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Abstract: Culture management, is a critical and complex subject so neglecting quality of cultural 
services can be accompanied with many cultural damages. In this study we try to survey Theoretical 
Foundations of Quality Management in order to reconnoiter thecomponents which affect quality of 
products and services in Iranian cultural organizations. For this purpose the Factor analysis 
(exploratory and confirmatory) was used. The sample included 36 managers and experts of Iranian 
cultural organizations. The data were analyzed by LISREL8.50 and SPSS16. Finding show that 15 
components are important in promoting the quality of products and services in Iranian cultural 
organizations. These are the subsets of four main factors include Culture of Excellency, the assurance 
of quality, information and knowledge infrastructure, Quality and performance.  
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INTRODUCTION 

 
 Culture management, is a critical and complex subject so neglecting quality of cultural services can be 
accompanied with many cultural damages. Cultural activities are time consuming and expensive. For this 
reason, poor qualities of these activities willcause to spiritual and material expenses as well as wasting time. 
And any retrogression will require more time to repay it. Therefore, in cultural activities we should follow 
desired productivity through policy and planning with expertise and knowledge.  
 In recent decades, the concept of quality is one of the most important issues in modern management 
literature. Accordingly, theories, models, and different methods are proposed for analyzing, managing 
qualifying and controlling of quality. For example we can point out Total Quality Management Approach.But 
among these issues, one which attracts less attention is quality of products and services in cultural organizations. 
It is natural that quality management in cultural positions is faced with conceptual and operational challenges 
because of the complexity of certain condition means the diversity of cultural system components. Perhaps it is 
due to these challenges that many experts in these fields don’t inter into it and have passed it along. 
 Given that the subject of "Total Quality Management" includes various factors of quality, subsequent 
theoretical basis is about it. 
 
An introduction to Total Quality Management: 
Definition of Quality: 
 Quality is not coincidental event; but always is the result of ambitious, hardworking, intelligent 
management and skillful implementation.Quality represents comprehensive selection of an alternative among 
our various options. Quality is an ideal and idea that is difficult to describe. Sometimes you have to understand 
this just through seeing its result.It is simple in pronounce but has profound meaning, it means performing 
useful activities accurately and rightly, but everyone has his own definitions of it.Accurately and rightly 
implementation means the capacity, capability and efficiency of doing things and doing useful work and refers 
to its effectiveness (Farsijani, 2007, p.17).When we use quality, we consider the products or services which 
meet our expectations or even exceed over them (Ja'fari et al, 2007, p.17). 
 Quality is the characteristics of a product or service which includes its ability to meet specific and implicit 
needs (Ja'fari et al, 2007, vol.1, p 17). Given requirements are specified by the contract and called constraint but 
implicit needs follow the environment. Quality control of America defined quality as follows: characteristics of 
a product or service which can meet specified and not specified needs. Obviously, this definition is defined 
based on customer-oriented viewpoint. If the seller provides service as customers’ expects (or more) it can be 
claimed that this product has quality. A company has "quality" when most of the time meets the most customer 
needs (Armstrong and kutler, 2009).Crosby states that the quality does not have any meaning except what the 
customer really wants, in other words, a product has quality when it will compliancewith customer requirements 
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and demands. Quality should defined as the product conformity to customer requirements (Javadin and Kimasy, 
2005, pp.35-36). 
 
Definition of Total Quality Management: 
 Total Quality Management is a process which focused on customers, quality-oriented, based on the facts 
and relies on teams to achieve strategic goals through continuous processes improvement and is led by senior 
management (Farsijani, 2007, p 160). 
 Generally in the culture of Total Quality Management, what is the main factor in generalizing quality of 
products and services is its surrounding on three areas: objectives, areas covered and the people working in the 
organization (Razani, 1994, p.41). 
 It should be noted that Total Quality Management despite its legitimacy in industry, introduces terms which 
is not familiar in cultural environment.Words such as "customers", "shareholders" and "control" have 
commercial and industrial meaning which is not desirable for cultural organizations. 
 Using "consumer of cultural product and services" or "audience of cultural organizations" or "service 
recipient" instead of "customer" may reduce the amount of resistance as well as "cultural practitioners" or 
"state" instead of "shareholders" and also "promoting cultural level"or "effectiveness" instead of "profit". 
 For example, more than half of respondents in a study on different interpretation of these words in industry 
and academia stated that linguistic items are the main obstacle to the realization of Total Quality Management in 
higher education. In some institutions resistance to this term has been so much to the extent which the attempts 
had been made to make changes, become less or even inconclusive (Tana'omi , 2007 , p.11). 
 "Total Quality Management" as a culture and philosophy or a set of Guiding Principles illustrates the 
foundations of continuous improvement in the organization. In fact, it is the application of quantitative methods 
and human resources to improve all processes in the organization and exceeding the needs of customers in 
present and the future. "Total Quality Management" can encompass the main techniques of management, 
improvement maker operations and technical tools in a unified manner (Ja'fari et al, 2007, vol.1, p.11). 
 
