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Abstract: Total quality management (TQM) is an integrated management approach that aim to continuously improve the performance 
of products, processes, and services to achieve and surpass customer’s expectations. This paper investigates Critical success factor for 
TQM Implementation in Indian airline industry in order to improve the performance and identify the main impediments of 
implementing TQM successfully. Questionnaire Survey and semi-structured interviews has been applied to achieve the aim of this paper
.The purpose of this paper is to highlight the benefit of TQM implementation in the Airline industry by examining the basic principles of 
TQM in the airlines. The impact of TQM implementation of the three performance indicator will be assessed. The performance of TQM
Airlines and Non TQM airlines is measured comparing statistically three major performance indicator Customer satisfaction, Employee
satisfaction and Operational effectiveness. This paper has further identified some impediments that prevent Airline industry from
implementing total quality management successfully and these impediments are : access to funds, brand image, and political factors. 
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1.Introduction

Since the 1980s, when the total quality management (TQM) 
concept was firstly defined (Deming, 1986, Crosby, 1979, 
Juran, 1986), practitioners and researchers alike have broadly 
defended the positive effects of TQM practices on firms’ 
overall effectiveness and performance. However, although 
TQM has been clearly conceptualized around basic principles 
such as consumer focus, continuous improvement and human 
resource management, there has been a lack of consensus 
regarding its primary constructs, which prevents comparison 
across studies and generalizations from the empirical 
evidence. The 90s mark the starting point of empirical 
research on critical factors in TQM, although different 
studies have yielded different sets of TQM factors (Saraph et 
al., 1989; Flynn et al., 1994; Powell, 1995;Ahire et al., 1996; 
Black and Porter, 1996; Zhang et al., 2000; Antony et al., 
2002). As a result, there is no single measurement instrument 
to evaluate TQM implementation. 

In today’s global competition and economic liberalization, 
quality has become one of the important factors for achieving 
competitive advantage. A good quality product or service 
enables an organization to add and retain customers. Poor 
quality leads to discontented customers, so the costs of poor 
quality are not just those of immediate waste or rectification 
but also the loss of future sales. Technological innovations 
have diffused geographical boundaries resulting in more 
informed customers. The business environment has become 
increasingly complex and the marketplace has changed from 
local to global. Constant pressure is applied on the 
management to improve competitiveness by lowering 
operating cost and improving logistic. 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 had forced 
organizations to invest substantial resources in adopting and 
implementing total quality management strategies. 

This research aims to find out the quality level of local 
airlines in India and the problems with the implementation of 
TQM and also will assess the effect of TQM implementation 
on the airline industry. Service quality is essential in the 
airline industry as it is a major determinant of 
competitiveness. Airlines paying strict attention to service 
quality will be differentiated from others and will in the 
course of doing this gain competitive advantage. Although 
it’s been argued that price is a major determinant of airline 
choice by customers and most airline would rather compete 
on it than on service quality. However, not managing quality 
will mean no added and assuring value to the airlines. 

(Peters, 1999) The use of a strategic approach to quality 
management by airlines will therefore improve their 
competitiveness (Ghobadian, 1994). This approach ensures 
that airlines remain customer focused. TQM enables 
innovativeness as it empowers employees to take decisions 
that affect their job. For the airlines to be innovative in it 
offerings, it requires a flexible structure which permits 
cooperation between different functions. The implementation 
of TQM involves the buying in of different units involved in 
the process of service delivery into the ideology and practices 
of quality management, which should be championed by the 
leadership of the airlines. That is, the support and primary 
activities of service delivery must inculcate quality in their 
activities. 

2.Literature Review 

Earlier empirical studies in TQM suggested that the 
successful implementation of TQM will result in improved 
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employee involvement, improved communication, increased 
productivity, improved customer satisfaction, and improved 
competitive advantage (Prajogo and Sohal, 2003; Antony et 
al.,2002; Tsang and Antony, 2001). Also, a strong 
competitive pressure has forced service industries to adopt 
QM tools and techniques to offer higher quality products and 
services as a way to delight and keep their customers intact. 
Many organizations have implemented TQM and identified 
CSFs for better business performance in order to improve 
their position in the global market which is now become an 
important research area in TQM. 

According to Juran (1988), the basic goal of quality 
management is the elimination of failure; both in the concept 
and in the reality of products, services and processes. This 
does not only mean that product, services and processes will 
fail in fulfilling their function but that their function was not 
what the customer desire. Failure must be prevented in 
quality management and to handle this there should be 
planning, organizing and controlling. Four stages of quality 
management was treated by Dale et al (1994), this include 
inspection, quality control (QC), quality assurance (QA) and 
total quality management (TQM).  

Table 2.1: The stages of Quality Management and 
Characteristics

The adoption of the TQM approach is to ensure that 
organizations manage quality at all functional areas of 
operation without giving room for lapses in the inter 
functional processes of operations. It is an ideology which is 
holistic and allows for the participation and contribution of 
everybody to the quality improvement drive of the 
organization. This is aimed at satisfying customers and all 
stake holders alike, as the implementation brings about added 
value to the organization. 

