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ABSTRACT 

This study sought to examine the Influence of total quality management on procurement performance of 

telecommunication industry in Kenya as its general objective. The study applied a descriptive research 

design. The target populations of the study are the employees of Safaricom Kenya Company Limited. 

Data was collected using Stratified Random Sampling of the Safaricom Kenya workforce by answering of 

questionnaires both quantitatively and qualitatively with a pilot test first conducted with 3 questionnaires 

sent to the various strata. The sample frame included the top and middle level managers with employees 

involved in procurement, planning, management and acquisition. The sample size was 92 employees 

drawn from various departments of the organization. The findings were analyzed using both descriptive 

and inferential statistics. This is by using statistical package for social sciences version 22 with the use of 

windows 10 for presentation of the processed data. It is notable that there exists a strong positive 

relationship between the independent variables and dependent variable as shown by R value (0.787). The 

coefficient of determination (R
2
) explains the extent to which changes in the dependent variable can be 

explained by the change in the independent variables or the percentage of variation in the dependent 

variable and the four independent variables that were studied explained 61.90% of the procurement 

performance as represented by the R
2
.The analysis showed that product quality  had the strongest positive 

(Pearson correlation coefficient =.777, p-value= .000< .05 ) influence on procurement performance. In 

addition customer focus, training and process management through total quality management are 

positively correlated to procurement performance with Pearson correlation coefficient of .711, .700 and 

.532 with p-values of .001 < .05, .003< .05, .004 < .05 respectively. In the light of the findings and 

conclusions, the following recommendations are hereby proposed: Efforts must be made to implement 

those TQM practices which are not being effectively practiced in the study area so as to help improve on 

procurement performance.  

Keywords: procurement performance, total quality management, telecommunication industry, Kenya 

 

INTRODUCTION 

TQM has been widely implemented throughout the world. Many firms have arrived at the conclusion that 

effective quality management can improve their competitive abilities and provide strategic advantages in 

the marketplace (Hackman & Wageman, 2015). TQM has been widely recognized and successfully 

implemented in many firms, giving them the edge in both international and local competitiveness through 

superior procurement performance and the production of high quality products that not only meet 

customers‟ needs, but also delight them (Goh & Ridgway, 2013). 
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In the absence of a market, however, regulatory controls are still necessary for consumer service 

standards and to mediate intra-industry conflict when interconnectors have difficulty meeting network 

quality needs. Nor is industry able to meet equity objectives, including redistribution of service 

availability from urban to rural, rich to poor, or intergenerational, as national goals for availability of the 

information infrastructure and economic development might dictate (Kanji & Moura, 2010). Finally, 

government has a role in measuring and reporting on quality where industry does not, in order to make up 

for deficiencies in information flows whether or not the market is competitive (NRRI, 2011). The study 

provides a significant contribution in the application of Deming Management Model to services in a 

different cultural context. The sound theoretical and empirical support for different variables in the 

telecommunication industry advocates that researchers and academician should include these dimensions 

in the study and research about service quality. The study indicates that Deming Management Model is 

equally applicable to services and reinforces the belief in the effectiveness of the Model. This study offers 

strong evidence of continued significance of quality management as a priority issue for developing 

countries to remain competitive in domestic and global markets. The results of this research indicate that 

quality management practices have been well embedded in the managerial practices of organizations in 

developing countries (Muhammad, 2010). 

In the United States of America, Americans have enjoyed the highest quality telecommunications service 

in the world. State regulatory commissions have helped to make it so. The enormous changes underway in 

the telecommunications industry present complex challenges to maintaining high-quality service. For 

telecommunications, the most important dimensions of quality are availability, reliability, security, 

flexibility or choice, simplicity and assurance (Atul Gupta et al., 2009). All of these are affected by 

innovations in technology, the development of a competitive market structure, and interconnection of the 

competitors in a network of networks. The many new issues facing consumers, companies, and 

commissions may be addressed through market, industry or governmental controls. Companies compete 

on the basis of quality as well as price, and customers are better served by effective competition than by 

unchecked monopoly. Companies with monopoly power are likely not only to provide less variety in the 

services they offer but to distort levels of quality and discriminate against low-end customers (The 

National Regulatory Research Institute, 2011). 

The mobile service was introduced in Pakistan in 1990. During the last ten years, the sector has witnessed 

a phenomenal growth ranging from 100% to 150% during 2003-2006. Presently the subscribers‟ base has 

increased to more 95 million and expected to increase in coming years. Business Monitor International 

(2010) indicated the growth potential of cell phone market in Pakistan and estimated that by 2013, the 

mobile subscribers are expected to reach 157.1 million and a penetration rate of 89%. Pakistan Telecom 

Authority (PTA) had been carrying out periodic quality of service surveys of Cellular Mobile Telephone 

Operators (CMTOs) (Muhammad Asif Khan, 2010). 

According to these surveys, the quality of service of CMTOs showed improvement. However, the quality 

of service still needs further improvement. CMTOs have business excellence, meeting and exceeding 

customers‟ satisfaction, exceeding employees‟ expectations, continuous improvement, and relationship 

with stakeholders as core elements of their vision and values. There is, however, a gap between the 

commitment of CMTOs and its manifestation in tangible dimensions based on the quality of service 

benchmarks identified by PTA. The failure of CMTOs to meet quality of service standards is, therefore, a 

cause of concern for regulators, customers, and the organizations (Padhi, 2011). 

An empirical study on evaluating the Deming Management Model of Total Quality in 

Telecommunication Industry in Pakistan by Prof. Muhammad Asif Khan, had its conclusion that to 

examine the total quality management practices of CMTOs in Pakistan. The results have reflected that 

these organizations implement TQM practices. There is, however, lack of a structured mechanism for self 

evaluation of these practices. In addition, the practice of benchmarking is undertaken. These organizations 

need to focus on these important issues to identify gaps, and strive for continuous improvement to achieve 

competitiveness. The role of leadership and leaders‟ active participation in all dimensions of quality 
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management initiatives established in the study offer note worthy significance to researchers and 

intellectuals (Muhammad, 2010). 

In South Africa, there is a missionary zeal in implementing TQM and getting ISO 9000 certification. 

Competitive environment demands a better quality of product or service at lower rates (Kono, 2011). 

Only those organizations which manage productivity and quality on a continuous basis are in a position to 

compete in increasingly competitive global marketplace (Madu, 2013). The impact of poor quality on any 

organization leads to: low customer satisfaction and low market share, low productivity, revenue and 

profit, low morale of workforce more rework, material and labour costs; poor quality of goods and 

services, high inspection cost, high process bottlenecks and delay in product shipment, higher work-in-

progress inventory, high analysis and repair costs; and high material wastage and scarp (Arai, 2011). 

In Kenya, more than twenty million subscribers are connected to the integrated mobile phone networks. 

