The Impact of Applying Total Quality Management on Institutional Performance in Jordanian Pharmaceutical Companies

CHAPTER ONE: GENERAL FRAME OF STUDY 
1.1 Introduction 
The concept of Total Quality Management is one of the most pioneering intellectual concepts that has captured the wide attention of specialists and researchers interested in developing and improving production and service performance in various organizations, as the application of the principles of Total Quality Management and its applications requires efforts to refocus on the desires and ambitions of business and trade organizations and other organizations in society in addition to the continuous development of input systems and working in a group spirit and deepening the team spirit instead of following the individual structure (Alshourah, 2021).
To achieve excellence in the quality process and the success of the organization, we find that quality is achieved through increasing the improvement and development of administrative processes aimed at achieving high quality in the product or service, and improving it to the greatest extent possible (Yahya & Alabdullah, 2022). Quality can also be achieved in creating superiority and distinction through creativity and development by focusing on the product or service provided to customers by providing a service or product that is not provided by another competitor and includes taking measures to maintain this advantage (Al Shraah et al., 2022).
The relationship between total quality and institutional performance lies in the ability of organizations to link the desired organizational goals and institutional performance with all its components and axes of productivity, profitability, organizational loyalty, job satisfaction, etc., and thus stand on all technical and operational aspects of the organization and identify areas of weakness and shortcomings and try to reach sound and appropriate solutions with the least possible time, effort and cost (Ababneh et al., 2024).
1.2 Problem of Study
The need for organizations to apply quality has become an urgent and important requirement, which has produced a degree of competition between many organizations and international companies in their attempts to actually apply total quality management with the aim of optimal exploitation in their operations and activities (Al-Zoubi et al., 2023). However, at the local level, many Jordanian organizations suffer from the problem of not realizing the vital importance of applying total quality management and its effects on performance, as a result of the weak awareness by these organizations of the importance of total quality management in the life of organizations, as it affects the success of the organization and its ability to continue and develop, especially in light of the acceleration of contemporary changes that affect the future of administrative organizations (Maswadeh & Al Zumot, 2021).
It has imposed on them new, additional challenges, which are evident in their persistent efforts to catch up, absorb and introduce modern, advanced systems that are compatible with modern ideas and trends, which give organizations the characteristic of modernity and development, and pharmaceutical companies, like other administrative organizations that suffer from this changes, which are represented in the extent of the feasibility of applying quality development programs in the Jordanian pharmaceutical company from an economic point of view and the relationship between the benefits that can be gained from applying the quality development program, and in not realizing the vital importance of applying total quality management and its effects on performance (Al Khasabah et al., 2022). Thus, the problem of the study crystallizes in the following question: What is the impact of applying the principles of total quality management on institutional performance in Jordanian pharmaceutical companies?
1.3 Importance of the study
Theoretical significance:
The theoretical significance of this study stems from its contribution to enriching the literature related to Total Quality Management (TQM) and its impact on institutional performance, especially in the pharmaceutical industry in Jordan. The study highlights the extent to which TQM practices, such as leadership, employee engagement, customer focus, continuous improvement, and strategic planning, impact institutional performance. It also contributes to bridging the knowledge gap by providing a theoretical framework that helps researchers and practitioners understand the relationship between TQM implementation and institutional success in a competitive business environment.
Practical significance:
The practical significance of this study lies in providing results and recommendations that can help Jordanian pharmaceutical companies adopt and develop effective TQM strategies, which enhance their institutional performance and competitiveness. The study also provides decision-makers and executives with a deeper understanding of how to improve operational processes, enhance customer satisfaction, and achieve institutional sustainability by applying TQM principles. In addition, the results obtained can serve as a practical guide to support administrative policies and practices that contribute to achieving institutional excellence in the pharmaceutical sector.
1.4 Study Objectives
This study aims to analyze the impact of applying Total Quality Management on institutional performance in Jordanian pharmaceutical companies, by focusing on a set of basic factors such as leadership, employee participation, customer focus, continuous improvement, and strategic planning. The study seeks to provide a scientific framework that can contribute to improving institutional performance by adopting best quality practices. It also aims to provide decision makers in pharmaceutical companies with practical recommendations to help them enhance quality and operational efficiency. The following detailed objectives emerge from it:
1. Analyzing the impact of leadership in applying Total Quality Management on institutional performance in Jordanian pharmaceutical companies.
2. Studying the role of employee participation in enhancing institutional performance through adopting Total Quality Management practices.
3. Measuring the extent of the impact of customer focus on improving institutional performance through applying Total Quality Standards.
4. Examining the impact of continuous improvement on institutional performance in Jordanian pharmaceutical companies.
5. Studying the relationship between strategic planning and Total Quality Management and its impact on institutional performance.
6. Providing practical recommendations to improve the application of Total Quality Management and enhance institutional performance in pharmaceutical companies.
1.5 Study Questions
The study problem is represented in answering the following main question:
What is the impact of applying total quality management on institutional performance in Jordanian pharmaceutical companies?