An Introduction to Key Concepts of Total Quality Management Culture: 
 "Total Quality Management" requires a cultural change. This cultural change will be fundamental so 
certainly it would not get in a short time. It should be noted that small organizations can apply these changes so 
faster than large organizations because of their low volume of work. In building culture and implementation of 
"Total Quality Management" in the organization, we should focus on the following six key concepts (Ja'fari et 
al, 2007, vol.1, pp.12-14): 
 
Leadership: 
 In the culture of Total Quality Management, management is a guideline and supporter of creativity and new 
ideas in different contexts. Investment in deploying methods of creativity and innovation, using new techniques 
to learn new skills, research and training, continuous improvement in the design of products and services and 
having regular customers are the main programs for survival and presence in the field of activity (Razani, 2003, 
p.49). 
 The leaders of organizations urgently need to have a deep understanding of human nature; it means 
understanding of basic needs, desires and human abilities. Leader is a person who is stimulator targets and a 
passion and desire to reach the goals, not who intended to control the situation simply with a hostile care. In 
fact, this is the leader who insufflates spirit, effort and passion towards common goals. In an organization, 
leaders shape the organization's values, then spread and always support and protect them. Then they started to 
implement these values to maintain and more expand of them to imbued with the spirit of the organization like 
Prophets by their behavior (Ja'fari et al, 2007, vol.1, p.30). 
 
Customer or Audience’s Satisfaction: 
 Success key of efficient "Total Quality Management" in organizations is its focus on the audiences or 
customers. Considering customer is the focus of quality nature. Consumers are the ultimate arbiter of quality. 
Organizations will not exist without them. An organization which chooses Total Quality Management as its 
philosophy, should employs all his power and tools to meet consumer and customer demands and should have 
program to make their needs to new services and also should know that the quality must be seen from the 
customer perspective (Tana'omi, 2007, pp.19-20).  
 In a cultural organization the main activities are Quality of services and quality returns to meeting the needs 
and demands of consumers. Therefore, accurate diagnosis of consumers in cultural organization is essential.  
 
Employee Participation: 
 "Total Quality Management" is an activity for the entire of an organization and everyone is responsible. All 
employees must be trained of "Total Quality Management" and quality improvement activities to be able to 
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participate in the respective groups. Participating audiences or customers and internal suppliers in these groups 
is very good managerial technic. It is also necessary to involve the people who affected of the quality program 
in development and implementation of it because they understand the processes better than any other person. 
Also it should be considered that one of the goals of "Total Quality Management" is changing employees’ 
behavior. They should start their work not just for doing it but for thinking about better performing. It is 
necessary to delegating authority in order to doing work in the best way (Tana'omi, 2007, pp.13-14). 
 
Continues Process Improvement: 
 The continuing efforts are necessary to improve all practices and processes. Some goals such as timely 
service delivery, reducing error rates in activities, customer satisfaction, reduce errors and weaknesses and 
management of suppliers are good targets for improvement in the areas of continuous improvement. Techniques 
such as statistical process control, concurrent engineering, re-engineering, benchmarking, Quality Function 
Deployment and design of experiments are useful methods for solving problems (Ja'fari et al, 2007, vol.1, p.14). 
 The goal of cultural organizations is accomplishment through continuous improvement process. Although 
accomplishment seems an unattainable goal but we must always try to achieve it. Different methods can be used 
to improve which should be well understood and exploited.  
 
