20
	40.0
	40.0
	60.0

	
	Strongly Disagree
	12
	24.0
	24.0
	84.0

	
	Disagree
	2
	4.0
	4.0
	88.0

	
	Undecided
	6
	12.0
	12.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: Field Survey, 2025
Table 25 above shows that 10(20%) of the respondents strongly agreed with the statement, 20(40%) agreed, 12(24%) strongly disagreed, 2(4%) of the respondents disagreed, while 6(12%) respondents are undecided.
4.2	TESTING OF HYPOTHESES
Hypothesis One
Ho1:	There are no significant relationships between total quality management and organizational performance
	Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.040a
	.002
	-.019
	.83200

	a. Predictors: (Constant), Total Quality Management

	ANOVAa

	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	.054
	1
	.054
	.077
	.782b

	
	Residual
	33.226
	48
	.692
	
	

	
	Total
	33.280
	49
	
	
	

	a. Dependent Variable: organizational performance

	b. Predictors: (Constant), Total Quality Management

	Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	2.186
	.265
	
	8.255
	.000

	
	Total Quality Management
	-.031
	.112
	-.040
	-.278
	.782

	a. Dependent Variable: organizational performance



Table 4 showed an R value of 0.877 for hypotheses, indicating a strong positive relationship between CSR and PAT. The R square value of 0.769 stands for the coefficient of determination; which indicates that PAT can be predicted by CSR to the tune of 76.9%. the adjusted R square attempts to correct the R square. Thus, only 74% of the variation in the dependent  variable PAT can be explained by CSR. Leaving the rest to often variable not explained by the model. The significant value of 0.001 which is less than the 0.05 level of significance indicating a very significant relationship



Hypothesis Two
Ho2:	Total Quality Management does not have effect on operation efficiency
	Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.183a
	.034
	.013
	.81857



	a. Predictors: (Constant), Total Quality Management

	ANOVAa

	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	1.117
	1
	1.117
	1.667
	.203b

	
	Residual
	32.163
	48
	.670
	
	

	
	Total
	33.280
	49
	
	
	

	a. Dependent Variable: operation efficiency

	b. Predictors: (Constant),  Total Quality Management


	Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	T
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	1.810
	.267
	
	6.784
	.000

	
	Total Quality Management
	.124
	.096
	.183
	1.291
	.203

	a. Dependent Variable: operation efficiency
Table 3 shows an R value of .830, indicating a high positive relationship between CSR and PAT. The R square value of .689 which stands for the co-efficient of determination indicates that PAT can be predicted by CSR to the tune of 68.9%. The adjusted R value of .650 shows that 65% of the changes in PAT can be accounted for by CSR leaving the rest to other factors not captured in the model. The significant value of 0.003 is lower than the 0.05 level of significance which indicates that there is a significant relationship between CSR and PAT.

	Hypothesis Three
Ho3:	Total Quality Management does not have effect on customers’ satisfaction
Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.636a
	.405
	.392
	1.06447

	a. Predictors: (Constant), Total Quality Management

	

ANOVAa

	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	36.991
	1
	36.991
	32.646
	.000b

	
	Residual
	54.389
	48
	1.133
	
	

	
	Total
	91.380
	49
	
	
	

	a. Dependent Variable: customers’ satisfaction

	b. Predictors: (Constant), Total Quality Management

	Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	T
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	.397
	.346
	
	1.147
	.257

	
	Total Quality Management
	.737
	.129
	.636
	5.714
	.000

	a. Dependent Variable: customers’ satisfaction


Table 2 above shows an R value of 0.931; indicating a very high positive relationship between CSR and PAT. The R square value of 0.866 which stands for the co-efficient of determination indicates that PAT can be determined by CSR to the tune of 86.6%. The adjusted R value of 0.85 shows that 85% of the variation in PAT can be explained by CSR, leaving the rest to other factors not considered in the model. The significant value of 0.000 is far lower than the 0.05 level of significance; which indicates that there is a significant relationship between CSR and PAT.













CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1	SUMMARY OF FINDINGS 
The objectives of the study were to explore the degree of effectiveness of Total Quality Management (TQM) practices in organizational performance. The main hypothesis of the study was that TQM has a positive impact on organizational performance. The findings show that although some measures of organizational performance could be significantly impacted by TQM practices, all elements of TQM do not contribute to enhanced performance.
TQM practices that seem to play a major role in enhancing performance are employee training and empowerment, Total Quality Management and inspection, leadership commitment, and to a lesser extent benchmarking. Customer focus does not appear to contribute to higher performance.
Employee training and empowerment is a factor in improving financial performance and corporate social responsibility while having no bearing on customer focus, cost reduction, or employee satisfaction. Total Quality Management and inspection is a major determinant in cost reduction. Management Leadership is needed to boost cost reduction while benchmarking plays a role in employee satisfaction.
Overall, the findings clearly show that TQM can significantly improve the organizational performance of manufacturing enterprises in Cameroon. TQM practices in Cameroonian manufacturing enterprises include employee involvement in quality decisions, Total Quality Management, assurance and inspection, employee training, customer focus, benchmarking and leadership.
TQM recognizes that a perfectly produced good has little value if it is not what the customer wants. Therefore, we can say that quality must be customer-driven. From our results, customer satisfaction is not well explained by the model.
A company should be organized to obtain the necessary information for the identification of customer requirements and to obtain reliable and fast feedback on the quality levels of currently available products/services. Employee motivation plays a vital role to focus on customer satisfaction. Motivated employee can perform better than non-motivated ones. Customer expectations often vary from one customer to another. As part of the continuous improvement, customers’ requirements must be consistently measured and satisfied. Therefore, a company should establish a reliable and fast customer feedback system.
5.2	CONCLUSION
This study is directly focusing on examining the relation between the total quality management and organizational performance. Several past researches have clarified the relation between TQM and the organizational performance especially the financial performance. Such researches indicated that when one organization implements TQM in effective way, then its performance will be largely enhanced from several aspects(Hendricks & Singhal, 1999; Ittner & Larcker, 1996).In a review of the literature covering the impact of total quality management on organizational performance, Saizarbitoria(2006) indicated that there is a positive direct relation between TQM and organizational performance, However, Doo young et al.(1998) indicated that TQM practices could hinder organizations to achieve their goals. Nevertheless, the main conclusions that can be taken from this research are that customer satisfaction and quality performance of products and services can be enhanced by implementing different quality initiatives at organizations. The strategy of TQM that concentrates on enhancing the customer satisfaction levels will directly improve the organizational performances and that Leadership commitment is considered a key element for guaranteeing a successful implementation of TQM practices at organizations. Although this research is directly focuses on distinguishing the relation between TQM and organizational performance, but several factors directly affected organizational performance were neglected such as organization size, culture and level of innovation. Therefore, future researches could study the impact of TQM on organizational performance in wider scope by investigating the influences of the above mentioned factors on performance. Another research focus should be carried out to study the implementation of TQM in the business sector to provide a better understanding of TQM implementation.
5.3	RECOMMENDATIONS
	Based on the findings of this study, the following recommendations were made:
i. Management should engage its time and efforts to identify several low-cost, qualified suppliers and select the appropriate one(s) for delivering materials. 
ii. It should also make sure that it satisfies all those who contribute one way or the other to the attainment of the objectives of the organization. 
iii. There should be an improved communication between purchasing and other departments, such as engineering and Total Quality Management, is needed when those departments must provide information to assess supplier qualifications and the suppliers manufacturing process. 
iv. Management should lead the implementation process within the organization and clearly communicate with key members of the organization.
v. All members involved in the TQM implementation process must receive training in communication skills, quality awareness (TQM in particular), and specific problem solving techniques such as Statistical Total Quality Management, safety, and technical aspects of the job. 
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