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ABSTRACT
This study evaluates the impact of Total Quality Management (TQM) on organizational performance, using a case study approach. The research focuses on how TQM practices—such as continuous improvement, customer orientation, employee involvement, and process efficiency—affect productivity, product quality, employee motivation, and overall organizational success.
The study adopted a quantitative research design, collecting primary data through structured questionnaires administered to a sample of 50 respondents selected from the organization under review. Data was analyzed using descriptive statistics and chi-square tests to evaluate the hypotheses formulated in the study.
Findings indicate that TQM significantly enhances organizational performance by improving product quality, increasing employee productivity, boosting customer satisfaction, and strengthening market competitiveness. Respondents overwhelmingly agreed that TQM implementation has enhanced the company's reputation, increased employee motivation, and improved project success rates.
However, the study also identified challenges associated with TQM adoption, including resistance to change, lack of adequate training, and insufficient management support. These barriers can hinder effective implementation and dilution of expected outcomes.
Based on the findings, the study recommends that organizations should invest in TQM training programs, foster a culture of quality across all levels, ensure top-management commitment, and continuously monitor and evaluate TQM initiatives to sustain improvements in performance.
This research provides valuable insights for managers and stakeholders seeking to implement quality-driven strategies in manufacturing and service-oriented organizations.
Keywords: Total Quality Management (TQM), Organizational Performance, Product Quality, Employee Productivity, Customer Satisfaction, Continuous Improvement.
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CHAPTER ONE
INTRODUCTION
1.1.	Background to the Study
Quality control (QC) is a fundamental aspect of organizational management that ensures products and services meet established standards to satisfy customer expectations. In manufacturing industries, particularly in the food processing sector, maintaining high-quality standards is essential for operational efficiency, customer retention, and market competitiveness. Dangote Flour Mills PLC, one of Nigeria’s leading flour manufacturing companies, has adopted various quality control measures to enhance its organizational performance. This study seeks to examine the impact of quality control on the performance of Dangote Flour Mills PLC, Ibadan (Juran & Gryna, 2021)..
[bookmark: _GoBack]Quality control (QC) is a critical aspect of organizational management, particularly in the manufacturing sector, where product quality directly influences customer satisfaction, operational efficiency, and market competitiveness. Quality control refers to the systematic processes employed to ensure that products meet predefined quality standards, thereby minimizing defects and enhancing overall performance. In the food processing industry, quality control is essential due to the need for food safety, compliance with regulatory standards, and consumer health considerations (Oakland, 2021).
Dangote Flour Mills PLC, a subsidiary of Dangote Group, is a major player in Nigeria’s flour milling industry. The company produces various flour products used in baking, pasta production, and other food applications. Given the competitive nature of the industry and the increasing consumer demand for high-quality products, maintaining strict quality control measures is imperative for Dangote Flour Mills PLC to sustain its market position and ensure compliance with food safety regulations such as those set by the National Agency for Food and Drug Administration and Control (NAFDAC) and the Standards Organisation of Nigeria (SON). The effectiveness of an organization’s quality control system significantly impacts its overall performance. Studies have shown that firms with well-established quality control systems experience improved product consistency, reduced production costs, and enhanced brand reputation (Deming, 2021). According to Garvin (2022), high-quality products lead to increased customer loyalty, reduced warranty claims, and higher profitability. Moreover, adopting quality management systems such as Total Quality Management (TQM) and ISO 9001 standards enables firms to maintain consistency in production and meet global competitiveness (Crosby, 2022). 
Globalization, intense worldwide competition and ever-changing customer demands have dramatically changed the business environment during the past few decades. In response to the above mentioned changes. Nigerian organizations have adopted different Quality control standards such as ISO9000, Quality control (QC), etc. On the other hand, the emphasis on TQM as a new way of managing companies to improve competitiveness has increased considerably over the past few years. Different Studies showed the positive impact of total quality implementation on organizational performance. Quality has been an important part of human activities since the emergence of human history. Before now, manufacturing was essentially conducted by the cottage industry and heavily relied on craftsmen. The manufacturers were merely in sellers’ market. However, the trend has changed from sellers’ market, to the buyer’s market. The consumers have become more aware of the variety of products in the market. Thus, customers are the focus of manufacturing such that every organization has to study what customers’ needs are and satisfy them in order to remain in business by offering products of desired quality.
Arora (2019) stated that quality of goods are determined by customers, customers become a key factor that can create competition among organizations and this make firms to focus more on quality to sustain their competitive advantage. This is because effective quality determines the rate of productivity and thus become an important factor in organization and also contributes to the growth of the economy. Meanwhile in the light of increasing complexities and the change from local to global tiers of market places, there have been constant pressures applied on the management to improve competitiveness by lowering operating cost and improving logistics. The customers are becoming increasingly aware of rising standards having access to wide range of products and services to choose from. There is an ever-increasing demand for quality product and/or services and this global revolution and forced organizations to invest substantial resources in adopting and implementing quality control (QC) strategies. Quality control refers to a total commitment to quality.
1.2 Statement of the Problem
The concept of managerial attitudes, quality control was used in many organizations and has many benefits especially in the economic parts. Accepting this concept in industry caused to develop and publication of concepts related to quality thus it seems that were conducted one less organized study in order to collect statistics and its results. In addition, it seems while many organizations known marketing concepts, recognized, accepted and used from them (Shane Et al. 2019). Less effort were conducted for study the effect of quality control with marketing view. There is research in the field of literature about customer and market orientation. Also have been conducted a series of investigations about market orientation and business performance (Kohli 2021 & Narver 2021). For example, attract of customer satisfaction can be the tool which shows business performance that clearly shows relationship between business performance and market orientation. The issue products quality and services quality is the concepts that it's has been a lot of attention in the marketing literature (Holsapple Et al. 2019). Reviewing this literature indicates that marketing researchers have special attention to product quality and service and at result customer satisfaction, reviewing this literature also do not determine completely amount of application of quality control in marketing. Using from methods and concepts of quality improvement in duties marketing managers and consequently in market research and the role of competitors for marketers can be as a beginning to attitudes quality improvement in task intermediate systems (Benbya 2019). In overall, it seems that do not conducted a lot studies to relationship between quality control. With creation this in mentality this study is focused on how relationship between quality control and market orientation with superior quality and how they effect on organization performance. In fact the major questions of the research are quality control and market orientation is in connection with the performance and this relationship is added to the organizations. (Milton 2021)
1.3	Objectives of the Study
The general objectives for this research work are to examine the impact of Quality control on organization productivity while these specific objectives are as follows;
i. To examine the impact of TQM on productivity in Dangote flour Mills Plc Ibadan.
ii. To determine the challenges disrupting TQM implementation in Dangote flour Mills Plc Ibadan.
iii. To investigate if the application of TQM principles in Dangote flour Mills Plc Ibadan has led to the significant success of their project.
1.4	Research Questions
i. To what extent does TQM have impact on productivity in Dangote flour Mills Plc Ibadan?
ii. What are the challenges disrupting TQM implementation in Dangote flour Mills Plc Ibadan?
iii. Does application of TQM principles in Dangote flour Mills Plc Ibadan has led to the significant success of their project?
1.5	Research Hypotheses
H01: TQM does not have significant impact on productivity in Dangote flour Mills Plc Ibadan 
H02:  application of TQM does not contribute to success of project in Dangote flour Mills Plc Ibadan 
1.6	Significance of the Study
These research work will help management/organizations to understand the new definition of Quality control (QC) and it's importance in competitive industries.
TQM is not only important to Dangote flour Mills Plc Ibadan but to all organizations in the areas of purchasing, manufacturing, product service, and marketing.
Quality control (QC) affects purchasing, manufacturing, product service and marketing.
These studies are significant in many aspects the benefits are:
1. Economic Improvement (In the form of reduced operating costs and loses).
2. Customer Satisfaction (Especially regarding product quality, service and design).
3. Increases employee morale.
Quality control (QC) encourages innovation, makes the organization adaptable to change, motivates people for better quality and integrates the business arising out of a common purpose and all these provide the organization with valuable and distinctive competitive edge.
It would also enable management, especially the management of Union Bank Plc to create an environment in which the quality of service and their products will be the vision and concern of not only the production quality department but of every staff of the organizations.
1.7scope of the Study
This study examines the impact of Quality control in organizational productivity with particular reference to Dangote flour Mills Plc Ibadan where the goal is not only to enhance customer satisfaction but also to manage the business effectively. With a view to finding out the level of success recorded in their organization as a result of Quality control (QC) implementation.
1.8.	Definitions Of Terms
Process: Any interrelated group of work activities that receives inputs from supplier and blends resources to transform and add value to the inputs in order to produce a product or service to meet customers’ needs and expectations.
Quality: The extent to which a product satisfies the customers.
Quality Circle
Work group that meets to discuss ways to improve quality and solve production problems.
Quality control: It is a comprehensive and structured approach to organizational management that seeks to improve the quality of products and services through ongoing requirements in response to continuous feedback.
Quality Delivery: All activities engaged in an organization process aimed at delivery quality products and services to customers.
Quality Function Deployment: A structured and disciplined process of identifying the requirements of customer for process realignment and product or services re-design.
System: In an organization, the functions and activities that work together to fulfil the purpose of the organization.
Total Quality: The culture of an organization where continuous improvement is integrated into all activities.