Challenges raised by the key players to the Communication Authority of Kenya (CAK), 2012 highlight 

that the services offered are highly affected by reliability of its infrastructure network. With a significant 

portion of Kenya‟s population residing in rural areas, the power company is still working to provide 

electricity to the entire country. This means that in areas where there‟s no commercial power, generators 

are used at times affecting service delivery. Also, the companies rely on outside providers to lay the fiber 

for its network; the quality and placement of that fiber vary. As a result, the service provider experiences 

between 5 and 25 fiber cuts, or accidental tears in the optical fiber every day. This leads to dissatisfaction 

among subscribers (Communication Authority of Kenya, 2012). 

Statement of the Problem 

In today‟s highly competitive market, the demand for quality is the single most critical fact for companies 

to survive in the ever-expanding global marketplace. Quality is vital in determining the economic success 

of organizations where they achieve competitive edge and greater market share through extraordinary 

levels of performance by providing quality products with competitive prices as required by demanding 

customers. Given the opportunity, the telecommunications firm that retains market power will tend to 

reduce quality for users of basic services in order to encourage the purchase of better service by those able 

to afford it. Some of the most important decisions on telecommunications service quality are being made 

by organizations made up of users and producers in the industry. Policy makers need to understand the 

process of setting technical standards and consider participating because the process is a political one with 

important impacts on society (NRRI, 2011). 

A careful analysis of the Kenyan telecommunication industry reveals that there are a number of 

procurement performance-related challenges such as changes in consumer tastes and preferences, poor 

communication strategies, inadequate marketing research facing the Kenyan telecommunications industry 

and stiff competition (Kemunto & Atieno, 2011). More than twenty million subscribers in the country are 

connected to the integrated mobile phone networks, with Safaricom having the largest market share, 

translating into a bigger pool of clientele.  Challenges raised by the key players to the Communication 

Authority of Kenya (CAK), 2012 highlight that the services offered are highly affected by reliability of its 

infrastructure network. While Safaricom continues to endeavor to provide a stable, high quality network, 

there are a number of challenges that it has to respond to on a regular basis, including vandalism, security, 

energy availability and M-PESA service interruptions. The company further relies on outside providers to 

lay the fiber for its network; the quality and placement of that fiber vary (Safaricom, 2015). As a result, 

the service provider experiences between 5 and 25 fiber cuts, or accidental tears in the optical fiber every 

day. This leads to dissatisfaction among subscribers (Communication Authority of Kenya, 2012). 

Most of the previous studies report that overall TQM practices have positively been related to 

productivity and manufacturing performance (Chenhall, 2014; Mann & Kehoe, 2014), quality 

performance (Curkovic et al., 2000; Fuentes, et al., 2013), employee satisfaction/performance (Sadikoglu 

& Zehir, 2010; Fuentes et al., 2013), innovation performance (Prajogo& Hong, 2015; Santos-

Vijande&Álvarez-González, 2015), customer satisfaction/results (Fuentes, et al., 2013; Choi & Eboch, 

2013), competitive advantage (Agus & Sagir, 2013; Curkovic et al., 2000), market share (Mohrmanet al., 

2012), financial performance (Fuentes, et al., 2013; Agus & Sagir, 2013), and aggregate firm performance 
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(Sadikoglu & Zehir, 2010; Choi & Eboch, 2013). However, some authors have found negative or 

insignificant results (Mohrman et al., 2012; Prajogo & Sohal, 2013; Sadikoglu, 2012). From the 

foregoing, few studies either, internationally or locally, have focused on TQM against procurement 

performance. This study therefore intends to empirically examine how total quality management 

influences procurement performance in telecommunications industry in Kenya. 

Objectives of the Study 

The purpose of this study was to establish the examine the influence of total quality management on 

procurement performance in telecommunication industry in Kenya 

The specific objectives of the study were to: 

i. To determine how product quality influence procurement performance in telecommunication 

industry in Kenya. 

ii. To establish how customer focus influence procurement performance in telecommunication 

industry in Kenya. 

iii. To assess how training influence procurement performance in telecommunication industry in 

Kenya. 

iv. To examine how process management influence procurement performance in telecommunication 

industry in Kenya. 

1.3 Research Questions 

The study sought to be guided by the following research questions: 

i. What is the influence of product quality on procurement performance in telecommunication 

industry in Kenya? 

ii. How does customer focus influence procurement performance in telecommunication industry in 

Kenya? 

iii. How does training influence procurement performance in telecommunication industry in Kenya? 

iv. What is the influence of process management on procurement performance in telecommunication 

industry in Kenya? 

 

LITERATURE REVIEW 

Theoretical Review 

Dynamic Capability Theory  

Dynamic Capability theory is the key theoretical foundations for understanding how competitive 

advantage can be attained in organizations (Barney&Hesterly, 2008). Dynamic capability is an extension 

of the resource based view theory perspective defined as the firm‟s ability to integrate, build and 

reconfigure internal and external competences to address rapidly changing environments to attain new 

and innovative forms of competitive advantage (Teece et al., 2010).  

The Dynamic Capabilities Framework helps identify the factors likely to impact enterprise performance. 

It is gradually developing into a (interdisciplinary) theory of the modern corporation (Teece, 2010). 

Dynamic capabilities have lent value to the resource based view theory arguments as they transform what 

is essentially a static view into one that can encompass competitive advantage in a dynamic context 

(Barney, 2008). Dynamic capabilities are the capacity of an organization to purposefully create, extend or 

modify its resource base (Helfat et al., 2007) 

Supply Chain Operations Reference Model 

The Supply Chain Operations Reference model provides a unique framework that links performance 

metrics, processes, best practices, and people into a unified structure (Sulek et al., 2006). The framework 

supports communication between supply chain partners and enhances the effectiveness of supply chain 

management, technology, and related supply chain improvement activities. Business value, whether real 

or perceived, is derived from the predictability and sustainability of business outcomes. It lives, healthy or 

sick, in those gaps between expected vs. perceived vs. actual performance (McManus, 2002). Value is 

articulated by measuring what is being managed. The SCOR model helps refine strategy, define structure 

(including human capital), manage processes, and measure performance (Larsson et al., 2008).  
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Kirkpatrick’s’ Learning and Training Evaluation Theory 

In his study, Kirkpatrick, 2004, developed a theory with an approach of the evaluation of training and 

learning in an organization with a framework of four „levels‟ of criteria. Training evaluation models 

delineates four levels of training outcomes namely reaction, learning, behavior and results. Level one 

entails the assessment of the training participants‟ reaction to the program; discussing how well they liked 

the program.  Measures have changed and now most commonly directed to assessing the trainees‟ 

effective response to quality for example the relevance to their field, ability of the instructor on training. 

