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Abstract: Soft total quality management comprises of the utility of human resource management-style 
personnel policies to product commitment to quality and a management ideology that supports cultural 
change maxims, continuous improvement and customer satisfaction. The aim of the paper is to 
determine the moderator effect of the relationship between soft total quality management practices and 
performance in municipalities. A quantitative research design was adopted to collect data. Multiple 
regression analysis method was used to conduct this study. The findings of the study will contribute to 
both theory and practice. The results of this study have important contributions and implications for 
practitioners and policy-makers in these five developing countries. Empirical evidence revealed that 
soft total quality management has relationship with performance. The findings also implied that soft 
total quality management has positively relation with performance, and there is difference in 
organizational performance mean between all these countries. 
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INTRODUCTION 

 
 Soft Total Quality Management (TQM) comprises of the utility of Human Resource Management (HRM)-
style personnel policies to product commitment to quality and a management ideology that supports cultural 
change maxims, continuous improvement and customer satisfaction. Several researchers consider TQM as 
comprising of two inter-dependent but distinct parts. Soft TQM comprises of elements linked with human 
resource. Rahman (2004) stated that TQM deals with long-term natures and is characterized as humanistic. Soft 
TQM constructs are variables as viewed by many scholars. A review of literature reveals that some prior studies 
have stressed on the soft and the hard TQM’s impact on TQM’s success and in turn organizational performance. 
Based on the study by Thiagrajan and Zairi (1997), hard TQM comprise of systems, tools and methods while the 
soft ones comprise of intangible elements that are almost impossible to measure. Although the findings of prior 
studies are inconsistent and inconclusive (Gadenne and Sharma, 2009), it is notable that most of them 
concentrated on the impact of TQM elements directly without distinguishing between components with only a 
few of them studying the elements individually (Christos, et al., 2009). Their study’s findings revealed that 
quality improvement is impacted by the adoption of soft TQM primarily and hard TQM elements secondarily. 
Moreover, a significant number of definitions place distinction between soft and hard TQM (Vouzas & 
Psyhogios, 2007).  
 Total quality management (TQM) practices are being widely adopted by contractor companies to solve 
problems regarding quality in the construction industry particularly to satisfy the needs of the customers. It is no 
surprise that TQM has now become the major business strategy in current management and has currently been 
taken up by companies around the globe. The construction industry is being considered as comparatively having 
one of the poorest quality emphases among different manufacturing and service sectors (Alotaibi et al., 2013). 
 While soft TQM is related with management concepts and principles including leadership, employee 
empowerment etc, hard TQM is related to quality improvement methods and tools (Vouzas & Psyhogios, 2007). 
Soft TQM elements are characterized by their long-term nature and hence must be stressed on and referred to, 
based on the organization’s TQM implementation plan. The effective handling of the soft elements is only 
possible through reinforcements by the hard elements (Zairi and Thiagarajan, 1997). However the case, the hard 
element reflects the production orientation of the systems, data collection and measurement stressed on by the 
quality gurus. It relates to varying production methods such as statistical process control, layout changes, design 
processes and organizational procedures and the utilization of basic TQM tools for data clarification while the 
soft side works on human resource management and stresses on the requirement of culture change (Al-
Tarawneh, 2010). Various studies concerning TQM such as Idris and Zairi (2006), call for future efforts to 
conduct a diachronic evaluation of TQM elements, the adoption outcome and the kind and level of relationships. 
There are five main factors of soft TQM that are acquired from many studies from literature: 
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Top Management Commitment:  
 TQM implementation in any organization calls for top management commitment as it is the core 
requirement to and the driver of TQM application and results cannot be reached without it. It is also imperative 
for top management to comprehend TQM applications in a comprehensive way and guarantee that employees’ 
responsibilities are clarified. TQM calls for the shift from ‘management by control’ to ‘management by 
commitment’ (Yusuf & Dang, 2007). The latter involves participative management and members’ 
empowerment to concentrate on and realize total quality objectives and commitment to organizational systems 
that are developed to guarantee total quality (Ugboro & Obeng, 2000).  
 