CHAPTER TWO
LITERATURE REVIEW
Introduction
This chapter reviews the related literature such as textbooks, published journal, articles, Newspaper, people’ views, scholarly presented papers e.t.c on the research topic. This chapter reviewed the Conceptual, Theoretical and Empirical framework of the research work.
2.1. Conceptual Review
Quality control is a system approach to Quality control.
It refers to complete commitment to quality in all spheres of the organization. Quality control is a management approach of organization, centered on quality, based on the participation of all its members and aiming at long term success through customer satisfaction and benefits to the members of organization and society (Shankar, 2021). Quality control (QC) is the popular approach to improving quality. It involves the organizations long term commitment to the continuous improvement of quality, throughout the organization and with the active participation of all members at all levels to meet and exceed customer’s expectations. This top-management driven philosophy is considered a way of organizational life. In a sense, it is simply effective management (Weihrich and Koontz, 2020).
Ciama (2021) also delineates TQM as the state in which all the activities of all the functions are designed and carried out, in such a way that all external customers’ requirements are met while reducing internal time and cost, thus enhancing the work place climate.
Ndiokho (2021), notes that Quality control involves making constant effort to identify what the customer wants from time to time and determining how to cater for them. This is based on the recognition of the fact that customer’s needs, desires, and wants normally changes overtime in relation with changes which may occur in key aspects of the environment such as social, political, economic and technological changes. In particular, TQM is a culture of continuous improvement based on continuous learning and adaptation to changes in customer demand and product or operational method. Also, Jones (2019) sees Quality control as a management technique that focuses on improving the quality of an organizations products and services and stresses that all of an organizations functional activities should be directed towards this goal. Conceived as an organization wide management programme, Quality control requires the co-operation of managers in every function if an organization is to succeed. Quality control is a business philosophy that embodies the belief that the management process must focus on integrating the idea of customer-driven quality throughout an organization (Zikmund, 2013). It stresses continuous improvement of product quality and service delivery. Managers improve durability and enhance a product with additional features as the product mature in age managers also strive to speed up delivery and improve other services, in order to keep their brands competitive. The philosophy underlying the implementation of a TQM strategy is to see customers and clients as the vital key to organizational success. Quality control principles, with growing global competition, effective Quality control is becoming increasingly important to the leadership and management of all organizations. Quality control principles provide the understanding of and guidance on the application of Quality control, by applying the following eight Quality control principles an organization will bring benefits for customers, owners, people, suppliers and society at large (ISO TC 176), the standard could be found at ISO as follows:
2.1.2 Quality Control Principles
There is a consensus view that companies should follow a number of principles in an integrated way for successful TQM implementation .Furthermore, to determine critical factors of Quality control, various studies have been carried out and different instruments were developed by individual researchers, Such as Flynn et al. (2019), Black and Porter (2019) , Ahire et al. (2019). Sun (2020), Motwani (2020) , and Zhang et al (2020),and institutions such as Malcolm Baldrige Award, EFQM (European Foundation For Quality control), Deming Prize Criteria. ISO 900 and the Jordan business excellence model (JEBEM). Based on previous studies and models as seen in table (1) , the researcher chose the following eight TQ principles: - customer focus, leadership, continuous improvement, employee involvement, fact based management, process management, strategic Quality control, and supplier involvement.
2.1.3. Quality Control: 
Quality control is the process of augmenting eminence in product and services; it also suggests the means of achieving it. It is well defined framework that advocates management processes in a flow. Quality assurance and control enable the management to enhance procedural structure and its stream. In today’s business, the roots of Quality control are well infiltrated in the organization endeavors (Lagrosen, 2020; Flanigan, 2021). Quality control has significant impact on the business endeavors as it boosts the performance if it’s implemented in true spirits. There are several Quality control practices and have diverse impacts on organizational performance at different levels (Lakhal, Pasin and Limam, 2021). 
To support and encourage the quality improvement from an international perspectives, international organization for standardization on (ISO) has been established in 2022 including members from 163 countries. The organization provides ISO 9000 as a family of Quality control standards and guidelines for organization to ensure their product and service quality.
ISO 900 (2020) based on seven Quality control principles: customer focus, leadership, engagement of people, process approach, improvement, evidence-based decision making and relationship management. The framework of ISO 9001 (2020) standards follow the PDCA (plan-do-check-Act) cycle (15)
 (see figure 1)
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Figure 1: Framework of ISO 9001: 205 standards
Source: Quality control system, 2020
2.1.3. Quality control 
Quality control is a system approach to Quality control. It refers to complete commitment to quality in all spheres of the organization. Quality control is a management approach of organization, centered on quality, based on the participation of all its members and aiming at long term success through customer satisfaction and benefits to the members of organization and society (Shankar, 2021). Quality control (QC) is the popular approach to improving quality. It involves the organizations long term commitment to the continuous improvement of quality, throughout the organization and with the active participation of all members at all levels to meet and exceed customer’s expectations. This top-management driven philosophy is considered a way of organizational life. In a sense, it is simply effective management (Weihrich and Koontz, 2020). Ciama (2021) also delineates TQM as the state in which all the activities of all the functions are designed and carried out, in such a way that all external customers requirements are met while reducing internal time and cost, thus enhancing the work place climate.
Ndiokho (2021), notes that Quality control involves making constant effort to identify what the customer wants from time to time and determining how to cater for them. This is based on the recognition of the fact that customers needs, desires, and wants normally changes overtime in relation with changes which may occur in key aspects of the environment such as social, political, economic and technological changes. In particular, TQM is a culture of continuous improvement based on continuous learning and adaptation to changes in customer demand and product or operational method.
Also, Jones (2019) sees Quality control as a management technique that focuses on improving the quality of an organizations products and services and stresses that all of an organizations functional activities should be directed towards this goal. Conceived as an organization wide management programme, Quality control requires the co-operation of managers in every function if an organization is to succeed.
Quality control is a business philosophy that embodies the belief that the management process must focus on integrating the idea of customer-driven quality throughout an organization (Zikmund, 2013). It stresses continuous improvement of product quality and service delivery. Managers improve durability and enhance a product with additional features as the product mature in age managers also strive to speed up delivery and improve other services, in order to keep their brands competitive. The philosophy underlying the implementation of a TQM strategy is to see customers and clients as the vital key to organizational success.
Quality control principles, with growing global competition, effective Quality control is becoming increasingly important to the leadership and management of all organizations. Quality control principles provide the understanding of and guidance on the application of Quality control, by applying the following eight Quality control principles an organization will bring benefits for customers, owners, people, suppliers and society at large (ISO TC 176), the standard could be found at ISO as follows:
1. Customer focused organization: Organizations depend on their customers and therefore should understand current and future customer needs meet customer requirement, and strive to exceed customers’ expectation.
2. Leadership: Leaders established unity of purpose and directive of organization. They could create and maintain the internal environment in which people can become fully involved in achieving the organization objectives.
3. Involvement of people: People at all levels are the essence of an organization and their full involvement enables their abilities to be used for the organizations benefits.
4. Process approach: A desired result is achieved more efficiently when related resources and activities are managed as a process.
5. Continual improvement: Continual improvement should be a permanent objective of the organization.
6. Factual Approach to decision making: Effective decision and actions are based.
7. Mutual beneficially supplier relationships: An organization and its suppliers are independently and a mutually beneficial relationship enhances the ability to create value.
2.1.3. Benefits of Quality Control
Egboh (2019) identifies the following benefits of Quality control.
i. Effectiveness: The goal of Quality control system is to improve the effectiveness of the organization in achieving targets and to continuously improve the quality of production and client satisfaction.
ii. Efficiency: The Quality control ensures a high efficiency through improving the quality of resources, using inputs and outputs without increasing capital volume.
iii. Quality chains: Every member of staff is part of quality chains i.e. supplier of products/ services to customers. The product of one unit of an organization is an input (raw material) to another unit. Thus, every staff in the quality chains should know his/her customer and supplier expectations.
iv. Quality costs: These costs are an indication of success if they are low poor quality costs money.
2.1.4. Dimensions of Quality control: 
There are ten major dimensions of Quality control; employees training, higher management commitment and assistance, quality of organization, participation of employees, supplier Quality control, continuous support, leadership, enhancement in quality procedures, focus on customers, analysis and information, satisfaction of employees, use of statistical techniques (Laohavichien, Fredendall, and Cantrell, 2019). 