Supplier Participation: 
 The major costs of cultural organizations are salary consumer spending. So special attention should be 
given to suppliers’ quality (Manpower’ suppliers, etc.) also adversarial relationship should be replaced with 
collaborative relationships and such relationship should be developed and improved.  
 Satisfying the final consumer is the common goal of the organization and suppliers, so the higher the 
quality of supplier, organizations will be able to maintain their positions better and longer and quality of 
organization will increase. Because organizations and suppliers have limited resources, they must work together 
as a partnership in order to gaining maximum productivity (Ja'fari et al, 2007, vol.1, p.107). 
 
Performance Criteria: 
 One of the main subjects which MalcolmBaldrigeNational Quality Awardpay attention to it, is managing 
based on facts rather than feelings. A manager who doesn’t apply performance criteria is like the captain of an 
ocean-going without navigation means. This ship with this kind of captain only turns around. The same thing 
may come for organizations. So performance criteria play an important role in success or failure of an 
organization. 
 Performance criteria such as percent of noncompliance, absenteeism and consumer satisfaction must be 
specified for each work area. The criteria should be sent to all; so all staffs will be aware of them. Finally, it is 
necessary to use quantitative data for measuring continuous quality improvement activities (Ja'fari et al, 2007, 
vol.1, p.14). 
 
Total Quality Management in Cultural Organization: 
 Cultural organization in this study is the organization that its main mission is providing cultural products or 
services. In this regard, it may be profit or nonprofit, public or private, manufacturing or service provider or a 
combination of them. Although the activities of any organization have some specific cultural effects on society, 
we can attribute "cultural" to an organization just when its main mission was cultural subject. Otherwise, it 
would be a non-cultural organization. 
 Cultural organizations in this study include organizations and units of research-cultural, educational-cultural 
and propaganda-cultural which should act consistently and coherently with a national division of labor 
framework in the case of Cultural Front unit. These organizations should play their role in the cultural field in 
order to choosing main policies and strategies and specially performing them by greater understanding and 
interaction. 
These kinds of organizations have generally the following features: 
1. These organizations are associated with a broad class and widely affect public culture. 
2. Their missions and goals are directly associated with cultural subjects 
3. Their budgets are from General GovernmentalBudgetor Cultural sector budget 
4. They are generally governmental or semi-governmental organizations 
5. From the view of these organizations, Culture Excellence is implementing Islamic values in society 
 In other words, these organizations’ philosophy is making changes in structure of values, visions and 
behaviors of people and society. 
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The Dimensions of Total Quality Management in Cultural Organizations: 
 Total Quality Management dimensions in the cultural sector have much resemblance with dimensions of 
Total Quality Management in the public sector. Different scientists provided various dimensions for 
implementing total quality management in the public sector. These dimensions also are useful for the cultural 
sector. 
 In the literature of quality management in public sector, it is observable that scientists such as Garvin, 
Jayson, Miory, Atkinson, J.Dit, Zithamel, Berry etc.have defined different dimensions to perform Total Quality 
Management in the public sector. 
 In preliminary studies on ideas and theories presented by different scientists, it is observable that the seven 
dimensions are most used, include: 1- Knowledge and capabilities of employees 2- fast services delivery 3-
Honesty in serving 4- Transparency and informing customers 5- beautiful room service, 6- Respecting to rules 
and 7- flexibility (Alvani and Riahi, 2003; p 16). 
 The dimensions of Total Quality Managementin public organizationsare useful for the cultural 
organizations.But the differences in cultural institutions (in particular) and public organizations should be noted. 
Regarding some of these differences between public organizations and cultural organizations and the seven 
dimensions of TQM in public organizations, in the following sections we provide the final research model. 
 
The Proposed Concept For Extracting Components of Quality Promoting in Cultural Organizations: 
 How we can perform total quality management in cultural organizations is the main concern which this 
study sought to fix it. By theoretical analyses of Total Quality Management 68 key concepts are extracted which 
are listed in Table 1. 
 