Supplier Relationship:  
 The adoption of TQM is considered to be the first step that service organizations take to improve their 
performance. While prior studies stressed on supplier relationship as among the important elements of soft TQM 
in the manufacturing sector (Ahire et al., 1996), TQM adoption is considered to facilitate service organizations’ 
achievement of enhanced performance (Ramseook-Munhurrun, et al., 2011). Some studies dealth with TQM 
and supplier relationship as two distinct concepts. For instance, Gunasekaran and McGaughey (2003) revealed 
that TQM facilitates the enhancement of customer satisfaction whereas, Tutuncu and Kucukusta (2008) claimed 
that supplier chain management is viewed as a method for competitive performance enhancement through the 
integration of the internal process of an organization and the external operations of suppliers, customers and 
members of the supply chain. Several researchers (Koh et al., 2007) examined supplier relation as a distinct 
concept while others examined supplier relationship and TQM to be interdependent and integrative concepts 
(Talib et al., 2011). Both concepts have the common goal of achieving customer satisfaction. Despite the 
different methods of studying both concepts, most researchers deal with supplier relationship as a part of TQM 
such as Khamalah and Lingaraj (2007), few studies examined both concepts as an integrated concept (Talib et 
al., 2011). Additionally, literature recommends that both TQM and supplier relations are significant to 
organizational performance and only a few studied TQM and supplier relationship as one (Vanichchinchai and 
Igel, 2009).  
  
Employee Relations:  
 Employee relations are considered as employee participation, employee satisfaction, employee 
empowerment, employee involvement, employee fulfillment, delegation and empowerment, worker-manager 
interactions (Karuppusami & Gandhinathan, 2006). Many researchers who highlighted TQM critical elements 
conducted an analysis of the TQM critical factors such as employee relations in different ways or under various 
ways (Baidoun and Zairi, 2003). Many critical success factors are brought forward by various writers in light of 
their varying qualifications and background and work experience (Al-Zu’bi and Judeh, 2011).  
   
Education and Training:  
 The importance of education and training is undoubted in the organization’s success or failure and a 
successful organization keeps this into consideration. They not only reinforce the abilities of individual workers, 
but they also create the basis for sharing skills, abilities and knowledge and their development Several studies 
highlighted the importance of continuous learning and improvement; among them Ramseook-Munhurrunet et al. 
(2011) stressed on their continuous provision to induce a positive culture wherein required modifications to 
behavior are undergone to sustain the TQM climate. Similarly, Jimenez-Jimenez & Martinez-Costa (2009) and 
Tari (2005) emphasize on the importance of educating and training employees concerning quality control and 
management along with the technical aspects to enable them to enhance their work methods and to take 
responsibility for quality (Kaynak, 2003). Other researchers claim that education and training is the key to 
discovering innovative methods to help enhance the performance of the organization. It is evident from the 
above that many prior studies revealed that importance of education and training as success factors for TQM 
implementation (Keng et al., 2005).  
 
Customer Focus:  
 Most of the national quality awards in the world advocate the criterion of customer focus in impro ving 
customer satisfaction; for instance, the Malcolm Baldridge National Quality Award (MBNQA, 1995), the 
European Foundation for Quality Management (EFQM, 1999) among others. Arasli and Ahmadeva (2004) 
claimed that TQM is a philosophy whose objectives involve the provision of a success template for 
organizations through customer satisfaction. Nevertheless, it is the TQM definition brought forward by most 
researchers that confirm that the ultimate TQM objective is customer satisfaction in all organizations, profit or 
non-profit organizations along with government organizations (Jung & Hong, 2008). Hence, in attempt to 
achieve customer satisfaction, customer focus should be stressed on during TQM implementation (Ramseook-
Munhurrun et al., 2011).  
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MATERIALS AND METHOD 

 
2.1 Theoretical Framework of the Study: 
 Following the thorough literature review and the identification of subsequent theoretical gaps, the research 
framework of the study is designed. The study model is depicted in Figure 1 where two latent variables are 
presented namely Soft Total Quality Management, and Organizational Performance. Soft TQM is explained by 
a total of five variables which are management commitment, supplier relationship, employee relations, strategic 
planning, education and training customer focus. As stated earlier, prior studies dedicated to shedding a light on 
the relationship between TQM strategy and performance has been inconclusive. As a result, there is a call for 
current researchers to examine the variables that may improve the TQM implementation success.  
The framework below is used to test the postulated hypotheses.  
 

