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Abstract: The mam aim behind this study 1s to examine the impact of Total Quality Management (TQM) and
organizational sustainability among the hotel firms in Saudi Arabia. Tt also proposes and tests the study model
through data collected with the help of survey questionnaire distributed to 204 hotel firms mn Saudi Arabia. Data
was analyzed through the use of Partial Least Squares (PLS) structural equation modeling. The findings
revealed a positive and significant TQM-orgamzational sustamability relationship. Towards the end of the
study, some limitations and suggestions for future avenues of research are provided.
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INTRODUCTION

Organizations 1n different sectors around the world
are continuously attempting to meet their objectives to
enhance their market positions. Considering that in the
current market, competition is highly dynamic and is
characterized by the production of the same product or
service delivery from multiple organizations there is a
competition to enhance the quality of such products and
services in order to gain competitive advantage among
rivals (Zhou et al., 2005). Without gamning competitive
advantage, the organizations may lose their
competitiveness and will no longer be able to be one of
the players in the market (Anderson et al., 1994).

According to Silva and Quelhas (2006), orgamzational
sustainability 1s a search for a balance between what
society wants, what is good for the economy and what
sustains ecology. Along a similar line of contention,
Savitz and Weber stated that the sustainability of the
company is evident from the way it produces profits
for its shareholders, safeguards the environment and
enhances the people’s lives. Meanwhile, Dillick and
Hockerts (2002) described organizational sustainability as
the compeanies” capacity to leverage their economic, social
and environmental capital to contribute towards the
sustainability progression within their political positions.

In a related study, Munck and Borim-de-Souza stated
that the sustamable actions of the orgamzation are the

ones accountable for the environmental impact of their
operational activities and at the same tune for the
socio-economic development that allow the present
and future generations to survive. This 1s related to the
question whether organizations are able to create a
balance between their financial objectives and their
non-financial ones that concerns the environment. These
two can be balanced by management if they ensure that
quality practices are adopted.

Moreover, quality management has transformed into
a global 1ssue with the increasing trend of organizations
(both private and public, manufacturing and services)
trying their hand at quality management implementation.
It is increasingly notable that the quality 1s of strategic
importance m a way that quality management is no
longer deemed to be just an operational 1ssue and that
organizations are attempting to match their employed
strategy to the concerns about quality in the hopes of
achieving competitive advantage (Anderson et al., 1995).
This is only possible if the organization is convinced that
quality management implementation can enhance the
organizational quality in all aspects.

Total quality management refers to the continuous
sttiving to achieve or exceed the requirements or
expectations of customers (both external and mternal) in
the entire processes wherein all the employees work
towards contimuous improvement. TOM 15 able to
combine the most optimum orgamzational excellence
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aspects and stave away fear, provide customer-centered
services, facilitate first time doing right and keeping up
with mventory control while keepmg waste to the
mimimum. TQM was first introduced as a means for
achieving a target that has been established at a strategic
level and to ensure that objectives are met.

Majority of the prior studies dedicated to examming
TOQM practices and organizational sustainability have
been carried out in the context of Western nations while
both developing and emerging nations were largely
ignored. According to Johnston, there is limited studies
concerning organizational sustainability in the context of
emerging and developing nations as majority of studies
i this caliber has been mostly carried out by westemn
scholars and researchers and other developed countries.
This study therefore contributes to literature by focusing
on TQM practices and organizational sustainability in the
context of Saudi Arabia, a developing nation.

Literature review

Total quality managementand organisational
sustainability: Total Quality Management (TQM) has
been extensively acknowledged as a management
philosophy and it has become the major slogan as firms
race towards obtaining competitive advantage in the
markets (Sureshchandar et al., 2001). It concentrates on
ongoing process enhancement 1n organizations to
facilitate superior customer value and satisfy the needs of
customers. Customer satisfaction entails the operations of
the firms to focus on the understanding, sharing and
response towards the customers’ requirements via
marketing. Firms that adopt and implement the marketing
concept are more likely to adopt a market orientation. In
other words, market-criented firms have been known to
maintain a robust competitive niche in the market
(Walker and Mullins, 2006). Hence, TOQM and market
orientation can form the firm strategy and provide it with
a competitive advantage so that it may be able to compete
in the market.