To benefit from the implementation of this ideology, the is 
the need for the basic principles which form the core values 
of TQM to be in aligned with the culture of the organization 
as they serve as the bedrock through which quality service 
delivery are achieved. Listed among these principles are the 
commitment of both management and employees to quality, 

culture which gives room for all to participate, training and 
empowerment of employees and a focus on satisfaction of 
customer’s demands amongst others. The proper adoption of 
these principles in the working life of an organization is said 
to bring some added advantage to an organization, in terms 
of satisfying customers, employees and improvements in the 
operational process. While some organizations have 
witnessed remarkable benefits with the adoption of this 
ideology, others have failed due to their non compliance with 
the implementation procedures. This research will assess the 
effects of TQM implementation in the Indian airlines and 
also identify factors which hinder the airlines from reaping 
the benefits from its implementation. 

Levels of TQM adoption are: 

a) Uncommitted b)Differs c)World class d)Award winners e) 
Improves f) Tool pushers 

Figure 2.1: Levels of TQM adoption 

3.Research Methodology 

It is possible to categorize different research method 
approaches into two main categories depending on how they 
are conducted, quantitative research methods and qualitative 
research methods. Merriam (1994) stated that, information 
brought by words is qualitative while information brought by 
figures is quantitative. According to Patel and Davidson 
(1991), quantitative research methods are methods for 
analyzing numeric information in the form of statistical 
methods. While qualitative research methods, on the other 
hand, are methods used for analyzing other information, such 
as interpretations of text. Thou the two methods can be used 
to analyze data and information gotten from the research, 
they both have their differences. The main difference 
between the two research methods is that quantitative 
research methods transform the information into numbers 
and amounts, whereas qualitative research methods use the 
researcher’s interpretation of information which cannot or 
should not be translated into numbers or amounts. The 
difference between quantitative and qualitative research lies 
in the procedure involved in investigation. The quantitative 
technique is an approach which seeks to inquire into an 
identified problem, based on testing the theory measure with 
numbers and analyzing the data using statistical techniques. 
The main objective of the quantitative technique is to find 
out if a theory can be generalized. 
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The methodology of this research is broken down into the 
following framework: 

• Research design
• Method of data collection  
• Population and sample  
• Method of data analysis 

Primary data is collected from the airline companies by 
questionnaires and interview. Secondary data is gotten from 
articles, journals and online resources. We have used a T-test 
hypothesis to measure the difference in means of TQM 
airline and Non-TQM airlines using the three performance 
indicator.  

3.1 Research Questions 

1.) What are the problems possibly faced in the 
implementation of TQM in the airline industry?  
2.) Who is likely to the effect of TQM implementation on the 
airline industry? 
3.) What are the compares and contrast in performance of 
TQM Airlines and Non TQM airlines? 
4.) What will be the benefit of TQM implementation in the 
airlines industry? 
5.) What are the quality levels of local airlines in India?  
6.) How does the finding fit with the theory in the field? 

3.2 Results

3.2.1Mean Performance for Employee satisfaction 

3.2.2 Mean Performance for Customer satisfaction 

3.2.3Mean Performance for Operational Effectiveness 

The main objective of this research is to find out if the 
adoption of TQM principles by the local airlines will make 
them more effective in their operations and increase customer 
and employee satisfaction. In order to arrive at a logical 
conclusion for this research objective, a T-test hypothesis 
was carried out to measure the difference in means of TQM 
airline and Non-TQM airlines in the areas of employee 
satisfaction, customers’ satisfaction, and effective operations. 
The samples were drawn from 116 respondents and from 
different departments of airlines. 

The tests carried out shows that TQM has a great impact on 
the organizational performance. This confirms the theory that 
TQM organizations have competitive advantages in meeting 
customers and employees needs while also enabling the 
organization to be effective in their daily operations. The 
results confirms the true situation of the airline industry, 
where the new entrants have had great impact in the industry, 
with an effective operations which has increased the 
satisfaction level of customers and a work process which 
gives room for involvement of all employees to partake in 
decision making with a great concern for managing quality. 

3.3 T test Hypothesis analysis of Employee satisfaction, 
Customer satisfaction and Operational effectiveness

3.3.1Test of hypothesis for Employee satisfaction  
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3.3.2 Test of hypothesis for Customer satisfaction 

3.3.3 T–test result for operational effectiveness 

4.Conclusion

 The research findings confirmed the benefits that ensue from 
the implementation of TQM. It showed that TQM is a 
strategic tool industry can employ in the quest to remain 
competitive. It was also discovered that for the TQM to be 
properly implemented, everybody in the organization must be 
involved from the management to the employees and even 
the customers. 
Also, the findings of this research as well as the one reported 
in literature supports the idea that the management of the 
organization has a major role to play in terms of ensuring a 
culture which permits every member of the organization to 
be involved and contribute to quality improvement, as the 
involvement of employees in detecting and monitoring the 
quality performance requires a decentralized organizational 
structure. This structure permits for innovation as it permits 
everybody in an organization to seek solution to a particular 
quality problem.