 
 
Fig. 1: Theoretical Framework. 
 
2.2 Performance as a Dependent Variable: 
 Over forty measures were used in the previous studies regarding the subject of performance. In this study 
four items (financial performance, customer performance, employee performance (learning and growth 
performance), and internal process performance) comprising of 12 questions were derived from literature to 
measure the construct. The six point Likert scale is used with 1 strongly Disagree and 6 strongly agree, Hair at., 
al (2011) in municipalities. The following items are included in the present study’s performance scale.  
 
2.3 Soft Total Quality Management as Independent Variable: 
 As previously stated, there have been inconsistent measurements of constructs of TQM strategy. In the 
current research, the entire questions are measured by a six-point Likert scale from (1) “strongly disagree” to (6) 
“strongly agree” Hair at., al (2011). An average score is calculated for each construct on the basis of the 
respective items. The Soft TQM portion of the survey comprises of five items and 44 questions. The researcher 
chooses these Measurements because it is suitable with research objectives and public organizations. 
Respondents are requested to indicate their level of agreement with each statement on a 6 point Likert scale. 
Five critical factors were derived from prior literature regarding Soft TQM (supplier relationship, employee 
relation, education and training, and customer focus). 
 
2.4 Pilot of the Study: 
 The first draft of the questionnaire has gone through many phases of revisions to rectify the problems and 
clear the ambiguity arose. Following that, it was a crucial step to conduct the pilot test using the data collected 
from a sub-set of the participants to test for the validity and reliability of the measure (Sproull, 2004). While 
pretest evaluation of the questionnaire involved two academicians and professionals, the pilot test involved 
respondent from the same pool of respondents of the study from which the real data were collected (Bradburn et 
al., 2004). However, the pilot test was conducted to refine the measure before being distributed to collect the 
real data of the study, to rephrase the ambiguous questions, to decide the time required responding to the 
questionnaire, and finally to measure the reliability and validity of the measure used. Following are the steps 
performed to conduct the pilot test and the source of the data collected. To collect the data for the pilot study, 
the director of 30 Director of operation and maintenance in Municipalities from AL- Qassem Region in KSA 
have been asked to respond to the questionnaire. Moreover, they were asked to comment on the questions asked 
whether or not they were easily understandable to reduce the possibility of misunderstanding. Accordingly, 
some of the questions were rephrased to eliminate the confusion and increase the quality of the data of the study. 
Based on the collected data the reliability and validity of the instrument were performed. 
 
2.5 Independent & Dependent Variables Relationships: 
 In this section hypothesis testing is done using regression model. The first part of the hypothesis test will be 
concern with the direct relationships between all the independent variables and the dependent variable which is 
the organizational performance. The first model will test the relationship between all the independent variable 
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along the moderators as independent variable to test initially whether these variables are moderator. Barron and 
Kenny (1986) suggested that to test whether a variable should be included as a moderator it must be included in 
the equation as an independent variable and test its direct effect on the dependent variable. If the variable is 
found to be significant as an independent variable then transformation is need to test it indirect effect. Therefore 
the first model will test the direct relationship between soft TQM practices and the organizational performance. 
 

   (1) 
 
Where TM= Top Management, ER=Employee Relations, E&T=Education and Training, SR=Supplier 
Relationships, PM= Process Management, QI=Quality Information and Analysis, and SP=Strategic Planning. 
 

RESULTS AND DISCUSSION 
 
3.1 Descriptive Analysis: 
 Descriptive analysis describes conditions, populations, and phenomena as they are the purpose of 
descriptive statistics are to summarize or describe a set of quantitative data. Researchers use these statistics to 
describe or characterize the population or sample being studied. Basically, descriptive statistics refers to means, 
ranges, and numbers of valid cases of one variable. Table 1shows the descriptive statistics of all principal 
constructs for all items. 
 
Table 1: Descriptive Statistics of All Principal Constructs. 