The current dynamic business environment rife with
competition calls for firms to be capable of sustaiung
competitive advantage for business survival. Competitive
advantage calls for quality-a term that refers to the
measurement of the way the company meets or exceeds
the requirements and expectations of its customers
(Oakland, 2000). In the hospitality industry, there is robust
market competition and as such customer satisfaction and
loyalty is pertinent for hotel survival and success.

Moreover, the implementation of TQM is related
with customer satisfaction in terms of their latent and
expressed needs and this m turn will lead to superior

organizational financial performance in comparison to
rivals that did not implement TOM (Hansson and
Eriksson, 2002; Hendricks and Singhal, 1997). A notable
study comes from Isaksson who stated that TQM 1s
primarily  responsible to  foster  organizational
sustainability. Other studies like Wreder also underscored
the benefits that come from employing strategic practice
with the inclusion of social, economic and envirermental
benefits.

Added to the above studies concerning TOM,
Yusuf et al. (2007) explained that TOM wmwvolves the
combination of the efforts of the orgamization towards
realizing quality improvement, quality development and
quality maintenance in order to satisfy customers at
different levels. TQM mnproves work quality and employer
satisfaction via the customers’ involvement and
participation { Yusuf e al., 2007). The organizational image
could be enhanced if the organization gets involved with
helping the commumnity of its operations and assist in
social welfare and in solving environmental issues.
Therefore, developing the hypothesis on the guiding
theory (Barney, 2000), the researcher proposes that:

» H: Total Quality Management (TOQM) 1s positively
associated with organizational sustainability

MATERIALS AND METHODS

The present study has two major variables namely
independent and dependent variables, where the former
15 hypothesized to be TQM and the dependent one is
organizational sustamability in the tourism sector of Saudi
Arabia in the cities of Mecca and Medina.

The researcher selects 20% of the total number of
Saudi hotels (186 hotels) as the least sample size of the
study as recommended by Bartlett et al. (2001). The
researcher argued that 20% of the whole population
should be of the
population. The current study’s sample size 15 204 and
was deemed to be proper for factor analysis.

For the measurement of TQM, 41 items were
adopted from worlks conducted by Kumar et al. (2011),
Demurbag et al. (2006), Prajogo and Sohal (2004). Added
to thus, the organizational stability 1s measured by seven
items used Stettler’s study.

sufficient to be representatives

Statistical analysis and results: The reliability and
validity of the outer model was examined and confirmed
through the use of Partial Least Square (PLS). Prior
studies stated that the initial tests of reliability and
validity have to be undergoing prior to testing the
proposed hypotheses. The study model comprises of
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Fig. 1. The research framework

Total Quality Management (TQM) and Organizational
Sustainability (COSUS) the relationship between the
variables was examined by using a two-step method
recommended by Chin (1998) (Fig. 1).

Based on the studies concerning Structural Equation
Modeling (SEM), the construct validity and reliability of
the model have to be confirmed prior to investigating
whether or not the proposed hypotheses are accepted or
rejected.

The outer model (measurement): The sub-sections
following this section provide a presentation of the
testing of validity and reliability of the constructs prior to
establishing the measurement model’s goodness. Both
construct validity and reliability was exammed through
content validity, discriminant validity and convergent
validity.

The content validity: In the literature concerming
multivariate analysis, contention validity of the construct
can be validated by comparing it to other constructs in
the model. Tn relation to this, Chin (1998) and Hair et al.
(2010) indicated that factor loading can be used for the
examination of the content validity and to achieve this,
items that load higher on other constructs compared to
their respective ones should be dropped. The entire
constructs in this study loaded lgher mn their respective
variables as evident by the values listed in Table 1 and
thus, the results confirm the measurement model’s
content validity.