Level two are the learning measures of which are quantifiable indicators that learning has taken place 

during the course of the training. Level three on behavior indicates either which knowledge or skills have 

been gained results in exceptional job related performance and interactions. The final Level Four on 

results dwells on the outcomes that intended to provide a measure on impact that training has on the 

broader organizational goals and objectives, for example many organizations dwell on financial measures 

(Kirkpatrick, 2004).  

Institutional Theory 

The institutional environment is defined as an entity that lies outside the boundaries of the organization. It 

influences organizational outcomes by imposing constrains on firms‟ operations and demanding 

adaptation of firms‟ processes in order to survive. Institutional theory is recognized through the pressures 

of social, cultural, political, and legal sector as main factors influencing the operation of organizations 

(Yang & Sheu, 2011).  

Furusten (2013), indicated that according to the institutional approach under organizational field, there are 

three mechanisms of pressures by which imitations (isomorphism) in structure and processes between 

organizations are motivated: coercive, mimetic, and normative. Coercive isomorphism derives from 

formal and informal pressures carried out on organizations by other organizations upon which they 

depend. Such forces can be exerted through persuasion, invitation to join shared behavioral models, laws 

and regulations, and government mandates. Coercive forces are typically given to governmental 

authorities by issuing laws and regulations. Mimetic isomorphism is a firm‟s standard response to 

environmental uncertainty by imitating themselves as other organizations, for example using lean or agile 

manufacturing in production, Just-In-Time in sourcing, and Efficient Customer Response in distribution. 

Normative isomorphism arises from the high degree of socialization and interaction that often occurs 

between members of the same organizational environment. When these members interact, they reinforce 

and spread norms of behavior among themselves (Furusten 2013; Miles, 2012). 

Conceptual Framework 

Mathieson et al (2011) defined a conceptual framework as a virtual or written product, one that explains, 

either graphically or in narrative form, the main things to be studied- the key factors, concepts, or 

variables and the presumed relationships among them. It also shows the relationship variables that affect 

the contended topic. In this study, the conceptual framework is based on variables that have been 

critically derived from the specific objectives and will define the relationship between product quality; 

customer focus; training and process management that would examine the influence of total quality 

management on performance of telecommunication industry in Kenya as its general objective. The 

following diagrammatic representation (figure 1) below illustrates how the independent variables affect 

performance of the telecommunication industry in Kenya. The proposed model is that the influence of 

total quality management on performance of telecommunication industry in Kenya is a function of 

product quality plus customer focus plus training plus process management.  
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Figure 1: Conceptual Framework 

 

 

RESEARCH METHODOLOGY 

Research Design 

The study employed descriptive research design because it is an excellent way of finalizing results and 

proving or disproving a hypothesis. The structure has not changed for centuries, so it is standard across 

many scientific fields and disciplines. After statistical analysis of the results, a comprehensive answer is 

reached, and the results can be legitimately discussed and published. The study also used qualitative 

research design. This is because it is not as dependent upon sample sizes as quantitative methods; a case 

study, for example, can generate meaningful results with a small sample group, (Shuttleworth, 2008). 

Target Population 

According to Mugenda and Mugenda (2012), a research population is also known as a well-defined 

collection of individuals or objects known to have similar characteristics. All individuals or objects within 

a certain population usually have a common, binding characteristic or trait. Yin (2013), describes a 

population as the entire group of individuals or items under considerations in any field of inquiry and 

have a common attribute. The target population of the study was the 1,146 employees of Safaricom 

Kenya Company Limited who are based at the headquarters along Waiyaki Way, Nairobi City, Nairobi 

County and were drawn from different levels of the organization.  

Sample Size and Sampling Techniques 

The study used simple random sampling and the selection of participants was done through stratified 

random sampling technique..This study based on the large target population, used Taro Yamane (1986) 

that provides a simplified formula to calculate sample sizes. This formula was used to calculate the 

sample sizes in Tables shown below. A 90% confidence level and P = 1 are assumed for Equation: 

Product Quality  

 Continuous Improvement 

 Product Innovation 

 Benchmarking 

 

 Customer Focus 

 Reliability 

 Responsiveness 

 Assurance 

 

Training 

 Regular skills update 

 Comprehensive & 

Adequacy 

 Motivation 

 

 Process Management 

 Monitoring & Evaluation 

 Risk Management 

 Re-engineering 

 Internal Controls 

 

Procurement Performance 

 Cost reduction 

 Timely delivery 

 Customer satisfaction 

 

Dependent variable 
Independent variables 
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Thus                      n =      1146                = 91.974 = 92 

                                   1 +   1146 (0.1)
2 
 

Where; 

N= population size 

e= Tolerance at desired level of confidence, take 0.1 at 90% confidence level 

n= sample size. 

This study collected its data from various entities as tabulated below of which could provide relevant on 

product quality; the influence of customer focus on procurement performance; the relevance of training 

on total quality management and finally the influence of process management on procurement 

performance of the organization. The units of observation were the Administration, Human Resources, 

Procurement, Audit, Finance, ICT & Maintenance, Supply Chain, Legal, Compliance and Customer 

service departments and the Directors and Support Staff while the unit of analysis were the employees 

across the top, middle and lower levels of management in Safaricom Kenya Company Limited. 

How the formula is used is shown below 

n=1146/(1+(1146*0.1*0.1) 

n=91.974  

Thus the sample size, 

n=92 

The determined sample size was distributed as shown in Table 1. 

Table 1: Sampling and sampling frame 

Category/Entities Population Sample Size Percentage % 

Administration 72 7 1.75 

Human Resources 58 6 1.5 

Procurement 65 7 1.75 

Audit 40 4 1.0 

Finance 

ICT & Maintenance 

Supply Chain 

Legal 

Directors 

Compliance 

Customer service 

Support Staff 

77 

327 

44 

22 

12 

23 

210 

196 

8 

25 

4 

2 

1 

2 

14 

12 

3.0 

24.5 

2.5 

0.05 

0.025 

0.05 

27.815 

36.0625 

Total 1,146 92 100% 

 

Data Collection Instruments 

This research applied both primary and secondary data. According to Kothari (2004), primary data refers 

to data collected afresh and for the first time, and happen to be in its original character. This includes 

collection of data through a population study by the use of qualitative and quantitative techniques during 

the study. This can be by questionnaires, surveys, face to face interviews and direct observations. 

Secondary data refers to the information that has already been published that is from the internet, books, 

journals, magazines, published articles, organizational records. The main tool that was applied for data 
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collection to conduct this study was a questionnaire. According to Mugenda and Mugenda (2003), A 

Questionnaire is a research tool that has a predesigned list of questions used for communication with the 

respondents. The respondents read the questions and answer themselves. A response rate of 84.8% was 

established with 78 respondents reached, out of the 92 targeted. 