Variable Construct Mean Std Deviation Skewness Kurtosis 
Soft TQM practices Top Management 

Commitment 
4.06 1.07 -0.756 0.275 

Supplier Relationship 4.01 0.96 -0.855 0.571 
Employee Relations 4.12 0.993 -0.829 0.14 

Education and Training 3.94 1.11 -0.645 -0.152 
Customer Focus 4.03 1.04 -0.994 0.926 

Organizational 
performance 

Organizational 
Performance 

4.11 0.959 -0.657 0.224 

 
 In this study, the mean and standard deviation for the soft TQM practices were in the range of 3.94 to 4.12 
and in the range of 1.07 to 1.11, respectively. The mean for Hard TQM practices was in the range of 4.05 to 
4.06 and standard deviation was in the range of 1.03 to 1.06. In this study, the four dimensions of Culture mean 
were in the range of 4.03 to 4.22 while the standard deviation ranged from 0.88 to 0.98. Lastly, the mean of the 
performance measure is 4.11 while its standard deviation was 0.96. The mean scores for all variables were 
moderately high. There were no low level mean scores. The moderate high mean scores imply that respondents 
agree that all variables influence the organizational effectiveness of an organization. Among the independent 
variables, employee relations have the highest mean compared to other variables while the lowest was for the 
education and training. However, the mean score for the moderator variable culture shows that the highest mean 
is for uncertainty avoidance while the lowest was for Masculinity. Even though the rest of the TQM practices 
were not as high as employee relation their mean scores of around 4.00 imply that these activities cannot be 
taken lightly.  
 The standard deviations for all variables seem to fall between 0.88 and 1.11, which simply reflects the 
existence of considerable acceptable variability within the data set. The variation value indicates that all answers 
on the study variables were substantially different from one respondent to another, thus, signifying the existence 
of tolerable variances in responses.  
 Finally, the Skewness and kurtosis of the 13 constructs are well behaved in term of normality. The values of 
Skewness and kurtosis are between the ranges of -1 and +1 which indicate that there are no outlier or extreme 
values that might jeopardise the validity of the analysis. Consequently, all the thirteen constructs representing 
the four variables are ready for subsequent analysis.  
 
3.2 Reliability: 
 The reliability test was conducted to observe the internal consistency of the constructs. The alpha value is 
important to determine the consistency of items in each of the constructs. If the alpha value falls below the 
minimum value that can be considered as an adequate reliability, that factor will be dropped for the 
confirmatory factor analysis using structural equation modelling.  
 According to Pallant (2005), internal consistency is the degree to which the items that make up the scale all 
measure the same underlying attribute, i.e., the extent to which the items “hang together”. Additionally, the 
internal consistency can be measured in a number of ways and the most commonly used statistic is Cronbach’s 
coefficient alpha. Meanwhile, Hair et al. (2006) define reliability as the degree to which the observed variable 
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measures the “true” value and is “error free”; thus, it is the opposite of measurement error. Furthermore, Hair et 
al. (2006) also explain that reliability is an assessment of the degree of consistency between multiple 
measurements of a variable, and the reliability coefficient that assesses the consistency of the entire scale, with 
Cronbach’s alpha being the most widely used measure.  
 Cronbach’s coefficient alpha values vary between 0 and 1. However, there is no general agreement as to 
what constitutes good or very good levels of Cronbach’s alpha. Gabel and Wolf (1993) suggests that alpha 
coefficients in the high 0.80 or above should be considered good, and Cortina (1993) suggests that alpha 
coefficients 0.85 or above are quite good. But, it is also important to know that Nunnally and Bernstein (1994) 
suggest that alpha values above 0.7 can be considered as adequate.  
 The summary of results of the internal consistency reliability test for all the constructs used in this study is 
presented in Table 2. Basically, constructs with Cronbach’s coefficient alphas of above 0.7 will be retained.  
 
Table 2: Cronbach’s Coefficient Alpha for the Study Constructs. 