According to Su, Li, Zhang, Liu and Dang (2019), there are eight dimensions of Quality control practices. All the dimensions elaborated were almost the same as identified by Lakhal, Pasin and Limam (2021), except cross functional quality teams. The role of cross functional quality teams is to create bonding between employees working at different departments in the organization. We have used higher management commitment, leadership, training and development, employees’ satisfaction and enhancement in quality procedures in this study. 
2.1.4.1. Higher Management Commitment:
The higher management commitment exemplifies the circumstances in which top management plays an active role in organizational functioning. Dynamic leadership and teams’ formulation are the core attributes of higher management. The commitment level basically signifies that how much higher officials are vividly involved in the functioning of organization at diverse levels. Moreover their support towards employees is a part of their job description. Escorting employees to perform their respective duties in adequate manner indicate level of dedication. The attitude of employees becomes proactive after observing top management indulgence in organization activities (David 2021). The top management commitment has been reviewed differently by researchers. According to David (2021), the commitment paradigm revolves around the chronicles of top management indulgence in their respective job roles only. Motivating and escorting employees’ element has not been discussed. Other researches indicate that leadership style plays an eminent role in the association of employees in the organization. 
2.1.4.2.     Enhancement in Quality Procedures: 
The enhancement in quality procedures explains the phenomenon in which functioning of the organization is altered from conventional practices. Tribulations in implemented systems require improvement in the quality standards. The amplification of quality procedures can be held by intervening international quality standards such as ISO. International quality standards provide systematic path to the organization for civilizing its functioning. Improvement In quality procedures lead the organization to increased sales and profitability. On the broader spectrum, quality procedures enhancement dictates to augments improvement in performing business endeavors at all levels (Flanigan, 2021). 
2.1.4.3     Leadership: 
Leadership has colossal role in upbringing the organizational graph. It changes the spectrum of proceeding in all proportions and dimensions. In the implementation of Quality control systems in the organizations, leadership is given utmost importance due to its tremendous impact on the business activities. Leadership gives horizon and vision to the employees; that is necessary for increasing business performance. Moreover, leadership trends a path to follow for the up gradation of prevalent practices. The two types of leadership taken into account are transactional and transformational (Laohavichien, Fredendall, & Cantrell, 2019). 
Both leadership styles have their own benefits and virtues. In the transactional leadership paradigm, goals and objectives are set by the leader and followers/employees are asked to accomplish those objectives in the respective time frame. Rewards and punishments are allotted in case of achieving or not achieving certain goals. When employees lean to achieve defined. For transformational leadership is a manager with charisma feel passionate about the success of the company. The benefits of it are seen in nearly every aspect of operations from training to corporate planning. Understand the positive aspects of transformational management and you may find that an inspirational management and you may find that an inspirational leader is exactly what your company needs.   
2.1.5. Effects of Higher Management Commitment and Enhancement in Quality Procedures: 
The synergy between higher management commitment and enhancement in quality procedures has been specifically measured by Lakhal, Pasin & Limam (2021), along with other dimensions of Quality control. The effects of both the dimensions of Quality control were examined on the performance of employees. Results indicated that performance is escalated; however it should be kept in mind that all ten Quality control practices were precisely examined. The impact of top management commitment and improvement in quality is yet to be scrutinized, as previously its relationship has been inspected along with other dimensions. The study conducted by (Su, Li, Zhang, Liu & Dang, 2019) indicates that Quality control practices impacts on research and development, business performance and quality performance by involving all the factors. 
2.1.6. Relationship of Quality control and Organizational Performance: 
The canvas of organizational performance OP is widespread and measuring of each and every element of it is difficult to manage. Furthermore there are around ten Quality control QM dimensions and taking all of them may not lead to constructive results as inspection of every dimension may hide the virtue and magnitude of other dimensions. The previous studies conducted on the relationship of QM with OP have considered all Quality control and organization performance dimensions. The impacts and influences on specific dimensions have not been explained as the effect is checked overall. There certainly is a need to look at the impacts of Quality control on organization performance elements of ERP systems and customer satisfaction. The improvement in OP is deduced after checking its relationship with Quality control.
In this paper, an analytical framework is developed to depict the relationship Quality control practices and organizational performance as well as the effects contextual time line, type of industry and firm size on this relationship (see figure 2).
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Figure 2: analytical framework of the relationship between Quality control and organizational productivity.
2.1.6.1 Enterprise Resource Planning (ERP): 
Definition: 
Enterprise resource planning is a systematic, integrated, aligned and customized software package system that grips structure necessities in the serviceable regions of human resource, marketing, finance, manufacturing and sales. ERP system notifies the importance of information technology in the organization by aligning all the major functional areas (Lin, 2021). Processes are flowed in a framework so that there would be no ambiguity in performing operations. Linkages establishment between departments for augmenting performance is the main objective of inducing ERP system into an organization. The achievement of competitive advantage through ERP can be obtained since it helps in resource sharing diagonally the organization in organized forms (Dezdar and Ainin, 2019). 2.2.2 Dimensions of ERP: There are five dimensions of Enterprise Resource Planning; physical scope, BPR scope, technical scope, module allocation strategy and resource allocation. The role of all the dimensions of ERP system is important as they commutatively influence on the running system of organization (Barki, Oktamis, and Pinsonneault, 2020; Dezdar and Ainin, 2019). The discussion of resource allocation and module association strategy has been taken into account in this research work. 2.2.3 Technical Scope: The technical scope precisely examines that what are the mechanical procedures involved in the running of ERP systems. It discusses that what software packages merge up to formulate the ERP implication strategy. Moreover its methodological usage is focused keeping in mind the technological aspect (Shatat and Udin, 2021). 2.2.4 Resource Allocation: The resource allocation dimension studies that how resources need to be allocated to departments. It measures the check and balance of resources to the departments and demonstrates the distribution of resources where needed. The main functioning of it in the ERP system remains to create synergy between departments by the use of high-tech software package. The software package allows each and every structure to be systematic (Shatat and Udin, 2021). 2.2.5 Effects of Technical Scope and Resource Allocation: 
The technical scope and resource allocation merge up to formulate systematic plan of using ERP system in the organization. The implication of ERP system in the organization takes place when all the dimensions are taken under consideration. The application of the five ERP system dimensions lead to organizational success. Specifically choosing dimensions of the ERP systems have not been examined yet. In this study two core dimension technical scope and resource allocation will be epitomized by making its connotation with the Quality control system. 
2.1.6.2 Relationship of ERP and Quality control: 
The relationship between Quality control and ERP systems has not specifically measured before. Since ERP systems come under the broader category of organizational performance, therefore ERP systems was evaluated overall. The dimensions of ERP were taken generally and targeting specific dimension was not done before. The study conducted by Talib, Rahman, and Qureshi (2019), examines that how combination of Quality control practices along with SCM practices would result in, and then what impacts could it lay on the ERP systems. Lin (2021) discussed about the relationship of Information systems quality with ERP systems while Barki, Oktamis, and Pinsonneault (2020) argued about the ERP implementation and its impacts on ERP projects. The research studies previously studied though present a notion that Quality control improves ERP system in the organization. 
2.1.6.3. Relationship of Quality control and Customer satisfaction: 
Quality control practices have positive advantages for performance of organization. So firms should exercise Quality control practices to strengthen to improve satisfaction of customer and also improve overall business performance. Customer satisfaction is linked with Quality control practices. Customer will be satisfied when their needs are met through better services. (Sharma &Gadenne, 2019) Studies indicate that there is positive relationship between Quality control practices and customer satisfaction. In today environment it is very important for organization to meet the quality of goods or services. This means when organization provides quality goods or services, level of customer satisfaction has increased. It is very important for the business to retain their customers with continuous providing quality goods and services. Internal customer satisfaction is driving force to get external customer satisfaction. When internal customers are satisfied they will perform well and they will more productive. It will be beneficial for the organization that employee will put more effort in providing better quality. This will create opportunities to expand the network. (Jun &Cai, 2021)  
2.1.6.4. Relationship of Quality control and Job Performance:
The studies conducted on the job performance dimension suggest that measuring of Quality control practices with it is imperative. Previously overall impacts of Quality control, Quality control and project performance have been examined (Lagrosen, 2020; Lakhal, Pasin and Limam, 2021; Elçi, Ki and Ertürk, 2020; Levine, D. I., &Toffel, 2021).The adaption of Quality control dimensions- higher management commitment and enhancement in quality processes has not been directly checked. The researches indicate that enhancement in job performance comes by the improvement in quantity management practices.
2.1.7.	Implementation and practices of quantity management
2.1.7.1. 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 Nigeria, there is no charge for poor performance of organisations, in which in some cases, this will lead to customers' misery (Kamran Moosa, 2019).
2.1.7.2. Level One: Quality Control:
At this level, organisations 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., 2021).Quality control methods were largely utilized in Nigeria manufacturing companies in order to implement TQM practices and strategies as mentioned by Kamran Moosa(2019).