Data Procedure  

Before proceeding to the field, the study first sought an introductory letter from the university indicating 

that the researcher is a student that the study is required for examination purposes. The researcher also 

sought a research permit from the National Council of Science and Technology. An approval to collect 

data was also sought from the study area. Once the process is in order and all approvals awarded, the 

study proceeded to data collection. 

Pilot Study  

A pilot study was undertaken on 11 respondents to test the reliability and validity of the questionnaire. 

The purpose of a pilot test is to test the reliability and validity of the questionnaire was to enable the 

researcher to amend the questionnaire as appropriate so as to capture data accurately. It is supported by 

Stahmal & Morris (2012) who recommends that a pilot test of 1% of the population can be used for pilot 

testing. The findings of the pilot test were not included in the actual study  

Reliability of the instrument 

The researcher used the most common internal consistency measure known as Cronbach‟s alpha (α). It 

indicates the extent to which a set of test items can be treated as measuring a single latent variable The 

recommended value of 0.7 was used as a cut-off of reliabilities. It‟s a general form of the Kunder-

Richardson (K-R) 20 formulas used to assess internal consistency of an instrument based on split-half 

reliabilities of data from all possible halves of the instrument. Cronbach‟s alpha is usually interpreted 

as the mean of all possible split-half coefficients. It reduces time required to compute a reliability 

coefficient in other methods. To measure the reliability of the gathered data, Cronbach‟s alpha was 

applied. Cronbach’s alpha is a coefficient of internal consistency. Suppose that we assume a sum of 

K components (K-items or test lets) X=Y1+Y2+……Yk. Cronbach‟s α 

 

where  the variance of the observed total test scores, and  the variance of component i for the 

current sample of persons. 

If the items are scored 0 and 1, a shortcut formula is 

 

where  is the proportion scoring 1 on item i, and . This is the same as       KR-20. 

Alternatively, Cronbach's  can be defined as 

 
Where  is as above,  the average variance of each component (item), and  the average of 

all covariance‟s between the components across the current sample of persons (that is, without including 

the variances of each component).However, greater number of items in the test can artificially inflate the 

value of alpha and a sample with a narrow range can deflate it, so this rule of thumb should be used with 

caution. All the scales were found acceptable with all alpha levels above the 0.7 threshold. More 

specifically, Customer focus had the highest reliability (α=0.821) followed by Procurement performance 

(α=0.811) then Product quality (α=0.807). Training (α=0.770) and Process management (α=0.743) had 

the lowest. 

Validity of the research Instrument 

The research adopted Content Validity Index which refers to the extent to which a measuring instrument 

provides adequate coverage of the topic under study. The Content Validity Index was achieved by 

subjecting the data collection instruments to an evaluation group of experts who provided their comments 

and relevance of each item of the instruments and the experts indicated whether the item was relevant or 
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not. The content validity formula by Amin (2005) was used in this study. The formula is; Content 

Validity Index = (No. of judges declaring item valid) (Total no. of items). It is recommended that 

instruments used in research should have CVI of about 0.78 or higher and three or more experts could be 

considered evidence of good content validity (Amin, 2005). This study adopted a threshold of 0.78. 

Data Analysis and Presentation 

After gathering data from questionnaire schedules, they were checked adequately for reliability and 

clarification. The data was analyzed using quantitative techniques, whereby the findings were presented 

in the form of frequency distribution tables and pie charts while qualitative techniques were incorporated 

in the study to facilitate description and explanation of the study findings. The data collected was entered 

into a computer and analyzed using Statistical Package for Social Sciences (SPSS Version 21). The 

software packages enabled the researcher to analyze the data into percentages, means and standard 

deviations. 

First, correlation coefficients between total quality management and procurement performance elements. 

Second, multiple regression analysis was conducted to give various outputs like the model summary, the 

ANOVA table, and coefficients results among others were used to make interpretations and discussions of 

the study and upon which conclusions were drawn. Descriptive statistics was presented by means of 

tables, graphs and charts as well as pictorials where necessary. Inferential statistics was on the other hand 

be presented by use of tables. For qualitative data, the study used content analysis presented thematically.  

The Multiple regression equation was applied as below: 

Y = α + β0 + β1X1 + β2X2 + β3 X3 + β4 X4 + є 

Influence of Total Quality Management on procurement performance = α + β1 (Product Quality) + β2 

(Customer Focus)+ β3 (Training) + β4 (Process Management) + ε.  

 

RESULTS AND DISCUSSION 

Demographic information 

Managerial Position 

Respondents were asked to indicate their management levels in order to further ascertain representation 

and diversity thereof in perspectives. To this end, two managerial cadres were targeted in the present 

study purposively owing to their expected possession of the information of interest with respect to the 

variables. Figure 2 presents the findings. The analysis revealed that a majority, 39.5%, of the respondents 

belonged to the lower management level followed by 36.1% in the middle management level while the 

top management level recorded 24.4% of respondents. This indicates the diverse perspectives as informed 

by tasks and duties characteristic of the respective management levels.  All the three categories were 

deemed adequate for analysis as regards the response rates and representative of employees across the 

three levels of management among in the organization surveyed. It can be deduced therefore, that the 

study reached respondents across various areas of specialization in the study area, hence diverse 

perspectives in responses as informed by activities in the respective departments. This is in agreements 

with Edler and Georghiou (2007) who provide that diverse expertise is paramount in addressing various 

procurement challenges and to provide oversight function, a key component of the broader set of 

management controls that are used to ensure the sound management of government procurement. In many 

departments, the principles of fairness, openness and transparency in procurement are safeguarded 

through oversight, review and monitoring by a senior procurement review committee.  
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Figure 2. Managerial position 

Respondents’ Age 

The study deemed age an important demographic characteristic in the present study with a view to 

establish any pertinent trends in the variables under study as well as to have an overview of the age 

distribution thereof. Age was also considered a relative indictor of respondents‟ length of experience 

hence reliability of responses. Figure 4.2 presents the findings. Results as illustrated in the figure reveal 

that a majority of respondents, 49.1% fall within the 30 - 40 years age category. This is quite distantly 

followed by those within the 41 - 50 years age category as indicated by 22.7% of the respondents. Only 

14.7% and 13.5% of respondents fall between 51 - 60 years and less than 30 years categories respectively. 

As such, it can be deduced that age, across the institutions surveyed is majorly youthful to middle age, 

distributed, between 30 and 40 years. A rich diversity in experience was thus established.  