Theoretical Model of Research: 
 Finallybased on the theoretical foundation of research 17 frequent components were extracted among the 68 
considered concept.These include: 
1. Justification operations of Managers for their support and participation (Edward, 2001, pp.101-106, Razani, 
1994, p.16). 
2. Establishing the council of Total Quality Management (Ja’fari et al, 2007, p.34). 
3. Designing and implementing a comprehensive system of performance evaluation (Parkan, 2011, pp.318-
352, Kounev, et al, 2008 &Zhu, 2009). 
4. Constituting quality control circles in different parts of organization (Dale, 1998, pp.61-97, Niland, 1971, 
Ishikawa, 1984, Ja’fari et al, 2007, Vol.1, pp.189-191). 
5. Extracting parameters of problem solving (Alvani &Sharifzade, 2009, pp.119-142, Fartoukzade, 2010, 
pp.15-43). 
6. Establishing the tools and techniques of Total Quality Management (Swaris, 1994, Razani, 1994, pp.131-
155, Ja’fari et al, 2007, Vol.2, Sashkin& Kiser, 1993, p.16-56). 
7. Establishing human resource management systems (Katler, 2007, pp.143-163, Evans& Lindsay, 2008 and 
Razani, 1994). 
8. Establishing communication systems to audiences and suppliers (Narus, 2005, Zomorodian, 1994, pp.45-
48, Razani, 1994 &Ja’fari et al, 2007, Vol.1, pp.105-116). 
9. Establishing bureau of Quality Assurance (Owen &Maidment, 1996, Vaughn, 1990 &Razani, 1994, p.66). 
10. Extracting and using indicators of redefining problem (Fartoukzade, 2010, pp.15-43). 
11. Establishing creative and values-based decision making mechanisms (Keeney, 1992, Farsijani, 2007, 
pp.206-208, Edward, 2001, p.126). 
12. Inhibitory factors identified through teamwork (Borror, 2009, Edward, 2001, pp.107-115, Deming, 2000). 
13. Establishing future research units and strategic studies (Edward, 2001). 
14. Expanding and deepen the strategic thinking in organization (Wootton, 2010, Edward, 2001, Farsijani, 
2007). 
15. Extracting parameters of redefining ideas and vision(Fartoukzade, 2010, pp.15-43). 
16. Reproduce the knowledge organization and providing a new perspective(Fartoukzade, 2010, pp.15-43). 
17. Making quality culture (Dyke, 1995, Deming, 2000, Ja’fari et al, 2007, Vol.1). 
The next step for this research is extracting “quality promoting model in cultural organization based on these 17 
components. 
 
Methodology: 
 This research is a developmental research because it seeks to provide a model for improving quality in 
cultural organization. The main tool for collecting data is questionnaire. It was based on likert’sspectrum. Also 
in this questionnaire we asked personal information such as Education, experience and organizational level.  
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 In order to determining content validity, the experts’ views were asked and Cronbach's alpha was used for 
stability. At first we choose a sample include 10 persons for determining the value of and Cronbach's alpha. Its 
value was equal to 0.765 and for final sample was equal to 0.887. 
 Confirmatory factor analysis and Lisrel 8.5, exploratory factor analysis and SPSS were used to analyzing 
research hypotheses and question. 
 
Table1: Proposed concepts list to extracting components. 

Row Primary concepts Row Primary concepts 
1 Sublimation 35 Defining strategic goals 
2 justification operations of Managers for their support and 

participation 
36 Defining components of performance 

3 Establishing the council of Total Quality Management 37 Providing strategic plan 
4 Designing and implementing a comprehensive system of 

performance evaluation 
38 Determining quantitative goals 

5 Designing and implementing processes and outputs 
evaluation systems 

39 Determining program and performing initiatives 

6 Designing and implementing strategic assessment system 40 Developing performance appraisal system in all 
over the organization 

7 Communication of performance evaluation system and 
personnel evaluation system 

41 Statistical control of process 

8 Designing automatically log performance information 
mechanisms 

42 ISO 9000 

9 Designing management dashboard systems 43 Benchmarking 
10 Staff training for using evaluation systems 44 Expanding quality functions 
11 Constituting quality control circles in different parts of 

organization 
45 Concurrent Engineering 

12 Extracting parameters of problem solving 46 Design of experiments 
13 Establishing the tools and techniques of Total Quality 