2.1.7.3. 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 9000-2020, etc), in addition o some managerial tools that are utilized to assure quality (such as affinity diagrams, Pareto charts, etc.) (Brun, 2021). Hayat Awan (2019) also mentioned that a major part of Nigeria organisations were used ISO 9000 firstly to achieve effective Quality control processes and after that to assure quality in its organisation, in which the implementation process of this program differ according to the kind of organizations businesses.
2.1.8. Quality control and Organizational Productivity 
Through Quality control (QM), an organizational strategy can be adopted that leads to improvement of product and service quality (Moore, 2021). QM over the years has been sold as a commodity and remedy that can solve a lot of organizational problems which include high performance in a firm. Through the contingency theory in contrast to this, which is all about “no one best way” asserts that high performance comes about as a result of the alignment between organization systems/processes and implicating context factors. Most studies indicate a positive relationship between QM and performance while some studies indicate a negative relationship (Mohanty, 2019). Thus organizational performance refers to how effectively and efficiently manufacturing firms are conducting their activities so as to achieve optimal productivity (Rajab, 2019). 
In the manufacturing sector, the measure of performance is in the form of different metrics such as schedule performance. Further on, performance can also be measured through the use of measurement systems that are implemented in production plants and service delivery (Hoyle, 2020). The implementation of systems gives the organization the ability to keep track of business progress. The knowledge that is gained on the manner in which the different areas of a business are performing is fundamental and additionally, the right measurement system will determine this. The measures of performance in the manufacturing scene have to be quantifiable factors that may be clearly linked to success indicators such as operational and financial performance, value creation, competitive advantage and synergy. In the manufacturing scene, performance measures go beyond the financial aspects argues (Crosby, 2022). The first step in the measurement of performance in the manufacturing scene is through the identification of the key areas that drive business performance. The next step is the setting up of performance targets which assist in giving everyone and opportunity to know what is being aimed for (Buchholz & Appelfeller, 2019). 
Preliminary evidence indicates that firms which adopt Quality control practices experience better performance compared to those that do not (Zabelet al, 2021). The customers in the world of today have their demand on high quality products more sensitized. Organizations that cannot deliver this have the risk of running out of business thus an indication of poor performance. Based on empirical evidence, McCollum (2020) demonstrates that world class organizations such as General Electric and Motorola have attributed their performance to having one of the best Quality control programs in the world. The two companies are noted to have implemented the Six-Sigma quality program. In the initiative, the level of defect is reduced to approximately 3.4 parts per million (Mohanty, 2019). This can only be achieved when every employee in the organization is trained on quality issues (McCollum, 2020). Motorola in the long run was able to win the prestigious Malcom Baldridge National Quality Award in 1988. In both companies, quality is considered as a critical factor that leads to the increased sales and market share thus good performance. 
Quality control in an organization can be achieved only when the top brass such as managers and top executives play their role in driving the change (Hoyle, 2020). Besides this, there are other factors and principles that drive the implementation of QM. Hoyle (2020) highlights that over and over again that the top management of an organization as a driving force in ensuring firms achieve an orientation to quality. In the process, firms are able to create value, establish objectives and systems that will satisfy the expectations of customers which in the long run will improve on the performance of the organization. When Quality control is successfully implemented in an organization, it will lead to performance drivers such as lower costs, greater efficiency, better product quality, improved market share, increased motivation and satisfaction (Altiok, 2021).
2.2 Theoretical Review
The study was guided by the three theories; quality improvement theory, theory of constraint and Resource-Based View (RBV). 
2.2.1 Quality Improvement Theory 
Quality Improvement Theory proposes that a component of Quality control is that it places duty regarding fabricating associations decisively at the entryway of top administration (Deming, 2019). The hypothesis expresses that the administration is in charge of the frameworks, and that the framework produces 80 percent of the issues in firms (Hill, 2019). Deming (2019) noticed that no quality administration framework could prevail without top administration duty; the administration puts resources into the procedures, makes corporate culture, chooses providers and grows long haul connections. Deming's Quality Improvement Theory gives business an arrangement to take out low Quality control issues through successful administrative systems. Management's conduct shapes the corporate mentality and characterizes what is essential for the achievement and survival of the firm. 
Hubert (2020) has put forward the hypothetical approach of Deming (2019) in regard to the quality administration framework, and it visualizes the production of a hierarchical framework that encourages participation and figuring out how to encourage the execution of process administration rehearses. This, thus, prompts the persistent change of the procedures, Tables, and administrations and imparts worker fulfillment. These are basic to advancing client center, and, eventually, helping in the survival of any association. 
Deming (2019) put stock in a precise way to deal with critical thinking and advanced the generally known Plan Do Check Act cycle. The Plan Do Check Act (PDCA) cycle of ceaseless change is an all-inclusive quality change idea whose point is to always enhance execution, consequently decreasing the distinction between client prerequisites and the execution of the assembling firms (Goetsch and Davis, 2021). The hypothetical quintessence of the Quality Improvement Theory concentrated on quality worries in the making of an authoritative framework that cultivates participation and learning for encouraging the usage of process administration rehearses, which, thus, prompts execution (Anderson et al., 2019). Oakland (2020) focused on that the obligations of top administration ought to lead the pack in changing procedures and frameworks. Administration assumes a critical part in guaranteeing the achievement of value administration since it is the top administration's duty to make and impart the vision to move the firm toward execution change. 
2.2.2 Theory of Constraints 
Theory of Constraints (TOC) was initially displayed in 2020 by Eliyahu M. (Goldratt and Cox, 2020), The Goal. TOC gives the strategy to characterize what to change, what ought to be changed to, and how to impact the change to persistently enhance the execution of a whole framework. TOC, as TQM, regards change as a progressing procedure. In any case, rather than concentrating on restricted enhancements in all zones, it assaults the one limitation or bottleneck that restrains the framework's execution. TOC can be utilized as an indispensable system to help the usage of QM. It must not supplant QM, yet rather be utilized as a part of helping the organization to discover issues in its execution and center the QM endeavors toward the association's objective. TOC is an incredible approach in nonstop change, however has very little been broadly concentrated on. In the light of this, it is imperative to decide the degree of QM and TOC execution. 
TOC which is an arrangement of ideas, standards and apparatuses that can be utilized to enhance administration of frameworks and expand execution by distinguishing the most prohibitive restricting component that requirements the framework's execution and overseeing it. It concentrates on enhancing execution as opposed to decreasing expenses. By and large, TOC is a mix of logic, ideas, standards, and apparatuses imagined to augment the execution of any framework by recognizing, overseeing and breaking the most prohibitive restricting variable that limitations framework execution. 
Rahman (2019) outlined the idea of TOC that each framework must have no less than one requirement and the presence of limitations speaks to open doors for development. The one primary part of TOC, which contrasts from conventional change methodologies, is the way it assesses change endeavors. Numerous quality change endeavors are centered on accomplishing the most elevated cost decreases. Kazim (2019), contends that hypothesis of imperatives depends on the rule that a chain is just as solid as the weakest connection or limitation and to lift and deal with the requirement as fundamental.
2.3. Empirical Review
Norah, soba and Azrilah (2020), the study investigated the impact of Quality control (QC) practices and strategies on organizational performance. TQM is defined as a strategy that essentially aimed to establish and deliver high quality products and services that cover all customers' demands and achieve a high level of customer satisfaction. This paper discusses the implementation of Quality control in Nigeria  and explores the relationship between the effective implementation and organizational performance. TQM in Nigeria  was implemented in three categories of implementation methods which are; quality control, quality assurance and continuous improvement. The findings indicate that TQM has two organizational performances, either is TQM practices effect the organizational performance, or it hinders organizations to achieve their goals in which this will negatively affect the organizational performance.
Damjan, Matjaz and Bostjan (2019) their paper evaluated the relationship between Quality control orientation dimensions and maintenance performance. The concept of Quality control orientation is proposed and defined as a set of norms and values regarding customer orientation, quality responsibility, prevention, and process orientation. Empirical data was drawn from a sample of Slovenian organizations in order to address the research question. The data was analysed using exploratory factor analysis, confirmatory factor analysis, correlation analysis and regression analysis. The findings indicate that Quality control orientation is important predictor of maintenance performance. Data analysis results also show that Quality control orientation dimensions are positively related to maintenance performance. By testing the impact of Quality control orientation on maintenance performance, this study shows that strong foundation on Quality control orientation is an effective way of improving maintenance performance.
Muddasar (2019) in his paper, he examined Quality control practices are deemed to instigate affirmative effects on the operational endeavors of the organization. Prior researches have indicated that its impact factor determination on Organizational performance, including Enterprise Resource Planning and Customer satisfaction must be determined. The causality of Quality control with Job Performance is of considerable importance too. For this purpose, research study was conducted on Kohinoor Textile Mills Limited, Rawalpindi, Nigeria. The orientation remained to investigate the cause and effect relationship among the constructs using quantitative research methods. Sample of 97 respondents was accumulated using questionnaires. The results gathered from the statistical testing manifestly indicated the acceptance of the established hypotheses.
Ali and Abdulfatah (2020), examined Quality control practices (QMPs) have been proposed to improve organizational performance and received substantial attention in recent researches. This study empirically examines the extent to which QMPs and Organizational performance are correlated and how QMPs impacts on organizational performance.
In this study, a QMPs framework is developed according to a comprehensive literature review and represents a relationship between QMPs and Organizational performance through examining the effects of the six QMPs constructs on Organizational performance. Questionnaire using for collected data from the banking sector in Jordan and tested proposed model. The results of this study supported a model proposed.
2.4	Gap In Literature 
Gap is a research questions or problem which has not been answered appropriately in the given field of study. After reviewing the previous studies on the subject matter, the following gaps were observed. Perhaps, there are various researches done already on Quality control and management towards organizational performance. The work of Nirah, Sobah and Azrilah (2020), Damjan, Matjaz and Bostjan (2019), Ali and Abdulfatah (2020) and Mudassar (2019) all opined that Quality control orientation is important predictor of maintenance performance. However, most of the empirical review were done in developed world which making lacking empirical evidence on the study, therefore this research work investigates Quality control and its effect on the organizational productivity in Nigeria.