 
Figure 3. Respondents’ Age 

Length of Service 

With some level of working experience necessary in establishing the study objectives, the study found it 

appropriate to establish the length of service of the respondents, in years, serving at their respective 

institutions. This would ascertain that responses were already informed by diverse experience owing to 

respondents‟ respective lengths of service. Figure 4 presents the findings. The study found that a majority 

of respondents, 41.6% have worked in the study area for between 6 and 10 years. This was followed by 

those having worked for between 11 and 15, as indicated by 36.7% of the respondents while 14.9% of the 

respondents have worked for less than 5 years. Only 6.8% of the respondents were found to have worked 

in the study area for above 15 years. The results present a rather fair distribution across the years 

representing the length of experience. With a majority of respondents having worked for at least 6 years, 
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responses can be deemed as informed by adequate experience in the study area. The results present a 

rather skewed distribution across the years representing the length of experience. With a majority of 

respondents having worked for at least 5 years, responses can be deemed as being informed by adequate 

experience on pertinent procurement matters in the study area and hence helpful in addressing the study 

objectives. Wanyama (2010) concludes that procurement officers‟ job experience is crucial in ensuring 

that all actions in respect of the procurement process, including proper selection of the procurement 

strategy (for example use of Advance Contract Award Notices (ACANs)), evaluation criteria and solving 

contractual disputes are strategically carried out in an effort to earn competitive advantage among 

procurement firms. 

 
Figure 4. Length of Service 

Highest Education Level Attained 

Respondents were also asked to indicate their highest levels of education. This would serve to show the 

academic qualification among respondents in their respective positions, as well as a general overview of 

education levels among respondents in their respective study areas. Findings are as shown in figure 5. 

Figure 5 presents respondents‟ highest levels of education. From the findings, a majority, 51.4% of 

respondents indicated having attained a degree level, followed by 29.4% having attained a post graduate 

degree level while only 19.2% have a diploma. Overall, the study area can be said to comprise staff from 

relatively high levels of education and could thus comprehend the survey questions and give reliable 

responses. The findings therefore indicate that the respondents have the capacity, skills and expertise to 

apply in day to day running of projects in the study area. According to Crook, (2011) associated the 

education level of  managers with findings that, those with higher levels of education perform better 

because higher education provides them knowledge and skills, making them more conscious of their 

responsibilities and thus in a position to use their knowledge to enhance management of procurement 

issues in an organization 
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Figure 5. Highest Education Level 

Area of specialization  

The study further found it necessary to establish respondents‟ different areas of specialization, in order to 

ascertain diversity in perspectives and for representability purposes for data reliability. Figure 6 presents 

the findings. Results as shown in figure 6 reveal that a majority of respondents, 29.6%, specialize in the 

Procurement department. This was followed by 22.5% in the Stores department while 24.5% of 

respondents came from the administration department while the Finance and Audit departments had the 

lowest representation at 11.8% and 11.6% respectively.  It can be deduced therefore, that the study 

reached respondents across various areas of specialization in the study area, hence diverse perspectives in 

responses as informed by activities in the respective departments. 

 
Figure 6. Area of specialization 
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Study Variables  

Product quality 

The study sought to establish the influence of product quality on procurement performance at Safaricom 

limited. Table 2 presents the findings. With a grand mean of 3.870, a majority of respondents can be said 

to have highly agreed with most statements posed as regards influence of product quality on procurement 

performance at Safaricom limited. Majority particularly highly agreed that the firm conducts regular 

research and development on new products and methods of procurement (4.276); as a major part of their 

overall strategy, the firm seeks to be first to identify new modes of service delivery (4.092); in the firm, 

the management ensures acquisition of quality goods that put the organization products or services in the 

competitive edge (3.963); the firm adheres to the procurement policy (3.953); in the firm, satisfactory 

price and procurement performance rapport is guaranteed (3.929); the firm reports high rates of demand 

satisfaction as regards product quality (3.923); the firm highly prioritizes the searching for new 

opportunities as part of the overall procurement strategy (3.852); the research team provides 

recommendations for improvement (3.791); that the firm‟s purchase is competitive in price (3.732);  and 

that firm encourages the supplier to develop new products (3.692).  
Table 2. Product quality 

 

It can be deduced from the foregoing finding that product quality is highly prioritized in the study area. 

This is observed in various key aspects in the company‟s operations including research and development, 

overall firm strategy, service delivery and acquisition of goods among others. This is drawn from a the 

high agreement levels by a majority of respondents affirming that the  firm conducts regular research and 

development on new products and methods of procurement; as a major part of their overall strategy, the 

firm seeks to be first to identify new modes of service delivery; in the firm, the management ensures 

acquisition of quality goods that put the organization products or services in the competitive edge; the 

firm adheres to the procurement policy; in the firm, satisfactory price and procurement performance 

rapport is guaranteed and that the firm reports high rates of demand satisfaction as regards product 

quality.  

This is in agreement with Alesandro (2011) who argues that a vital task for any management is to outline 

product quality goals, product quality policies and product quality plans in accordance with the four sides 

of the TQM pyramid. This is extremely important –so important in fact that, in many firms, top 

Statements  Mean Std. Dev 

Our firm‟s purchase is competitive in price 3.732 .7786 

In our firm, satisfactory price and procurement performance rapport is guaranteed 3.929 .7698 

Our firm reports high rates of demand satisfaction as regards product quality  3.923 .8923 

Our firm encourages the supplier to develop new products 3.692 .7225 

As a major part of our overall strategy, our firm seeks to be first to identify new modes of 

service delivery   
4.092 .7225 

Our firm highly prioritizes the searching for new opportunities as part of the overall 

procurement strategy 

3.852 .2317 

Our firm conducts regular research and development on new products and methods of 

procurement 

4.276 .8612 

Our research team provides recommendations for improvement  3.791 .5629 

Our firm adheres to the procurement policy  3.953 .6734 

In our firm, the management ensures acquisition of quality goods that put the organization 

products or services in the competitive edge 

3.963 .2610 

Composite mean  3.870 
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management (the board of directors) ought to review the firm‟s product quality goals and policies and if 

necessary reformulate them so that they conform to the four sides of the TQM pyramid. The finding is 

also in accordance with Gupta‟s (2009) assertion that product quality begins by identifying important 

customer requirements, which typically come from the marketing department. These requirements are 

numerically scored based on their importance, and scores are translated into specific product 

characteristics. Evaluations are then made of how the product compares with its main competitors relative 

to the identified characteristics. Finally, specific goals are set to address the identified problems. Zineldin 

(2010) indicates that present day managers should ensure that every employee in all parts of the 

organization places top priority on continuous improvement of customer-driven quality. Under the 

paradigm of total relationship management (TRM), the firm focuses on all integrated activities within the 

organization, including internal and external relationships with employees, customers, and collaborators. 