Variable Construct Items Cronbach’s Alpha 
Organizational Performance Organizational performance 12 0.933 

Soft TQM Practices Top Management 8 0.938 
Supplier Relationship 8 0.919 
Employee Relations 15 0.952 

education and training 7 0.925 
customer focus 6 0.906 

 
3.3 Factor Analysis: 
 Factor analysis is an interdependence technique and it is essential in several stages of development and 
assessment of measures. The underlying principle of factor analysis is the data parsimony and data 
interpretations in which items are condensed into common interrelated and meaningful dimensions (Churchill 
and Iacobucci, 2002). The primary purpose of factor analysis is to define the underlying structure among the 
variables in the analysis (Hair et al., 2006).  
 Before proceeding with the analysis, various criteria must be considered to check the suitability of the study 
in performing factor analysis. There are two main issues to consider in determining whether a data set is suitable 
for factor analysis (Pallant, 2005). First, is the sample size; as suggested by Tabachnick and Fidell (2001), the 
researcher needs to have at least 300 cases for factor analysis, however, a small sample size (e.g. 100 cases) 
should be sufficient if solutions have several high loading marker variables (above 0.80). Hair et al. (2006) 
suggest that the researcher generally would not factor analyze a sample of fewer than 50 observations, and 
preferably the sample size should be 100 or larger.  
 The total number of items to measure all the variables for the current study is 96. For the soft TQM practice 
the constructs are top management (8 items), Supplier relationship (8 items), employee relations (15 items), 
education and training (7 items) and Customer focus (6 items). The dependent variable which is organizational 
performance consists of total of 12 items.  
 
Table 3: Factor Analysis Process for Study Variables. 

Number of 
Extracted Factors 

KMO Bartlett's Test 
of Sphericity 

Variance 
Extracted (%) 

Remarks 
 

Independent Variables soft TQM practices 
5 0.941 5254 69 Customer focus 1 and 4 and supplier relations 4dropped- 

loaded in the wrong factor 
5 0.939 4813 69 Education and training 5 dropped-cross loaded 
5 0.942 4675 69.6 Customer 3,5 and 6 dropped-loaded in the wrong factor 
4 0.942 4219 68 Employee relations 15 dropped- loaded in the wrong factor 
4 0.942 4083 68 Employee relations 5 dropped-cross loaded 
4 0.941 3937 68 Final set. 30 items 

Dependent Variable (the adoption of Programming and performance budgeting 
1 0.919 1009* 58 Total number of items with loading more than 0.5 is 12 

items 
 * Theoretically it was expected that the measurement items would group into eight variables that were identified in the literature. Due to 
cross-loadings, the number for the independent variables (factors) decreased to 6 during the stages of the EFA process. The number drops to 
6 in the final stage of the FA process. 
 

 In addition, only items with loadings higher than 0.50 on one factor and low cross-loadings were retained 
for further analysis (Nunnally 1978). Factor loading is useful to ascertain the convergent and discriminant 
validity of the scales (Hurley and Hult, 1998). It also specifies the strength of the relationship between items and 
latent construct. According to Hair et al. (2006), factor loadings of ±0.5 or greater are considered practically 
significant. Generally, in this study, the items were not retained if they: (i) did not load into any factor with a 
value of 0.5 or greater, (ii) freestanding items (i.e in one factor there is only one item with high factor loading), 
and (iii) had cross loading on two factors. The results will be presented as follows. First the KMO results, 
second the scree plot, third the variance explained and lastly the rotated matrix with the factor loadings. In terms 
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of deciding how many factors to include two criteria will be used namely, scree plot and Eigen value more than 
1. Using only one of these two might lead to inclusion of unnecessary factors.  
 

 
Fig. 2: Scree Plot of soft TQM practices. 
 

 
 
Fig. 3: Scree Plot of organizational performance. 
 
 The factor analysis was run on three main variables. First, the independent variables which consist of Soft 
and Hard TQM practices which are formed using 5 and 3 constructs respectively. Second, the moderating 
variable, the national culture which consists of 4 constructs. Lastly the dependent variable which consists of one 
construct only. The analysis was done separately for these three variables. Table 3 shows the number of factors 
extracted, the KMO, the Bartlett’s test of Sphericity, and the variance extracted. It is clear that only one factor is 
used either based on scree plot or Eigenvalue.  
 Table 4 below shows the final set of items for soft TQM practices. The table shows that for top 
management construct all the eight items will be included in the hypothesis testing. The same cannot be said 
about the employee relationship construct where 11 out of 15 items is included for hypothesis testing. The items 
are employee relationship 1, 3, 4, 6, 7, 8, 10 to 14. Education and training maintain only 6 out of 7 items. These 
are items 1 to 7 of the education and training construct. Finally supplier relations include 6 items out of 8 for 
further analysis. Items 2, 3 5 to 8 will be used for hypothesis testing. In addition, table 4 shows the reliability of 
the final set of factors that will be used for further analysis. The Cronbach’s alpha for employee relations is the 
highest at 0.95 followed closely by top management at 0.94, supplier relations at 0.9 and lastly the lowest is at 
0.89 which is the education and training construct of soft TQM practices. 
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Table 4: Factor loading and reliability test for soft TQM practices. 
Final Factors  