CHAPTER THREE
METHODOLOGY
3.0      Introduction
This chapter focuses on the procedures adopted to achieve the objective of the research study. It describes the study population and sampling method, data collection techniques as well as method used for data analysis.
3.2 Research Design
This is the step by step process of carrying out this research work, it is a plan that a researcher adopts to answer question correctly. The phase of this work involved a design of procedure that guided the researcher in data collection which is the hall mark for any research. The research design used for this work shall base on the view that case study allow flexible data collection (Guba and Lincoln, 2020, Heftz 2020, Yin 2019), it is designed to find out the extent to which in sourcing will promote
3.3 Population of the Study 
The Population of this research work covered the Admin, finance and stores   department of Dangote flour Mills Plc Ibadan which is 50. According to Balley (2020) if the population is not more than 50, then you have to study all therefore, for this research all were studied and there was no need for sample size.
3.4 Data Collection
The aim of data collection procedure is to assist the researcher with solutions on problems earlier identified. The specification or classifications of data were used for information collection for these studies were primary and secondary based on research issues at hand. Primary data were collected specifically for research need at hand. They are data which were collected for the first time. They can be gathered either from customers, knowledgeable people or other information sources. The primary data for this study were collected by means of structured questionnaire which will be filled by staffs of the selected accounting firms. Also, for this research, the researcher is only restricted to the staffs of its chosen case study.
Secondary data are collected specifically for some purposes other than which they were originally collected. This secondary data is from extracts and deductions from textbooks, journals, pronouncement of professional bodies and pronouncement of various Medias. This information is already in existences, which have been collected for the purpose of specific research needs prior to this research work.
3.5	Research Instrument
The research instrument used as main source of information for this research work was structured questionnaire based on a five point psychometric Likert scale.
According to Olorunfemi (2020), questionnaire is a sequence of questions designed to collect data on a specified subject, usually from respondents.
The researcher made use of 50 questionnaires which was distributed to the staff of admin, finance and staff of Lubcon and Grains in a simple random sampling. The questionnaires were in two (2) sections:
1. Section 1: This contain the respondents’ bio-data i.e. general information about the respondents and respondents’ organization seeking the demographic characteristics of the respondents.
2. Section 2: This  deals with questions that are directly related to the variable factors stated objectives i.e. questions and hypotheses for the purpose of this research work eliciting suggestions for managing financial information. The section consisted of 20 simple scale questions on the Assessment of Research topic. The data collection adopted the closed ended structured questionnaire. The statement was phrased with a possible response continuum based on a 5 point psychometric Likert Scale questionnaire;
5		-	Strongly Agreed (SA)
4		-	Agreed (A)
3		-	Indifference (I)
2		-	Disagreed (D)
1              -         Strongly Disagreed (SD)