Customer focus 

The study sought to determine the effect of customer focus on procurement performance at Safaricom 

limited. Table 3 presents the findings. With a grand mean of 3.885, a majority of respondents can be said 

to have highly agreed with most statements posed as regards influence of customer focus on procurement 

performance at Safaricom limited. A majority particularly highly agreed to a great extent that that the 

organization has initiated programs to improve customer satisfaction within the past year (4.351); in the 

firm, employees have access to IT specific training to enhance know-how and customer service (4.219); 

managers in the firm are dedicated to customer satisfaction matters (3.961); there is conducive 

atmosphere at work place (3.848); there is regular consultation with senior management to help teams 

manage crises in our firm (3.761); and that in the firm, employees‟ mood is tailored to ensure 

effectiveness of customer service delivery (3.701). 
Table 3. Customer focus 

It can be deduced from the finding that customer focus is widely practiced in the study area. Specific 

programs have particularly been initiated in the study area with a view to improve customer experience; 

employees are put through trainings to improve customer relations; and managers express commitment to 

improving customer experience. These assertions have been deduced from the finding that the 

organization has initiated programs to improve customer satisfaction within the past year; in the firm, 

employees have access to IT specific training to enhance know-how and customer service; managers in 

the firm are dedicated to customer satisfaction matters; there is conducive atmosphere at work place; there 

is regular consultation with senior management to help teams manage crises in our firm; and that in the 

firm, employees‟ mood is tailored to ensure effectiveness of customer service delivery. 

The finding agrees with to Medori and Steeple (2010) that the first, and overriding, feature of TQM is the 

company‟s focus on its customers. Quality is defined as meeting or exceeding customer expectations. The 

goal is to first identify and then meet customer needs. TQM recognizes that a perfectly produced product 

Statements Mean Std. Dev 

There is conducive atmosphere at work place 3.848 .8457 

Managers in our firm are dedicated to customer satisfaction matters 3.961 .7430 

The organization has initiated programs to improve customer satisfaction within the past 

year 
4.351 .7579 

In our firm, employees have access to IT specific training to enhance know-how and 

customer service 
4.219 .8878 

There is regular consultation with senior management to help teams manage crises in our 

firm 
3.761 .7430 

There is intervention and interface with government regulators on a client's behalf in our 

firm 

3.357 0.6834 

In our firm, employees‟ mood is tailored to ensure effectiveness of customer service 

delivery  

3.701 0.9431 

Composite mean  3.885 
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has little value if it is not what the customer wants. Therefore, we can say that quality is customer driven. 

However, it is not always easy to determine what the customer wants, because tastes and preferences 

change. Also, customer expectations often vary from one customer to the next. The finding also agrees 

with Pekar (2005) who argues that the organization must understand that without the customer there 

would be no purpose to their work, no paycheck, no capital investment, and no company picnic. What 

must also be understood is that the external customers are served by the internal customers (employees). 

Training 

The study sought to establish the influence of training on procurement performance in Safaricom limited. 

Respondents were thus asked to indicate the extent to which various statements relating to training in 

procurement performance in Safaricom limited applied in the organization. Table 4 presents the findings. 

With a grand mean of 3.874, a majority of respondents can be said to have highly agreed with most 

statements posed as regards influence of training on procurement performance in Safaricom limited. A 

majority particularly highly agreed that to a great extent, employees are actively involved in the Total 

Quality Management training programs (4.115); training received by employees of the organization 

equips them with understanding on TQM and their role in it (4.042); employees in Safaricom get timely 

training on Total Quality Management program (3.957); employees in the organization are frequently 

trained on total quality Management programs (3.923); all employees in the organization get training on 

total Quality Management programs (3.751); and that the management plans follow-up and booster 

sessions (3.713).   

It can be deduced from the foregoing that employee training is practiced in the study area to a 

considerably great extent, with a view to align employees to total quality management best practiced. It is 

particularly notable that in the study area, employees are regularly trained and are actively involved in the 

Total Quality Management training programs. Coupled with managerial follow-up and booster sessions, 

the training received by employees of the organization equips them with understanding on TQM and their 

role in it. The trainings received are further frequent and timely. This argument is supported by Watad & 

Ospina (2009) who opine that the purpose of training and development programs is to improve employees 

and organizational capabilities. When the organization invests in improving the knowledge and skills of 

the employees, the investment is returned in the form of more productive and effective employees. 

Training and development programs should be based on training of, and management needs identified by 

training need analysis so that the time and money invested in training and management development is 

linked to the core business or goals of the organization. Accordingly, Pekar (2005) asserts that continuous 

improvement cannot occur within an organization unless training is part of management's agenda.  
 Table 4. Training 

 

Leaders in respective departments should take the initiative to conduct an analysis of each employee's 

ability to perform his or her job. This is often referred to as a needs assessment analysis. Brun (2011) adds 

that training programmes must be devised and implemented to help bridge the gap identified previously. 

The results of the training must be evaluated to ensure that effective improvement has been achieved and 

Statements Mean Std. Dev 

All employees in the organization get training on total Quality Management programs 3.751 .7579 

Employees in the organization are frequently trained on total quality Management 

programs 
3.923 .8888 

Employees in Safaricom get timely training on Total Quality Management program 3.957 .7424 

Training received by employees of the organization equips them with understanding on 

TQM and their role in it 
4.042 .7602 

There is restoration of functioning through implementation of an action plan 3.619 .8913 

Employees are actively involved in the Total Quality Management training programs 4.115 .5137 

The management plans follow-up and booster sessions 3.713 .4976 

Composite mean  3.874 
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that employees are competent to use the skills acquired. Management must promote the need for 

continuous training. 

Process management 

The study sought to determine the effect of process management on procurement performance in 

Safaricom limited. Table 5 presents the findings. With a grand mean of 3.871, a majority of respondents 

can be said to have highly agreed with most statements posed as regards influence of process management 

on procurement performance in Safaricom limited. A majority particularly highly agreed that top 

management takes a leading role in management of quality procurement in the organization (4.161); 

employees are empowered by the leadership in the organization (3.954); there is cohesion among 

employees in the organizations (3.951); all employees in the organization are involved in quality 

management programs (3.893); the organization continuously monitors their processes (3.842); the 

organization continuously assesses and improves its internal efficiency; the organization has an culture 

that accommodates external changes in the market (3.857); employees are encouraged to participate in 

decision making in the organization (3.832); and that there is in place a management culture that is 

flexible to internal changes in your organization (3.759). 
Table 5: Process management 

Statements Mean Std. Dev 

Top management takes a leading role in management of  

quality procurement in the organization 
4.161 .7430 

There is cohesion among employees in the organizations 3.951 .7579 

Employees are empowered by the leadership in the organization 3.954 .7460 

Employees are encouraged to participate in decision making  

in the organization 
3.832 .7826 

There is in place a management culture that is flexible to internal changes in your organization 3.759 .7538 

The organization has an culture that accommodates external changes in the market 3.839  0.8317 

All employees in the organization are involved in quality management programs 3.893 0.6315 

All functions of the organization are involved in quality 3.625 1.0092 

The organization continuously assesses and improves its internal efficiency 3.857 1.3718 

The organization continuously monitors their processes 3.842 0.6347 

Composite mean  3.871 

 

It can be noted from the finding that process management is also considerably key in total quality 

management in the study area. This can be noted in the various processes prioritized thereof. The 

organization is particularly found to continuously monitor their processes, assesses and improves its 

internal efficiency with a culture that accommodates external changes in the market. Top management is 

also found to take a leading role in management of quality procurement in the organization and 

employees empowered by the leadership in the organization with a view to enhance processes.  