Management 
47 Taguchi Quality Engineering 

14 Establishing human resource management systems 48 Strategic planning 
15 Establishing communication systems to audiences and 

suppliers 
49 Employees' involvement 

16 Establishing bureau of Quality Assurance 50 Incentive 
17 Extracting and using indicators of redefining problem 51 Promoting ability of employees 
18 Establishing creative and values-based decision making 

mechanisms 
52 Audience or customers' satisfaction 

19 Inhibitory factors identified through teamwork 53 Suppliers' participation 
20 Establishing future research units and strategic studies 54 Continues improvement in products and 

services 
21 Expanding and deepen the strategic thinking in 

organization 
55 A determination for continuous improvement 

22 Extracting parameters of redefining ideas and vision 56 Dispel fears and create an atmosphere of trust 
and innovation 

23 Reproduce the knowledge organization and providing a 
new perspective 

57 Eliminate barriers between staff 

24 Making quality culture 58 Action for Change 
25 Selecting and deploying leadership methods 59 Using new philosophy 
26 Effective managers' participation 60 Pareto chart 
27 The attention of senior manager to the Core Values of 

Quality 
61 Process flow diagram 

28 Strategic management 62 Cause and Effect Diagram 
29 Designing and deploying Cost System 63 Control sheet 
30 Quality costs 64 Columnar chart 
31 Processes control in cultural organizations 65 Controls charts 
32 Processes assessment in cultural organizations 66 Scatter plots (point) 
33 Organizational assessment in cultural organizations 67 Documentation 
34 Measuring productivity in cultural organizations 68 Internal audits 

 
Statistical Population and Sample: 
 The statistical population of this study includes experts and managers of cultural organizations that have 
good background and practical experience in collaboration with cultural organizations and also are familiar with 
the concept of quality management. Considering this statistical population, there were some difficulties in 
selecting statistical sample. Generally the cultural organizations managers are one-dimension in proficiency. So 
finding people who are familiar with both culture concept and quality concept is hard. So judgmental sampling 
was used in this study. In this kind of sampling, the individuals were selected that have the best position for 
providing required information. Judgment sampling is used when the class of persons with specific information 
that the researcher is seeking for are limited. In such cases, any random sampling among the various sectors of 
the population is purposeless and useless. Although the Judgment sampling mayreduce the generalizability of 
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the findings because of choosing available persons, this method is the only sampling method which can use 
when we need to choose specific individuals with relative information (Danaifard et al, 2004, pp.409-410).  
 However, by using experts views in this field, 36 executives and experts from 27 cultural organizations 
were chosen for statistical sample. We collected their comments by sending questionnaire. 
 
Research Hypotheses and Question: 
 In this research both Confirmatory factor analysesexploratory factor analyses were used.Exploratory 
Research doesn't have hypothesis so this research have hypotheses inconfirmatory part and question in 
exploratory part. 
 
Hypotheses in Confirmatory Part: 
H1: Justification operations of Managers for their support and participationhave a significant effect on 
improving quality of products and services in cultural organization. 
H2: Establishing the council of Total Quality Managementhas a significant effect on improving quality of 
products and services in cultural organization. 
H3: Designing and implementing a comprehensive system of performance evaluationhas a significant effect on 
improving quality of products and services in cultural organization. 
H4: Constituting quality control circles in different parts of organizationhave a significant effect on improving 
quality of products and services in cultural organization. 
H5: Extracting parameters of problem solvinghave a significant effect on improving quality of products and 
services in cultural organization. 
H6: Establishing the tools and techniques of Total Quality Management have a significant effect on improving 
quality of products and services in cultural organization. 
H7: Establishing human resource management systems have a significant effect on improving quality of 
products and services in cultural organization. 
H8: Establishing communication systems to audiences and suppliers have a significant effect on improving 
quality of products and services in cultural organization. 
H9: Establishing bureau of Quality Assurance has a significant effect on improving quality of products and 
services in cultural organization. 
H10: Extracting and using indicators of redefining problem have a significant effect on improving quality of 
products and services in cultural organization. 
H11: Establishing creative and values-based decision making mechanisms have a significant effect on improving 
quality of products and services in cultural organization. 
H12: Inhibitory factors identified through teamwork have a significant effect on improving quality of products 
and services in cultural organization. 
H13: Establishing future research units and strategic studies have a significant effect on improving quality of 
products and services in cultural organization. 
H14: Expanding and deepen the strategic thinking in organization has a significant effect on improving quality of 
products and services in cultural organization. 
H15: Extracting parameters of redefining ideas and vision have a significant effect on improving quality of 
products and services in cultural organization. 
H16: Reproduce the knowledge organization and providing a new perspective have a significant effect on 
improving quality of products and services in cultural organization. 
H17: Making quality culturehas a significant effect on improving quality of products and services in cultural 
organization. 
 