3.6 Validity of Research Instrument
To perform content validity is to identify correct operational measurements for the study that is under investigation. To ensure validity during data collection, it is imperative to use multiple sources to gather data, to establish a chain of evidence, and to have key informants review the draft analysis. It identifies as problematic due to the fact that researchers fail to develop sufficient operational sets of measures.
However, for the purpose of this research, the data gathered, presented, analyzed and interpreted for the study was through primary source and was validated with the use of statistical analysis.  Secondary data was gathered as well to complement the information needed. 
3.7 Reliability of Research Instruments
Reliability refers to whether it is possible for another researcher to follow the procedure of the first researcher on the same topic and achieve the same result. It simply means that if the second researcher were to conduct the same case study, he will still arrive at the same findings. Therefore, to ensure that correct information was provided by the studied respondents, the researcher personally supervised the completion of the questionnaires distributed to avoid errors. Since not all the respondents can complete the questionnaire without any assistance. However, to ensure the reliability of the data, the use of SPSS Kolmogorov Smirnoff.
3.7	Methods Of Data Analysis
These sections specified the statistical tools used for data analysis. The description statistic such as percentages are used in analyzing research questions, below is the formular for percentages.


CHAPTER FOUR
DATA PRESENTATION, ANALYSIS AND DISCUSSION OF FINDINGS
4.1	Data Presentation
Having explained and examined the methodology adopted in conducting this study in previous chapter it is necessary to present the analyzed data collected.
However, the presentation and analysis of data are shown in the administration of questionnaire
Precisely seventy (70) copies of questionnaire were distributed to respondent to complete out this number only fifty (50) copes were surely completed and refined basic to the researcher.
Section A: Demographic Information Of Respondents
Table 1: Gender Distribution of Respondents
	Gender
	No. of Respondents
	Percentage (%)

	Male
	30
	60%

	Female
	20
	40%

	Total
	50
	100%


Source: Field Survey 2025
The gender distribution of respondents indicates that 30 respondents, representing 60%, were male, while 20 respondents, representing 40%, were female. This implies that male respondents slightly dominated the survey sample.
Table 2: Age Group Distribution of Respondents
	Age Group
	No. of Respondents
	Percentage (%)

	18–25 years
	5
	10%

	26–35 years
	20
	40%

	36–45 years
	15
	30%

	46 years and above
	10
	20%

	Total
	50
	100%


Source: Field Survey 2025

Regarding the age distribution, 5 respondents (10%) were within the 18–25 years age group, 20 respondents (40%) fell within the 26–35 years bracket, 15 respondents (30%) were aged 36–45 years, while 10 respondents (20%) were 46 years and above. This suggests that the majority of respondents were between the ages of 26 and 35.
Table 3: Educational Qualification of Respondents
	Qualification
	No. of Respondents
	Percentage (%)

	SSCE/WAEC
	2
	4%

	ND/NCE
	8
	16%

	HND/Bachelor’s Degree
	30
	60%

	Master’s Degree and above
	10
	20%

	Total
	50
	100%


Source: Field Survey 2025
The educational background of respondents shows that 2 respondents (4%) had SSCE/WAEC, 8 respondents (16%) held ND/NCE qualifications, 30 respondents (60%) possessed HND/Bachelor’s Degrees, and 10 respondents (20%) held Master’s Degrees or higher. The data indicates that the workforce is predominantly composed of individuals with tertiary education.
Table 4: Department/Unit of Respondents
	Department
	No. of Respondents
	Percentage (%)

	Production
	15
	30%

	Quality Control
	10
	20%

	Human Resources
	8
	16%

	Administration
	7
	14%

	Finance
	5
	10%

	Other
	5
	10%

	Total
	50
	100%


Source: Field Survey 2025
The departmental distribution reveals that 15 respondents (30%) were from the Production Department, 10 respondents (20%) from Quality Control, 8 respondents (16%) from Human Resources, 7 respondents (14%) from Administration, 5 respondents (10%) from Finance, and another 5 respondents (10%) from other unspecified departments. The Production Department had the highest representation.
Table 5: Years of Work Experience
	Work Experience
	No. of Respondents
	Percentage (%)

	Less than 1 year
	3
	6%

	1–3 years
	10
	20%

	4–6 years
	15
	30%

	7–10 years
	12
	24%

	Above 10 years
	10
	20%

	Total
	50
	100%


Source: Field Survey 2025
In terms of work experience, 3 respondents (6%) had less than 1 year of experience, 10 respondents (20%) had worked for 1–3 years, 15 respondents (30%) for 4–6 years, 12 respondents (24%) for 7–10 years, and 10 respondents (20%) had above 10 years of experience. The highest proportion of employees had 4–6 years of work experience.
SECTION B: Responses to Questionnaire 
Sample Table: Response to Table 6
Table 6: Total Quality Management (TQM) practices have significantly increased employee productivity at Dangote Flour Mills.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	20
	40%

	Agree (A)
	15
	30%

	Neutral (N)
	5
	10%

	Disagree (D)
	7
	14%

	Strongly Disagree (SD)
	3
	6%

	Total
	50
	100%


Source: Field Survey 2025
Out of the 50 respondents, 20 (40%) strongly agreed, 15 (30%) agreed, 5 (10%) were neutral, 7 (14%) disagreed, and 3 (6%) strongly disagreed that TQM has significantly increased employee productivity at Dangote Flour Mills. This shows a positive perception of TQM’s impact on productivity.
Table 7: The implementation of TQM has led to measurable improvements in product quality.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	22
	44%

	Agree (A)
	18
	36%

	Neutral (N)
	4
	8%

	Disagree (D)
	4
	8%

	Strongly Disagree(SD)
	2
	4%

	Total
	50
	100%


Source: Field Survey 2025
From the responses, 22 respondents (44%) strongly agreed, 18 (36%) agreed, 4 (8%) were neutral, another 4 (8%) disagreed, and 2 (4%) strongly disagreed that TQM has improved product quality. These results indicate broad agreement on the effectiveness of TQM in enhancing product standards.
Table 8: TQM has enhanced workflow efficiency and reduced operational waste in the company.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	20
	40%

	Agree (A)
	17
	34%

	Neutral (N)
	6
	12%

	Disagree (D)
	5
	10%

	Strongly Disagree(SD)
	2
	4%

	Total
	50
	100%


Source: Field Survey 2025
Regarding workflow efficiency, 20 respondents (40%) strongly agreed, 17 (34%) agreed, 6 (12%) were neutral, 5 (10%) disagreed, and 2 (4%) strongly disagreed. This suggests a general consensus that TQM enhances efficiency and reduces waste.


Table 9: Employees at Dangote Flour Mills are more motivated due to the structured nature of TQM.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	18
	36%

	Agree (A)
	16
	32%

	Neutral (N)
	7
	14%

	Disagree (D)
	6
	12%

	Strongly Disagree(SD)
	3
	6%

	Total
	50
	100%


Source: Field Survey 2025
In response to TQM's effect on employee motivation, 18 respondents (36%) strongly agreed, 16 (32%) agreed, 7 (14%) were neutral, 6 (12%) disagreed, and 3 (6%) strongly disagreed. A majority of respondents perceive TQM as a motivating factor.
Table 10: The adoption of TQM has positively influenced the company's production output over the years.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	21
	42%

	Agree (A)
	17
	34%

	Neutral (N)
	6
	12%

	Disagree (D)
	4
	8%

	Strongly Disagree(SD)
	2
	4%

	Total
	50
	100%


Source: Field Survey 2025
The responses reveal that 21 respondents (42%) strongly agreed, 17 (34%) agreed, 6 (12%) were neutral, 4 (8%) disagreed, and 2 (4%) strongly disagreed. These figures suggest that most respondents believe TQM has improved production output over time.
Table 11: Inadequate staff training is a major barrier to effective TQM implementation in the company.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	15
	30%