Items Top management Employee relations Education and training Supplier relationship Cronbach’s Alpha 
TOP_MANG_1 0.713    0.94 
TOP_MANG_2 0.736    
TOP_MANG_3 0.786    
TOP_MANG_4 0.696    
TOP_MANG_5 0.575    
TOP_MANG_6 0.709    
TOP_MANG_8 0.556    

EMP_1  0.615   
EMP_3  0.614   0.95 
EMP_4  0.608   
EMP_6  0.651   
EMP_7  0.530   
EMP_8  0.524   

EMP_10  0.670   
EMP_11  0.593   
EMP_12  0.606   
EMP_13  0.546   
EMP_14  0.569   
EDU_1   0.770  
EDU_2   0.674  
EDU_3   0.665  
EDU_4   0.717  0.89 
EDU_6   0.772  
EDU_7   0.598  
SUPP_2    0.653 
SUPP_3    0.666 
SUPP_5    0.647 
SUPP_6    0.697 
SUPP_7    0.706 0.90 
SUPP_8    0.673 

 
 Table 5 reports the factor analysis results for the dependent variable the organizational performance and its 
reliability. It is clear that the organizational performance reliability which is at 0.933 is still the same as before 
since no item was dropped after the factor analysis.  
 
Table 5: Factor loading and reliability test for organizational performance. 

Component Reliability 
Item Organizational Performance Cronbach's Alpha 
OP_1 0.637 0.933 
OP_2 0.759 
OP_3 0.762 
OP_4 0.793 
OP_5 0.710 
OP_6 0.772 
OP_7 0.821 
OP_8 0.769 
OP_9 0.763 
OP_10 0.763 
OP_11 0.769 
OP_12 0.795 

 
 Therefore these variables are ready for the next stage of analysis which is the regression analysis to test the 
study hypothesis.  
 
3.4 Regression Analysis: 
 Table 6 report the regression results of the first model. The result shows that all soft TQM practices are 
significant and positively related with the organizational performance. The standardized beta shows the 
direction as well as the strength of the partial correlation between each independent variable and organizational 
performance. From table 6 standardized beta for the soft TQM practices indicate that top management has the 
strongest influence on the organizational performance followed by employee relations, supplier relationship and 
lastly education and training. The tolerance and VIF which test Multicollinearity indicate values higher than 0.2 
and less than 10 respectively indicating that the model does not suffer from severe Multicollinearity. In term of 
the goodness of the model the R2 and the adjusted R2 indicate that 36% and 32% respectively of the variation in 
the organizational performance is explained by all the independent variables. In addition, the F-value which 
indicates the goodness of fit is significant at 1% pointing out that the model is good. Furthermore to check the 



Aust. J. Basic & Appl. Sci., 7(8): 720-729, 2013 

727 
 

two important classical assumption of the model namely, normality and homoscedasticity the three graphs 
below confirm that the model does not violate any of the classical assumptions.  
 
Table 6: Regression result for model 1. 

Variable Unstandardized 
Coefficients 

standardized 
Coefficients 

t-value Tolerance VIF 

Constant 3.285  17.753 0.549 1.820 
TM 0.850* 0.457* 4.620 0.541 1.847 
ER 0.949* 0.433* 4.348 0.930 1.075 

E&T 0.247** 0.162** 2.134 0.699 1.430 
SR 0.472* 0.287* 3.279 0.630 1.587 
PM 0.442* 0.278* 3.016 0.638 1.568 
QI 0.543* 0.333* 3.632 0.881 1.135 
SP 0.220* 0.378* 4.836 0.549 1.820 

R2=36% 
Adj. R2=32% 
F-value=9.56* 

*, ** significant at 1% and 5% respectively 

 
3.5 Moderating Effect: 
 The basic idea behind a moderator is to understand how a third variable can modify the strength or direction 
of an establish relationship (Rose et al. 2004). In other words, the moderation is tested after a relationship has 
been found between one or more independent variable and dependent variable. This section tests the moderation 
effect of national culture on the relationship of the soft TQM practices on the dependent variable. The earlier 
analysis found that all the components of soft TQM practice are significantly and positively influencing the 
organizational performance. In addition, when the proposed moderators were included as independent variables, 
individualism and power distance were found for statistically significant and positively related with 
organizational performance but not masculinity. Therefore, this stage will test whether each of these moderators 
influence the established relationship between each of the soft TQM practices and organizational performance. 
 