The Question of Exploratory Part: 
 What are the main factors (latent variables) affecting the quality of products and services in cultural 
organizations? 
 
Data Analyses: 
Statistical Description of Sample: 
 27.8% of respondents have a bachelor's degree, 50 percent have MA and 22.2% PHD. Also about 
experience relating to cultural organizations, minimum work experiences 2 years and maximum is 25 years. 
Average work experience is 10.8 years. 50% of respondents have a religious education which some of them are 
specialties in religious some have religious and university education together. And finally about the 
organizational status of respondents, it shows that 38.9% are experts and 61.1 % are managers. 
 
Confirmatory Factor Analyses: 
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Fig. 1: Quality Measurement Model. 
 
 The above analyses in LISREL show that the Quality Measurement Model of products and services in 
cultural organizations is appropriate because its validity is supported by factor analysis. The value of RMSEA 
and P-value are 0.127 and 0.00008 which confirm the stated results. The value of (Chi Square) is 186.05 
which is good regarding to sample size. The low value of this index shows there is a little difference among 
research model and data collected. 
 
Exploratory Factor Analyses: 
Analyzing of Sample Efficiency and Factor Analysis Validity: 
 In order to starting factor analysis, 17 important variables in database were picked up as variables which 
have the correlation value more than 0.3. In this stage the value of KMO is 0.708 which is acceptable and 
appropriate because it is in sixthdecile. 
 Regarding to the value of KMO and the significant of Bartletttest which is less than 0.05, data are 
appropriate for factor analysis. The subscriptions table shows a good status of proposed factors. All of factors 
have a grade more than 0.5. 
 In this stage, the total variance of 5 factors is 0.74. The only problem is existing just one factor in fifth 
group which is not a good status. So we diminish the numberof groups into 4 groups in next stages. 
 The second stage continued with four groups. As is observable in table3, in this stage the value of KMO is 
0.708 which is acceptable and appropriate because it is in sixth decile.  
 Regarding to the value of KMO (0.708) and the significant of Bartletttest which is less than 0.05, data are 
appropriate for factor analysis.  
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Table 2: Subscriptions table. 
Question number Its correlation with research subject 

1 0.814 
2 0.680 
3 0.817 
4 0.599 
5 0.834 
6 0.692 
7 0.780 
8 0.712 
9 0.614 

10 0.773 
11 0.765 
12 0.785 
13 0.724 
14 0.801 
15 0.804 
16 0.791 
17 0.741 

 
 
Table 3: The efficiency and validity of factor analysis- second stage. 

KMO Chi square Sig 
0.708 322.220 0.000 

 
 In this stage the subscriptions table doesn’t show a good status of two factors. In fact all of factors have the 
score of more than 0.5 except factors 9 and 14. The total variance of these four factors is 0.68 which justify the 
performance of study. 
 In the third stage, the values less than 0.5 should be eliminated based on subscriptions table.Eliminating 
variables should be in a way that in which the variable with the smaller number is selected and removed from 
total in the next stage. And any variable value which is less than 0.5 should be eliminated from smallest to 
largest in next stage. Because eliminate any variable can affect extracted values. 
 In this stage, first we eliminate the factor14 because of its lowest value (0.243). So at the end of third stage, 
the number of extracted factors has been reduced from 17 (at the first stage) to 16. 
 As it is clear in table4, the KMO value is 0.707 which is acceptable and also it is in sixth decile. Regarding 
to the value of KMO (0.707) and the significant of Bartlett test which is less than 0.05, data are appropriate for 
factor analysis.  
 
Table 4: The efficiency and validity of factor analysis- third stage. 