5.Limitations To The Study 

The research did not also take into cognizance other factors, 
outside the implementation of TQM that affects the 
performance of the firms. This includes access to funds, 
brand image, and political factors. These factors go a long 
way in helping or hindering the performance of 
organizations. The TQM companies used for comparison are 
just between two and three years of operation and so, the 
research did not portray the world class expectation of TQM 
implementation. 

6.Future Scope 

It is recommended that a more studies should be carried out, 
which covers the whole departments of these airlines to 
establish the effectiveness of the implementation of TQM in 
the Industry, while using a representative sampling 
technique. Also, it will be of great benefit to ascertain the 
true perception of customers to service quality in India as no 
prior research has been carried out in that field. This will 
give a clue to what the customers’ desire most in terms of 
airlines service delivery.

References

[1] Ahire, S.L. and O’Shaughnessy, K.C. (1998), “The role 
of top management commitment in quality management: 
an empirical analysis of the auto parts industry”, 
International Journal of Quality Science, Vol. 3 No. 1, 
pp. 5-37.
Ahire, S.L., Golhar, D.Y. and Waller, M.M.A. (1996), 
“Development and validation of TQM implementation 
constructs”, Decision Sciences, Vol. 27 No. 1, pp. 23-56 

[2] Antony, J.; Leung, K., Knowles, G. and Gosh, S. (2002), 
“Critical success factors of TQM implementation in 
Hong Kong industries”, International Journal of Quality 
and Reliability Management, Vol. 19 No. 5, pp. 551-
556.

[3] Black, S.A. and Porter, L.J. (1996), “Identification of the 
critical factors of TQM”, Decision Sciences, Vol. 27 No. 
1, pp. 1-21 

[4] Crosby, P.B. (1979), Quality is free: The Art Of Making 
Quality Certain. New American Library, New York 

Paper ID: 020132088 1080



International Journal of Science and Research (IJSR) 
ISSN (Online): 2319-7064 

Impact Factor (2012): 3.358 

Volume 3 Issue 5, May 2014 
www.ijsr.net

Licensed Under Creative Commons Attribution CC BY

[5] Dale, B. G., Boaden, R. J., and Lascelles, D. M., (1994), 
‘Levels of Total Quality Management Adoption’ 
Managing Quality edited by Dale, B.G.), New York, 
Prentice Hall 

[6] Dale, B. G., Boaden, R. J., and Lascelles D. M., (1994), 
‘Total Quality Management - An Overview’, Managing 
Quality (edited by Dale, B. G.), New York, Prentice Hall 

[7] Deming, W.E. (1986), Out of the Crisis. MIT Center for 
Advanced Engineering. Cambridge University Press 

[8] Flynn, B.B., Schroeder, R.C. and Sakakibara, S. (1994), 
“A framework for quality management research and an 
associated measurement instrument”, Journal of 
Operations Management, Vol. 11, pp. 339-366 

[9] Ghobadian, A., Speller, S., and Jones, M., (1994), 
‘Service Quality: Concepts and Models’, International 
Journal of Quality and Reliability Management, pp43-66 

[10] Juran, J. M., and Gryna, F. M., (1988), ‘Juran’s Quality 
Control Handbook’, McGraw-Hill Book Company New 
York, NY
Merriam, S. (1994) ’Fallstudien som forskningsmetod’, 
Lund, Studen Tlitteratur 

[11]Peters, V. J., (1999), ‘Total Service Quality 
Management’, Managing Service Quality, pp6-12 

[12]Powell, T.C. (1995), “Total quality management as 
competitive advantage: a review and empirical study”, 
Strategic Management Journal, Vol. 16, pp. 15-37.  
Prajogo, I.D. and Sohal, S.A., (2003). The relationship 
between TQM practices, quality performance, and 
innovation performance: an empirical examination. 
International Journal of Quality and Reliability 
Management, 901-918. 

[13]Saraph, J.V.; Benson, P.G. and Schroeder, R.C. (1989), 
“An instrument for measuring the critical factors of 
quality management”, Decision Sciences, Vol. 20, pp. 
810-829

[14]Zhang, Z.; Waszink, A. and Winjgaard, J. (2000), “An 
instrument for measuring TQM implementation for 
Chinese manufacturing companies”, International 
Journal of Quality and Reliability Management, Vol. 17 
No. 7, pp. 730–755 

Author Profile 

Charu Gupta is a Research Scholar and pursuing his 
Master’s from PEC University of Technology, Chandigarh, 
earlier he has served in Vedanta group Udaipur in 
Mechanical department. He has done his Bachelor’s from 
NIT Jalandhar, Jalandhar in 2010 

Paper ID: 020132088 1081