3.6 Difference in Organizational Performance: 
 This section will test the hypothesis whether the mean performance across countries are similar or not. The 
technique that is used to test the mean difference between these countries is one way analysis of variance or one 
way ANOVA. The result is reported in table 7 below. The result of testing the hypothesis indicates that there is 
a significance difference between all these countries in terms of mean of organizational performance. However 
this does not show which countries is different and by how much. The second part of table 7 shows the 
significant mean difference between these countries. It is clear that Saudi Arabia has higher and significant 
mean than Egypt and Jordan but not turkey and Qatar. On the other hand Egypt has significantly higher mean 
that turkey but significantly lower than Qatar. Lastly, turkey organizational performance is significantly higher 
than Jordan.  
 
Table 7: Organizational performance mean difference. 

   Mean difference 
Variable F-value  Saudi Arabia Egypt Turkey Jordan Qatar 

Organizational 
performance 

22.4* Saudi Arabia ------     
Egypt 1.07* ------    
Turkey -0.03 1.11* ------   
Jordan 1.36* 0.29 1.39* ------  
Qatar 0.01 -1.1* 0.05 -1.34 ----- 

* Significant at 1%. 

 
Table 8: Results of Hypothesis Testing for Direct Relationships. 

Hypothesis Coefficient Remarks 
H1: Soft TQM-Top Management Commitment significantly affects 

the organizational performance. 
0.850* 

 
Supported 

H2: Soft TQM- Supplier relationship significantly affects 
organizational performance.. 

0.949* Supported 

H3: Soft TQM – Education and training significantly impact the 
organizational performance. 

0.247** 
 

Supported 

H4: Soft TQM – Employee relations significantly affects 
organizational performance 

0.472* Supported 

* and **Significant at 1% and 5% respectively. 

 
3.7: Direct Relationships:  
 Table 8 below summarize the hypothesis proposed and whether these hypotheses are supported or not. All 
hypotheses were formulated in the alternative form. The table indicate that all the practices have a direct 
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positive and significant relationship with the organizational performance. All the variables are significant at 1% 
level of significance except employee relationship which is significant at 5% level of significane.  
 
4. Conclusion: 
 This study was set up to relate Soft TQM, and organizational performance relationship as reflected in the 
municipalities in five developing countries (Egypt, Jordan, Qatar, Saudi Arabia, and Turkey). However, Soft 
TQM, related to the system, tools, and techniques, soft quality factors are those elements of TQM deals with 
long-term natures and is characterized as humanistic intangible factors that are difficult to directly been 
measured such as top management commitment, customer focus, teamwork, training and empowerment, and 
effective communication, Thiagarajan and Zairi (1997).  
 The researcher’s aim through the present study was to contribute to the area of organizational performance, 
in municipalities in five developing countries that is (Egypt, Jordan, Qatar, Saudi Arabia, and, Turkey) and the 
factors that have relation with it. Moreover, the researcher aimed to provide relevant individuals with practical 
results of the strategic applications of organizational performance in these countries municipalities. As to date, 
this study is one of the very few studies conducted in the developing countries' public sector environment to 
examine the relationship between Soft TQM and organizational performance.  
 The results of this study have important contributions and implications for practitioners and policy-makers 
in these five developing countries. Empirical evidence revealed that Soft TQM have relationship with 
Performance. The findings also implied that Soft TQM have positively relation with Performance, The findings 
also implied that there is difference in organizational performance mean between all these countries. In other 
words, this study provided advantageous insights on how Soft TQM can enhance the overall organizational 
performance. This is an expected result in municipalities are related to the services provided to citizens, and 
non-application of these TQM principles will have negatively effect on the organizational performance.  
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