KMO Chi square Sig 
0.707 312.749 0.000 

 
 Also in this stage the subscriptions table doesn’t show a good status of factor 9. In fact all of factors have 
the score of more than 0.5 except factors 9. The total variance is 0.77 which justify the performance of study and 
is better than previous stage. 
 Like stage 3, in this stage we should eliminate the value less than 0.5. Eliminating variables should be in a 
way that in which the variable with the smaller number is selected and removed from total in the next stage. And 
any variable value which is less than 0.5 should be eliminated from smallest to largest in next stage. Because 
eliminate any variable can affect extracted values. 
 In this stage the only factor which is less than 0.5 is factor 9. So we eliminate it like factor 14.  
 Thereby at the end of forth stage, the number of extracted factors has been diminished to 15 factors. 
 As it is clear in table5, the KMO value is 0.699 which is acceptable and also it is in sixth decile. Regarding 
to the value of KMO (0.699) and the significant of Bartletttest which is less than 0.05, data are appropriate for 
factor analysis.  
 
Table 5: The efficiency and validity of factor analysis- forth stage. 

KMO Chi square Sig 
0.699 288.456 0.000 

 
 The total variance is 0.735 which justify the performance of study and is better than previous stage. The 
table of total variance in forth stage shows that the 15 questions of research assort in 4 factors (Acceptable 
factors have a variance greater than 1). Totally these four factors explain and cover 73.546 percent of total 
variance of improving quality concept which in fact indicates high validity and suitability of questionnaire. 
 There is a summary of these four steps in table6. 
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Table 6: The summary of factor analysis steps. 
step factors Variables Total KMO Total variances 

1 5 17 0.708 74.756 
2 4 17 0.708 68.159 
3 4 16 0.707 71.471 
4 4 15 0.699 73.546 

 
Naming Parameters: 
 In the following we provide the four factors which are the results of this study. Then we provide a name for 
each of them. The status of each component is showed in table7. 
 
Table 7: The rotation matrix. 

 groups 
components 1 2 3 4 

1 .482 .389 .661 -.088 
2 -.063 .538 .599 -.082 
3 .307 -.091 .802 .215 
4 .718 .230 .096 .090 
5 -.074 .270 .189 .832 
6 .201 .627 .117 .466 
7 .254 -.221 .127 .799 
8 .074 .062 .769 .225 

10 .055 .835 .105 -.031 
11 .421 .754 .030 -.046 
12 .764 .335 .186 .157 
13 .537 .555 -.020 .347 
15 .842 .013 .150 -.224 
16 .754 -.146 .336 .325 
17 .676 .403 .008 .364 

 
 As above table shows, each component in confluence with each factors has a number. Each component was 
hold in a group (factor) which contains greatest number. Accordingly, the grouping of components and the name 
of them (main factors) are presented in Table 8.  
 
Pluralizationand Explanation of the Final Model: 
The Improving Quality Factors in Cultural Organizations: 
 The quality of products and services in cultural organizations may contain several components. So based on 
the results of this study, quality improvement in cultural organizations contain some main factors. For 
improving quality, these factors should implement in organization. As it is shown in diagram1, the factors of 
improving quality in organization are: 
 
1. Culture Excellency: 
 In this factor, in addition to considering internal and external environment of organization, the future issues 
will considered too. In fact we seek to improve quality of organization based on future status. And indeed it is 
the organization which makes up the future and does not allow it to be passive. In this factor the cultural and 
motivating backgrounds to start bouncing movements in improving quality of products and services were 
provided. This factor includes the components such as Making quality culture, Establishing creative and values-
based decision making mechanisms, Extracting parameters of redefining ideas and vision, Expanding and 
deepen the strategic thinking in organization and Reproduce the knowledge organization and providing a new 
perspective. 
 
2. Ensuring the Quality: 
 
 In this factor, we change our focus from internal environment to the external of environment. So we will 
examine issues that will lead to dissatisfaction of customers and suppliers. In fact, the level evaluating of issues 
were higher. This factor includes components such as Extracting parameters of problem solving, Establishing 
bureau of Quality Assurance, Extracting and using indicators of redefining problem and Inhibitory factors 
identified through teamwork. 
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3. Making Information and Knowledge Infrastructure For Quality: 
 If we cannot describe the phenomena, we cannot measure them and then we cannot manage these 
phenomena. So for managing quality in organization we need the informational and knowledge foundations. 
This factor includes components such as Justification operations of Managers for their support and participation, 
Establishing the council of Total Quality Management, Designing and implementing a comprehensive system of 
performance evaluation and Establishing human resource management systems. 
 