	Agree (A)
	19
	38%

	Neutral (N)
	7
	14%

	Disagree (D)
	6
	12%

	Strongly Disagree(SD)
	3
	6%

	Total
	50
	100%


Source: Field Survey 2025
On staff training, 15 respondents (30%) strongly agreed, 19 (38%) agreed, 7 (14%) were neutral, 6 (12%) disagreed, and 3 (6%) strongly disagreed. The data indicates that inadequate training is widely viewed as a barrier to effective TQM.
Table 12: Resistance to change among employees affects the smooth implementation of TQM.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	17
	34%

	Agree (A)
	18
	36%

	Neutral (N)
	5
	10%

	Disagree (D)
	7
	14%

	Strongly Disagree(SD)
	3
	6%

	Total
	50
	100%


Source: Field Survey 2025
For resistance to change, 17 respondents (34%) strongly agreed, 18 (36%) agreed, 5 (10%) were neutral, 7 (14%) disagreed, and 3 (6%) strongly disagreed. This highlights that resistance to change is a significant obstacle to TQM in the organization.
Table 13: Limited financial resources hinder the full application of TQM practices.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	16
	32%

	Agree (A)
	20
	40%

	Neutral (N)
	4
	8%

	Disagree (D)
	7
	14%

	Strongly Disagree(SD)
	3
	6%

	Total
	50
	100%


Source: Field Survey 2025
According to the findings, 16 respondents (32%) strongly agreed, 20 (40%) agreed, 4 (8%) were neutral, 7 (14%) disagreed, and 3 (6%) strongly disagreed that limited finances are a hindrance. A majority believe that financial constraints limit the full implementation of TQM practices.
Table 14: Lack of commitment from top management disrupts the effective implementation of TQM.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	14
	28%

	Agree (A)
	18
	36%

	Neutral (N)
	7
	14%

	Disagree (D)
	8
	16%

	Strongly Disagree(SD)
	3
	6%

	Total
	50
	100%


Source: Field Survey 2025
When asked about management commitment, 14 respondents (28%) strongly agreed, 18 (36%) agreed, 7 (14%) were neutral, 8 (16%) disagreed, and 3 (6%) strongly disagreed. These results show that a lack of top management commitment is perceived as a barrier to successful TQM implementation.
Table 15: Insufficient technological support negatively impacts TQM processes in Dangote Flour Mills.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	18
	36%

	Agree (A)
	17
	34%

	Neutral (N)
	6
	12%

	Disagree (D)
	6
	12%

	Strongly Disagree(SD)
	3
	6%

	Total
	50
	100%


Source: Field Survey 2025
Regarding technology, 18 respondents (36%) strongly agreed, 17 (34%) agreed, 6 (12%) were neutral, 6 (12%) disagreed, and 3 (6%) strongly disagreed. This reflects that technological inadequacy is viewed as a constraint to effective TQM processes in the company.
Table 16: Projects executed under TQM principles are more likely to meet set objectives in Dangote Flour Mills.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	19
	38%

	Agree (A)
	20
	40%

	Neutral (N)
	5
	10%

	Disagree (D)
	4
	8%

	Strongly Disagree(SD)
	2
	4%

	Total
	50
	100%


Source: Field Survey 2025
The above table indicate that 19 (38%) respondents strongly agreed, 20 (40%) agreed, 5 (10%) were neutral, 4 (8%) disagreed, and 2 (4%) strongly disagreed. The overwhelming agreement (78%) supports the view that TQM fosters higher project success rates.
Table 17: Customer satisfaction has increased due to the application of TQM in various projects.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	21
	42%

	Agree (A)
	18
	36%

	Neutral (N)
	4
	8%

	Disagree (D)
	5
	10%

	Strongly Disagree(SD)
	2
	4%

	Total
	50
	100%


Source: Field Survey 2025
This shows that, 21 (42%) strongly agreed, 18 (36%) agreed, 4 (8%) were neutral, 5 (10%) disagreed, and 2 (4%) strongly disagreed. A total of 78% agreement suggests that TQM strategies are strongly associated with improved customer experiences.
Table 18: TQM practices have contributed to the timely delivery of projects in the company.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	20
	40%

	Agree (A)
	17
	34%

	Neutral (N)
	6
	12%

	Disagree (D)
	5
	10%

	Strongly Disagree(SD)
	2
	4%

	Total
	50
	100%


Source: Field Survey 2025
Responses include 20 (40%) strongly agree, 17 (34%) agree, 6 (12%) neutral, 5 (10%) disagree, and 2 (4%) strongly disagree. With 74% of participants in agreement, the finding confirms the effectiveness of TQM in project scheduling and time management.
Table 19: There is a direct correlation between TQM principles and successful project outcomes in Dangote Flour Mills.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	18
	36%

	Agree (A)
	19
	38%

	Neutral (N)
	5
	10%

	Disagree (D)
	6
	12%

	Strongly Disagree(SD)
	2
	4%

	Total
	50
	100%


Source: Field Survey 2025
Here, the above table shows that 18 (36%) strongly agreed, 19 (38%) agreed, 5 (10%) neutral, 6 (12%) disagreed, and 2 (4%) strongly disagreed. A combined 74% agreement indicates a clear perceived relationship between TQM principles and positive project results.
Table 20: TQM implementation has enhanced the company's reputation in the Nigerian manufacturing sector.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	17
	34%

	Agree (A)
	21
	42%

	Neutral (N)
	4
	8%

	Disagree (D)
	6
	12%

	Strongly Disagree(SD)
	2
	4%

	Total
	50
	100%


Source: Field Survey 2025
The above data includes 17 (34%) strongly agree, 21 (42%) agree, 4 (8%) neutral, 6 (12%) disagree, and 2 (4%) strongly disagree. The 76% agreement confirms that TQM has had a favorable impact on the organization’s public and industry perception.
Table 21: Total Quality Management (TQM) practices have significantly increased employee productivity at Dangote Flour Mills.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	20
	40%

	Agree (A)
	18
	36%

	Neutral (N)
	6
	12%

	Disagree (D)
	4
	8%

	Strongly Disagree(SD)
	2
	4%

	Total
	50
	100%


Source: Field Survey 2025
The above table reveal that, 20 (40%) strongly agreed, 18 (36%) agreed, 6 (12%) were neutral, 4 (8%) disagreed, and 2 (4%) strongly disagreed. The table confirms that the majority perceive TQM as positively influencing productivity.
Table 22: The implementation of TQM has led to measurable improvements in product quality.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	22
	44%

	Agree (A)
	17
	34%

	Neutral (N)
	5
	10%

	Disagree (D)
	4
	8%

	Strongly Disagree(SD)
	2
	4%

	Total
	50
	100%


Source: Field Survey 2025
Table 22 shows that As in item 7, 22 (44%) strongly agreed, 17 (34%) agreed, 5 (10%) neutral, 4 (8%) disagreed, and 2 (4%) strongly disagreed. It reaffirms that a strong majority see TQM as improving product quality.
Table 23: TQM has enhanced workflow efficiency and reduced operational waste in the company.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	21
	42%

	Agree (A)
	18
	36%

	Neutral (N)
	5
	10%

	Disagree (D)
	4
	8%

	Strongly Disagree(SD)
	2
	4%

	Total
	50
	100%


Source: Field Survey 2025
The above table reveal that 21 (42%) strongly agreed, 18 (36%) agreed, 5 (10%) neutral, 4 (8%) disagreed, and 2 (4%) strongly disagreed. This consistent pattern underscores TQM’s role in enhancing efficiency.
Table 24: Employees at Dangote Flour Mills are more motivated due to the structured nature of TQM.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	19
	38%

	Agree (A)
	18
	36%

	Neutral (N)
	5
	10%

	Disagree (D)
	6
	12%

	Strongly Disagree(SD)
	2
	4%

	Total
	50
	100%


Source: Field Survey 2025
Table 24 indicate that 19 (38%) strongly agreed, 18 (36%) agreed, 5 (10%) neutral, 6 (12%) disagreed, and 2 (4%) strongly disagreed. The result corroborates previous responses affirming TQM’s motivational influence.
Table 25: The adoption of TQM has positively influenced the company's production output over the years.
	Option
	No. of Respondents
	Percentage (%)

	Strongly Agree (SA)
	20
	40%

	Agree (A)
	19
	38%

	Neutral (N)
	4
	8%

	Disagree (D)
	5
	10%

	Strongly Disagree(SD)
	2
	4%

	Total
	50
	100%



Source: Field Survey 2025

Lastly, Table 25 above shows that, 20 (40%) strongly agreed, 19 (38%) agreed, 4 (8%) neutral, 5 (10%) disagreed, and 2 (4%) strongly disagreed. Again, the high agreement reinforces the effectiveness of TQM on output levels.