The findings are in tandem with. Akao (2000) who offers that in TQM context, process improvement is 

achieved through use of statistical techniques, change of process and eliminating those steps that do not 

add value to internal or external customers. Process owners play an important role in effective process 

management. Similarly, Shortell et al, (2005) found that process management facilitates evaluating 

continuous quality improvement programmes. Kunst and Lemmink (2000) established positive 

relationship of process management and customer and employee satisfaction related programmes. China 

Mobile (2006) asserted that through process improvement, the company has enhanced its capability to 

plan and implement management innovation and technical innovation. Accordingly, Medori and Steeple 

(2010) argue that developing ideas for quality improvements is one of the approaches which give the 

biggest return on investment. If the firm approaches the quality improvement process in the right way, a 

return of several hundred per cent would not be unusual. Furthermore, in the present changing 

environment of the business world, it is evident that education will play a vital role in coping with the 
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change process. There is now a real need to incorporate the principles of TQM in any education and there 

is an even greater need to educate specialist in this field and to propagate new idea  

Procurement performance  

The study sought to determine procurement performance in the study area attributed to total quality 

management. The study was particularly interested in four key indicators, namely the product quality, 

customer focus, training and process management with all the four studied over a 5 year period, running 

from 2011 to 2015. Table 6 presents the findings. Findings in table 6 reveal improved procurement 

performance across the 5 year period running from the year 2011 to 2015. Cost reduction recorded 

positive growth with a majority affirming to growing from less than 10% (44.1%) in 2011, to more than 

10% in 2013 (36.4%), 2014 (40.4%) and 2015 (37.3%). Timely delivery also recorded positive growth 

with a majority affirming to less than 10% in 2011 (37.9%) and 2012 (35.9%), to 10% in 2013 (35.9%) 

and 2014 (35.3%) then by more than 10% in 2015 (36.2%). A similar trend was recorded in Complaints 

with a majority affirming to its decrease by less than 10% in 2011 (36.4%) and 2012 (35.2%), to 10% in 

2013 (36.4%) and 2014 (37.9%) then by more than 10% in 2015 (37.3%). Complements also recorded 

positive growth with a majority affirming to less than 10% in 2011 (42.3%) and 2012 (37.7%), to 10% in 

2013 (36.1%) then more than 10% in 2014 (41.1%) and 2015 (37.5%).  

It can be deduced from the findings that key procurement performance indicators have considerably 

improved as influenced by among other total quality management attributes, the influence of product 

quality, customer focus, training and process management. Complements and Timely delivery have 

particularly improved by at least 10 percent in the study area pointing to the significance of total quality 

management in the procurement process. 

 

Table 6. Procurement Performance  

Cost reduction  2011 2012 2013 2014 2015 

Increased by less than 10% 44.1 35.2 33.4 25.7 27.1 

Increased by 10% 31.7 32.6 30.2 33.9 35.6 

Increased by more than 10% 23.5 32.2 36.4 40.4 37.3 

Timely delivery 2011 2012 2013 2014 2015 

Increased by less than 10% 37.9 35.9 31.2 25.7 33.1 

Increased by 10% 36.2 31.3 35.9 35.3 30.7 

Increased by more than 10% 25.9 32.8 32.9 39 36.2 

Complaints 2011 2012 2013 2014 2015 

Decreased by less than 10% 36.4 35.2 33.4 25.7 27.1 

Decreased by 10% 31.7 32.6 36.4 37.9 35.6 

Decreased by more than 10% 23.5 32.2 30.2 33.9 37.3 

Complements  2011 2012 2013 2014 2015 

Increased by less than 10% 42.3 37.7 31.6 30.7 29.5 

Increased by 10% 31.8 32.9 36.1 28.2 33 

Increased by more than 10% 25.9 29.4 32.3 41.1 37.5 

 

 Pearson Correlation Analysis 

The study further conducted inferential statistics entailing both Pearson and regression analysis with a 

view to determine both the nature and respective strengths of associations between the conceptualized 

TQM (independent) variables and procurement performance (dependent variable). Pearson correlation 

was used to measure the degree of association between variables under consideration i.e. independent 

variables and the dependent variables. Pearson correlation coefficients range from -1 to +1. Negative 

values indicates negative correlation and positive values indicates positive correlation where Pearson 

coefficient <0.3 indicates weak correlation, Pearson coefficient >0.3<0.5 indicates moderate correlation 

and Pearson coefficient>0.5 indicates strong correlation. Table 7 presents the Pearson correlations for the 

Macharia &
 
Mwangangi….. ..Int. J.  Business & Law Research 4(4):12-33, 2016 

 

Ok 

   



29 

 

relationships between the total quality management variables and procurement performance and the 

analysis of correlation results illustrates that between product quality and procurement performance there 

is a positive coefficient 0.682, with p-value of 0.000. It indicates that the result is significant at α =5% and 

that if the product quality increases it will have a positive impact on procurement performance. The 

correlation results between customer focus and procurement performance also indicates the same type of 

result where the correlation coefficient is 0.600 and a p-value of 0.014 which significant at α = 5%. The 

results also show that there is a positive association between training and procurement performance where 

the correlation coefficient is 0.577 with a p-value of 0.030.  Further, the result shows that there is a 

positive association between process management and procurement performance where the correlation 

coefficient is 0.507, with a p-value of 0.044. This therefore infers that product quality contributed most to 

procurement performance followed customer focus, then training while process management had the least 

influence on procurement performance in the telecommunication industry.  

The study findings are in agreement with literature review by Harland et al. (2007) who indicated that 

product quality has become a synonym for improving quality, reducing waste and improving customer 

loyalty and achieving bottom line results. It institutionalizes a rigorous, disciplined fact based way to 

deliver through process improvement and process design project. Six -sigma is the practice of building 

product quality into the process rather than relying on inspection. It also refers to the theory of employees 

assuming responsibility for the quality of their own work eliminating any form of waste through ensuring 

zero defects. It helps the processes and manage those processes to obtain the lowest possible level of error 

 
Table 7: Correlation Coefficients 
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Procurement Performance R 1.000     

Sig. (2-tailed) .     

N      

Product Quality R .682 1.000    

Sig. (2-tailed) .000     

N 78     

Customer focus R .600 .876 1.000   

Sig. (2-tailed) .014 .05.    