Table 8: Grouping and naming them. 

The 
question 
number 

The component factors The title of 
main factors first second third forth 

4 Making quality culture .718    

C
ul

tu
re

 E
xc

el
le

nc
y 12 Establishing creative and values-based decision making 

mechanisms 
.764    

15 Extracting parameters of redefining ideas and vision .842    

16 Expanding and deepen the strategic thinking in organization .754    

17 Reproduce the knowledge organization and providing a new 
perspective 

.676    

6 Extracting parameters of problem solving  .627   

En
su

rin
g 

th
e 

qu
al

ity
 

10 Establishing bureau of Quality Assurance  .835   

11 Extracting and using indicators of redefining problem  .754   

13 Inhibitory factors identified through teamwork  .555   

1 Justification operations of Managers for their support and 
participation 

  .661  

M
ak

in
g 

in
fo

rm
at

io
n 

an
d 

kn
ow

le
dg

e 
in

fra
st

ru
ct

ur
e 

fo
r 

qu
al

ity
 

2 Establishing the council of Total Quality Management   .599  

3 Designing and implementing a comprehensive system of 
performance evaluation 

  .802  

8 Establishing human resource management systems   .769  

5 Constituting quality control circles in different parts of 
organization 

   .832 

Im
pl

em
en

tin
g 

7 Establishing the tools and techniques of Total Quality 
Management 

   .799 

 
Table 9: Overall attributes of four factors of improving quality in cultural organizations. 

components purpose The base of 
feedback 

The kind of 
component 

Results 

Culture Excellency Collective desire to 
improve quality 

Future status Redefining ideas 
indicators 

new visions and ideas 

Ensuring the quality Continues improving 
quality 

Deterrence Redefining problems 
indicators 

The new plans and goals 

Informational and 
knowledge foundations 

Making possible to 
improve quality 

Efficiency Efficiency indicators Knowing current status 

implement Solving quality issues Demand Problem solving 
components 

Justifying program 
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4. Implementing: 
 This factor includes components such as constituting quality control circles in different parts of 
organization and establishing the tools and techniques of Total Quality Management. Proper implementing of 
these components, resolving problems related to the quality will become available. 
 

 
 
Fig. 2: The major and minor factors of improving quality in cultural organization. 
 
 In every factor of improving quality in cultural organizations, with a series of interlock measures, the 
condition for going to the next step is provided. For example, in the stage of providing information and 
knowledge infrastructures with justification operations for different level of management, the information and 
knowledge infrastructure, designing the quality council and establishment of a comprehensive system of 
performance evaluation after doing the main activities, the preparation for going to the next step was 
provided.And in the new stage, after analyses of the strengths and weaknesses, the appropriate systems for 
making changes in various context in order to promoting flexibility and employee participating and assuring of 
products and services quality were implemented. So after transition successfully of each stage, we will be one 
step closer to total quality. 
 As shown in Figure 2, after making the required Excellency culture then we can think about quality and 
Excellency of organization. 
 The Excellency of organization become more complex based on the value provided by organization. In 
every organization by increasing complexity and value, the Excellency of organization becomes more complex 
and conceptual. Organizational Excellency models like Europe Foundation for Quality Management (EFQM) 
don’t pay attention to differences among the value provided by organizations.This is a general model 
soconsiders the value creation of organization generally and based on this define the Excellency Criterion. A 
key issue in describing Excellency is paying attention to the kind of value which we aim to provide. An 
organization which wants to produce a glass is faced with a level of complexity; an organization which wants to 
produce an electronic system is faced with another level of complexity; similarly, an organization which wants 
to creates a value which is associated with humans, faced with a high level of complexity. So this conceptual 
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stairs of Excellence should be in our minds to know what we create and accordingly what kind of Excellence 
process should be considered (Fartoukzade, 2010, pp.15-43).  
 Improving quality factors exist in several levels which after implementation, these levels will appear. In 
fact, after implementing each of these factors, in the same order of the final model, everyone will employ at a 
certain level. As shown in Figure 3, transition from one level to the next is not possible without success in 
previous levels.  
 

 
 
Fig. 3: Quality lifecycle implementation based on four main factors. 
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