4.2	Test of Hypotheses
	Null Hypothesis (H₀)
	χ² Calculated
	χ² Critical
	Decision
	Conclusion

	TQM does not significantly increase employee productivity
	20.8
	9.488
	Reject H₀
	TQM significantly increases employee productivity

	TQM has not led to measurable improvement in product quality
	34.4
	9.488
	Reject H₀
	TQM improves product quality

	TQM practices have no significant influence on project outcomes
	25.0
	9.488
	Reject H₀
	TQM influences project success

	There is no significant relationship between TQM and customer satisfaction
	31.0
	9.488
	Reject H₀
	TQM enhances customer satisfaction


4.3	Discussion of Findings
4.3.1	 Influence of TQM on Employee Productivity
The first hypothesis established that TQM significantly increases employee productivity at Dangote Flour Mills. This finding is in alignment with existing literature, where scholars affirm that TQM, through principles such as continuous improvement, training, and employee involvement, enhances workforce efficiency and productivity. According to Sadikoglu and Zehir (2010), organizations that integrate TQM principles into their operational practices experience enhanced employee morale and productivity due to increased involvement and empowerment. Similarly, the study by Akinyele and Oloruntoba (2020) in Nigerian manufacturing firms showed that participatory management, a core TQM element, leads to increased staff motivation and improved output.
The implications of this finding suggest that employee empowerment, a critical aspect of TQM, encourages ownership of processes, reduces resistance to change, and fosters innovation in the workforce. Furthermore, the presence of standard operating procedures and quality training programs contributes to minimizing errors and waste, thereby improving performance (Talib & Rahman, 2015).
4.3.2 TQM and Improvement in Product Quality
The second hypothesis tested showed that the implementation of TQM has led to measurable improvements in product quality. This is strongly supported by literature which maintains that quality improvement is the primary goal of TQM frameworks. As noted by Oakland (2014), TQM creates a culture where quality is not only a function of production but an organization-wide goal embedded in every process and person. Moreover, research by Psomas and Antony (2017) in the context of small and medium-sized enterprises (SMEs) corroborates this finding, indicating that systematic quality management results in fewer defects, improved compliance with standards, and better customer perception of products.
The practical implication is that Dangote Flour Mills' adherence to TQM principles such as quality planning, process control, and supplier quality management likely contributes to consistency in product output, customer confidence, and competitive advantage in the Nigerian manufacturing landscape.
4.3.3 TQM Practices and Project Outcomes
The third hypothesis revealed that TQM practices have a significant influence on project outcomes at Dangote Flour Mills. This finding is in agreement with the work of Kaynak (2003), who established that TQM implementation positively affects project timelines, budget adherence, and deliverables due to systematic planning, risk management, and continuous monitoring and evaluation. Moreover, a recent study by Al Nahyan et al. (2023) emphasized that project success in quality-sensitive industries is closely linked to organizational commitment to TQM practices such as preventive quality measures, real-time feedback loops, and cross-functional collaboration.
In practice, this means that for organizations like Dangote Flour Mills, the application of TQM not only enhances daily operations but also ensures that long-term projects such as facility expansions, product innovation, and system upgrades are executed efficiently and effectively.
4.3.4 Relationship Between TQM and Customer Satisfaction
The final hypothesis confirmed that there is a significant relationship between TQM practices and customer satisfaction. This resonates with customer-centric models of quality management, which propose that fulfilling and exceeding customer expectations is central to organizational success (ISO 9001:2015). As stated by Sila and Ebrahimpour (2005), organizations that embed customer-focused quality strategies, such as consistent product delivery and after-sales services, observe heightened customer loyalty and retention.
Furthermore, the Nigerian context reinforces this finding, with Adeyemo and Salami (2021) documenting that customers of manufacturing firms that practice TQM report higher satisfaction levels, largely due to the consistency in product attributes and responsiveness of customer service. At Dangote Flour Mills, customer satisfaction can be attributed to quality assurance practices, regular feedback mechanisms, and alignment of products with consumer needs.




CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATION
5.1 Summary of Findings
This study critically evaluated the Effect Of Quality Control on Organizational Performance, using Dangote Flour Mills Plc, Ibadan, as a case study. The central objective was to ascertain how the implementation of Total Quality Management (TQM) and quality control techniques affect productivity, customer satisfaction, product quality, and overall operational effectiveness.
From the analysis of primary data and the review of existing literature, the study established the following major findings:
Total Quality Management significantly enhances employee productivity at Dangote Flour Mills. The data revealed that quality-oriented practices such as continuous employee training, performance feedback, and quality assurance programs resulted in improved staff output and work efficiency.
Quality control measures contribute positively to product quality. This supports the assertion of Psomas and Antony (2017) that effective quality systems lead to reduced product defects and increased compliance with industry standards.
TQM practices significantly influence project outcomes by improving planning, monitoring, and control mechanisms, thereby increasing the probability of meeting project objectives within cost, time, and quality constraints (Al Nahyan et al., 2023).
Customer satisfaction is strongly linked to quality control measures. The integration of customer feedback into quality control and production processes enhances service delivery, consistency, and overall satisfaction (Adeyemo & Salami, 2021).
The findings emphasize that the systematic application of quality control is essential for improving not only internal operational processes but also for boosting market competitiveness and customer loyalty.
5.2 Conclusion
The study concludes that quality control is a critical determinant of organizational performance in the Nigerian manufacturing sector, particularly in firms such as Dangote Flour Mills Plc. The adoption of TQM principles ensures the alignment of organizational goals with customer expectations, employee engagement, and continuous improvement. As emphasized by Kaynak (2003), the correlation between TQM and firm performance is not coincidental but results from strategic efforts to embed quality into every level of operation.
In the context of Nigerian manufacturing companies grappling with operational inefficiencies, intense competition, and fluctuating consumer expectations, quality control presents a sustainable pathway for transformation and growth. The empirical results corroborate the theoretical stance that quality is not an act, but a habit, which when institutionalized, can drive significant gains in performance, profitability, and stakeholder trust.
5.3 Recommendations
Based on the findings of this research, the following recommendations are proposed for Dangote Flour Mills Plc and similar organizations in Nigeria’s manufacturing sector:
i. Organizations should establish a culture of continuous improvement through Kaizen, Six Sigma, or ISO 9001 frameworks to ensure sustained quality performance. These programs encourage data-driven decision-making and reduce process variability (Oakland, 2014; Talib & Rahman, 2015).
ii.  Employees should be involved in the design and implementation of quality control systems. Training programs that enhance their technical skills and understanding of quality standards should be prioritized. Sadikoglu and Zehir (2010) affirm that employee empowerment and engagement are pivotal to effective quality systems.
iii. Customer feedback mechanisms must be integrated into quality control frameworks to ensure that products and services are aligned with consumer expectations. Sila and Ebrahimpour (2005) emphasize that quality systems must be externally focused to remain competitive.
iv. The firm should ensure that raw materials and inputs meet required quality standards through regular supplier audits and joint quality improvement initiatives. Psomas and Antony (2017) argue that supplier quality management is critical to end-product quality.
v. The use of automation, real-time analytics, and digital dashboards can greatly enhance quality monitoring and reduce human errors. According to Al Nahyan et al. (2023), technology-enabled quality control systems result in higher accuracy, speed, and flexibility.
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