The convergent validity: Convergent validity refers to the
level of a group of items converging to gauge a certain
variable (Hair et al., 2010). SEM studies revealed that
convergent validity can be confirmed by examining the
composite reliability, loading and the Average Variance
Extracted (AVE). The items high loading and statistical
significance 1s based on the value of factor loading that
has to be at least 0.7, AVE of at least 0.5 and composite
reliability of at least 0.7. All the mentioned criteria was
achieved and confirmed as evident from the values listed
Table 2 indicating that the outer model has convergent
validity (Bagozzi and Yi, 1988).

The discriminant validity: Discrimimant validity 1s defined
as the level to which the items can differentiate a
construct from other constructs in the model. The items of
each construct should vary among them more than among
other constructs in the model.

Table 1: Cross Loadings of the iterns

Construct/items COSUS TOM
Organisational Sustainahbility (COSUS)

COSuUSs1 0.799 0.593
COSUS2 0.849 0.591
COoSuUSs3 0.814 0.622
COSUSS 0.854 0.557
COSUSé 0.747 0.537
COSUS7 0.803 0.585
Total Quality Management (TQM)

TQMAI26 0.544 0.812
TQMAI27 0427 0.713
TQMCI28 0.518 0.756
TQMCI29 0.539 0.772
TQMPM31 0.579 0.753
TQMPM32 0.622 0.760
TQMPM33 0.581 0.686
TOMPM34 0.557 0.832
TQMPM3S 0.480 0.748
TQMPM36 0.609 0.799
TQMQ37 0.502 0.723
TQMQ38 0.447 0.730
TOMQ39 0.506 0.760
TQMQ40 0479 0.707
TOMOQ41 0.642 0.764

The diagonal line of values containing the square
root of AVE and below 1s depicted to show the
correlations of the constructs (Table 3). In order to
confirm the discriminant validity, the values of the
diagonal line have to be compared with those off diagonal
ones-it is evident from the table that the values of the
diagonal line are greater compared to the others in their
respective columns and rows and as such discriminant
validity of the model is confirmed on the basis by
Fornell and Larcker (1981 s established condition.

The inner model (structural model) and hypotheses
testing: Following the confirmation of the constructs’
validity and reliability, the proceeding phase involves the
examination of the inner model by testing the hypothesis
with the help of Algorithm and Bootstrapping in PLS
(Fig. 2 and Table 4).

In Fig. 2 and Table 4, it is clear that the three
hypotheses showed positive and significant results at the
level of significance of 0.001 (= 0718, t= 23.153, p<0.01)
indicating that H; is supported.

Predictive relevance of the model: R’, cross validated
redundancy and cross-validated communality were
employed to test the predictive power of the model.
According to Cohen (1988), values of R’ are substantial
with 0.26, moderate with 0.13 and weak with 0.02. All
values in the table of R® are considered substantial.
Cross-validated redundancy and validated
communality are the medium to assess the model’s
quality. To extract them, blind folding procedure in
PLS was employed. Their values should be >0 to say that

CTOsS
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Table 2: The convergent validity analysis

Cronbach’s  Reliability
Construct/items Loadings alpha composite®  AVE
Or ganisational Sustainability (COSUS)
COSUS1 0.799 0.89 0.920 0.659
COSUS2 0.849
COSUS3 0.814
COSUSS 0.854
COSUSH 0.747
COSUST 0.803
Total Quality Management (T QM)
TOMATI26 0.812 0.946 0.952 0.570
TOMAILT 0.713
TOMCIZ8 0.756
TOMCT29 0.772
TOMPM31 0.753
TOMPM32 0.760
TOMPM33 0.686
TOMPM34 0.832
TOMPM3S 0.748
TOMPM36 0.799
TOMQ37 0.723
TOMQ38 0.730
TOMQ39 0.760
TOMQ40 0.707
TOMQ41 0.764

Table 3: Correlation and discriminant validity

Construct COSUS TOM
Organisational Sustainability (COSUS) 0.812

Total Quality Management (TQM) 0.718 0.755
Table 4: Hypotheses testing results

Hypothesis Path coefficient  SE t-value  p-value Decision
TOM ->COSUS 0.718 0.031 23.153 0.000  Supported