N 78 78    

Training  R .577 .142 .765 1.000  

Sig. (2-tailed) .030 .001 .023   

N 78 78 78   

Process management 

 

R .507 .054 .065 .987 1.000 

Sig. (2-tailed) .044 .000 .001 .086  

N 78 78 78 78  

* Correlation is significant at the 0.05 level (2-tailed) 

 

F-Test Results 

F-test is done to test the effect of independent variables on the dependent variable simultaneously. 

According to Kuncoro (2001), F-statistic test basically shows whether all the independent variables 

included in the model jointly influence the dependent variable. Based on the study results of the ANOVA 

Test or F-test in Table 8, obtained F-count (calculated) value was 12.828 greater the F-critical (table) 
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value (10.765) with significance of 0.001. Since the significance level of 0.001< 0.05 we conclude that 

the set of independent variables affect the procurement performance (Y-dependent variable) and this 

shows that the overall model was significant. 

Table 8: ANOVA 

Model Sum of Squares Df Mean Square F Sig. 

      

 Regression 7.897 4 1.9743 12.828 .001
a
 

Residual 11.234 73 .1539   

Total 17.752 77    

NB: F-critical value = 10.765;  

Regression Coefficients 

The study obtained regression coefficients from the multiple regression analysis obtained t value and 

significance level as indicated in Table 9 .The study conducted a multiple regression analysis so as to 

determine the relationship between the dependent variable and independent variables.  With the aid of 

model Y = α + β1X1 + β2X2 + β3X3 + β4X4 + ε) ;   

From the study findings on the regression equation established, taking all factors into account 

(independent variables) constant at zero procurement performance will be 22.876. The data findings 

analyzed also shows that taking all other independent variables at zero, a unit increase in product quality 

will lead to a 0.777 increase in procurement performance; a unit increase in customer focus will lead to a 

0.711 increase in procurement performance, a unit increase in Training will lead to 0.700 increase in 

procurement performance and a unit increase in process management will lead to 0.732 increase in 

procurement performance. This infers that product quality contributed most to procurement performance.  

Based at 5% level of significance, product quality was found to have a calculated t = 5.455 (greater than 

the tabulated value of t = 1.98) and  a significance level of 0.000 thus the value of less than 0.05; 

Customer Focus show a calculated t =4.266 (greater than the tabulated value of t = 1.98) and  a 

significance level of 0.001 thus the value of less than 0.05, Customer focus was found to have a 

calculated t =3.011 (greater than the tabulated value of t = 1.98) and  a significance level of 0.003 thus 

the value of less than 0.05, process management was found to have a calculated t =2.969 (greater than the 

tabulated value of t = 1.98) and  a significance level of 0.004 thus the value of less than 0.05 hence the 

most significant factor was product quality.  

Table 9. Coefficient Results 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

T Sig. 

B Std. 

Error 

Beta 

1 (Constant) 22.876 2.065  7.309 .000 

X1-PQ .777 .585 .602 5.455 .000 

X2-CF .711 .556 .655 4.266 .001 

X3-TR .700 .487 .505 3.011 .003 

X4-PM .532 .356 609 2.969 .004 
a. Dependent Variable: Procurement Performance 

 

CONCLUSION 

It can be deduced from the findings that key procurement performance indicators have considerably 

improved as influenced by among other total quality management attributes, the influence of product 

quality, customer focus, training and process management. Complements and Timely delivery have 

particularly improved by at least 10 percent in the study area pointing to the significance of total quality 

management in the procurement process. 
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It can also be deduced from the foregoing finding that product quality is highly prioritized in the study 

area. This is observed in various key aspects in the company‟s operations including research and 

development, overall firm strategy, service delivery and acquisition of goods among others. This is drawn 

from a the high agreement levels by a majority of respondents affirming that the  firm conducts regular 

research and development on new products and methods of procurement; as a major part of their overall 

strategy, the firm seeks to be first to identify new modes of service delivery; in the firm, the management 

ensures acquisition of quality goods that put the organization products or services in the competitive edge; 

the firm adheres to the procurement policy; in the firm, satisfactory price and procurement performance 

rapport is guaranteed and that the firm reports high rates of demand satisfaction as regards product 

quality.  

It can further be deduced from the finding that customer focus is widely practiced in the study area. 

Specific programs have particularly been initiated in the study area with a view to improve customer 

experience; employees are put through trainings to improve customer relations; and managers express 

commitment to improving customer experience. These assertions have been deduced from the finding that 

the organization has initiated programs to improve customer satisfaction within the past year; in the firm, 

employees have access to IT specific training to enhance know-how and customer service; managers in 

the firm are dedicated to customer satisfaction matters; there is conducive atmosphere at work place; there 

is regular consultation with senior management to help teams manage crises in our firm; and that in the 

firm, employees‟ mood is tailored to ensure effectiveness of customer service delivery. 

It can be deduced from the foregoing that employee training is practiced in the study area to a 

considerably great extent, with a view to align employees to total quality management best practiced. It is 

particularly notable that in the study area, employees are regularly trained and are actively involved in the 

Total Quality Management training programs. Coupled with managerial follow-up and booster sessions, 

the training received by employees of the organization equips them with understanding on TQM and their 

role in it. The trainings received are further frequent and timely. 

It can be noted from the finding that process management is also considerably key in total quality 

management in the study area. This can be noted in the various processes prioritized thereof. The 

organization is particularly found to continuously monitor their processes, assesses and improves its 

internal efficiency with a culture that accommodates external changes in the market. Top management is 

also found to take a leading role in management of quality procurement in the organization and 

employees empowered by the leadership in the organization with a view to enhance processes.  

RECOMMENDATIONS 

In the light of the findings and conclusions, the following recommendations are hereby proposed: Efforts 

must be made to implement those TQM practices which are not being effectively practiced in the study 

area so as to help improve on procurement performance. There is the need to employ quality functional 

deployment. This will enable quality systems to be built on customer needs and wants and also exceed 

customer expectations. When this is done it will help in addressing the issues of poor customer relations 

as well as prevent loses of customers as a result of not meeting customers‟ expectations in terms of price. 

It is recommended that the company subscribe to a quality award system. For instance it should subscribe 

to ISO certification which can help them to put in place all the measures as well as practice TQM to the 

highest level. This will go a long way to boost customer confidence all over the world in the products of 

the company.  

Additionally, quality improvement efforts in the study area should be appreciated. There should be 

systems for recognition and appreciation of quality efforts in order to motivate the staff to work 

effectively. There is the need for the company to purchase modern equipment which would make the 

manufacturing process more efficient and also help reduce the cost of production.  

Finally, since production cost is high which contributes to high pricing of the study area„s products there 

is the need for the company to diversify its key portfolio in order to spread the overhead cost to reduce the 

unit cost of products. Last but not the least there is the need for the study area to build trust amongst the 
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staff so as to improve team work. Team work will enhance productivity and also improve upon employee 

involvement which is a key TQM practice employed to improve upon organizational performance.  
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