Table 5: Prediction relevance of the model

Cross-validity ~ Cross-validity
Construct R? redundancy communality
Organisational 0.515 0.334 0.656
Sustainability (COSUS)

Table 6: Goodness of Fit (GoF) of the model

Average variance Goodness

No__ Construct R? extracted of fit
H, Organisational 0.515 0.659

Sustainability

(COSUS)
H, Total Quality 0.570

Management. (TQM)

Average 0.515 0.615 0.316

the model has predictive quality (Fomell and Larker, 1981).
Table 5 shows that the values are >0 and therefore
confirming that the model has predictive quality.

Goodness of Fit (GoF) of the model: Wetzels er al. (2009)
contended that the confirmation of GoF can be
established on the basis of following criteria; 0.1 1s
considered as small, 0.25 1s considered as medium and
0.36 is considered as large. On the basis of the figures in
Table 6, GoF value obtammed 13 0.316 revealing that the
value 15 high medim according to criteria provided
above.

Fig. 2: Hypotheses testing results
RESULTS AND DISCUSSION

Total Quality Management (TQM) on organisational
sustainability: According to the findings of prior studies
and the discussion of theories it is hypothesized that a
relationship between total quality
management and organizational sustainability in the
Saudi hotel industry. The statistical result supports the

positive exists

positive and significant relationship between the two at
the level of significance of 0.01 (p = 0.718, t = 23.153,
p<0.01).

This result is consistent with prior studies that also
found a positive sigmificant relationship between the two
constructs and the likely proof of the relationship is
reflected in good sustainability with TQM represented in
light of the application of the quality management
principles to the entire organizational levels and aspects
(Dale, 2003). TOM entails a managerial system that covers
all the tools and methods (Hellsten and Klefsjo, 2000) and
through its role in minimizing and sustaining resources,
organizational sustainability 13 achieved. It is therefore
important to emphasize that TOM refers to an
organizational value that encompasses overall cultural
settings (Hellsten and Klefsjo, 2000) where the
assignment of values differs through different settings.
For example, according to Sila and Ebrahimpour (2002},
there are differences and similarities between the values
of TOM and with regards to the resource-based view
(Barney, 2000), Bergman and Klefsjo illustrated that
TOQM  provides advantages through processes,
ongoing improvement, customer satisfaction and lastly,
organizational commitment.

CONCLUSION
This study provides contribution to literature
concerming the TQM-organizational sustainability

relationship in the Saudi hotel industry. The study sample
consisted of 204 middle managers that were randomly
selected from a total of 932 hotels 1 the five Saudi cities
of Mecca, Madinah, Riyadh, Jeddah and the FEastern
Province. The relationship between independent and
dependent variables was analyzed through PLS and the
results showed a positive and significant relationship
between TQM and organizational sustainability.
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LIMITATIONS

With regards to the limitations of the study, first, the
study was conducted m the context of Saudi Arabia and
thus, further studies may concentrate on other variables
i other countries (e.g., the GCC countries like Oman,
Qatar, Bahrain, Kuwait) to contribute to the policy market
in improving TOM determinants, use change agents and
transform the organizational climate to enhance the
sustainability of organizations. The second limitation
pertains to the relationship between TOQM and
organizational sustainability where there are some
variables that have the possibility of enhancing the latter
like leadership, orgamzational culture among others and
these variables should be taken into consideration in
future studies. The third limitation 1s the possibility of a
third variable acting as a moderating role like
organizational culture, regulations, among others that will
add to the strength of orgamzational sustamability and
these were not addressed in the present study and thus,
future studies may address them. Lastly, the R® of
sustainability obtained by the analysis was 52%
indicating that the variables of the model explain 52% of
organizational sustainability. Tt
concluded from this result that other variables are

can therefore be

responsible of affecting sustamability and these variables
may be focused on by future authors i the field.
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