And the sub-questions branch out from it:
What is the impact of leadership in applying total quality management on institutional performance in Jordanian pharmaceutical companies?
What is the impact of employee participation in applying total quality management on institutional performance in Jordanian pharmaceutical companies?
What is the impact of focusing on customers on enhancing institutional performance through applying total quality management in Jordanian pharmaceutical companies?
What is the impact of continuous improvement on institutional performance in the context of applying total quality management in Jordanian pharmaceutical companies?
What is the impact of strategic planning on institutional performance in Jordanian pharmaceutical companies?
1.6 Study hypotheses
To achieve the objectives of the study, the following main hypothesis was formulated:
H01: There is no statistically significant effect at the 0.05 significance level of Total Quality Management (TQM) implementation on institutional performance in Jordanian pharmaceutical companies.
From which the following null hypotheses branch out:
1. H01.1: There is no statistically significant effect at the 0.05 significance level of leadership in TQM implementation on institutional performance in Jordanian pharmaceutical companies.
2. H01.2: There is no statistically significant effect at the 0.05 significance level of employee participation in TQM implementation on institutional performance in Jordanian pharmaceutical companies.
3. H01.3: There is no statistically significant effect at the 0.05 significance level of customer focus in TQM implementation on institutional performance in Jordanian pharmaceutical companies.
4. H01.4: There is no statistically significant effect at the 0.05 significance level of continuous improvement in TQM implementation on institutional performance in Jordanian pharmaceutical companies.
5. H01.5: There is no statistically significant effect at the 0.05 significance level of strategic planning in TQM implementation on institutional performance in Jordanian pharmaceutical companies.
1.7 Study Variables
The study consists of the following variables:
Independent Variable: Total Quality Management (TQM), which consists of the following sub-variables:
· Leadership
· Employee Participation
· Customer Focus
· Continuous Improvement
· Strategic Planning
Dependent Variable: Institutional Performance.
The study variables are as follows:
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Figure 1: model of study (Source: Author)
1.8 Previous Study
Study (Al-Fayyad, 2020) entitled: The impact of applying total quality management on the efficiency of institutional performance in service companies (case study of the Technical Insurance Services Company). 
This thesis aims to study the impact of applying the principles of total quality on the efficiency of institutional performance in an insurance brokerage company in the United Arab Emirates. This thesis also seeks to identify the reality of applying the principles of total quality in service institutions, and to identify the performance measures followed by these institutions. To achieve the objectives of this study, two separate questionnaires were designed to test the hypotheses proposed, one at the customer level and the other at the company’s employees. The questionnaire was distributed to a random sample of 86 customers, and 82 employees answered the employee questionnaire. After reviewing, most of the answers were accepted. The study found that there is great interest by the Technical Insurance Services Company - the study location - in the principles of total quality, and the application of these variables with varying degrees and levels of positiveness. The highest level of application was for focusing on the customer, while the variable of continuous improvement was considered the least in terms of application. The study also found that there is great interest by this institution The study also showed that there is a statistically significant relationship between all the variables of the comprehensive quality principles adopted by the researcher in the study and the institutional performance followed.
Study (Abdul Rahman, 2021) entitled: The role of organizational culture in modifying the relationship between total quality management and institutional performance in the industrial sector in Khartoum State. 
This study aimed to identify the role of organizational culture in modifying the relationship between total quality management and institutional performance in the industrial sector in Khartoum State. The study adopted the descriptive analytical approach, and the questionnaire as a main tool in collecting primary data from the respondents, whose number reached (208) respondents. The study concluded that there is a positive relationship between directed total quality management and institutional performance, and that there is a partial impact of organizational culture on the relationship between total quality management and institutional performance.
Study (Darwish, 2022) entitled: The role of applying comprehensive quality standards in improving performance in social institutions in Sulaymaniyah Governorate.
The study aimed to highlight the role of applying comprehensive quality standards in improving performance in social institutions in Sulaymaniyah Governorate. To achieve the objectives of the study, the researcher followed the descriptive analytical approach and case study, and relied on the questionnaire as a study tool. The study concluded that the institutions subject to the study apply comprehensive quality standards in an average manner, and there is some interest in improving performance in social institutions in Sulaymaniyah Governorate.
Study (Ben Awda and Ayoub, 2023) entitled: The nature of the relationship between comprehensive quality management and job performance in the two production institutions in Oran Governorate.
It aimed to identify the nature of the relationship between Total Quality Management and job performance in the two productive institutions in the state of Oran. The two institutions were chosen using a simple random method. The results of the study showed a relationship, as the sample was 80 workers from each, with a positive correlation with statistical significance between all dimensions of Total Quality Management and job performance. The results of the study also showed that there is great interest on the part of the two institutions under study in applying the dimensions of Total Quality Management and keenness to raise the level of job performance.
Study (Badr and Al-Madhoun, 2024) entitled: The impact of applying the principles of total quality on the performance of institutions in foreign civil society organizations operating in the Gaza Strip.
This study aimed to study the impact of applying the principles of total quality on the performance of institutions in foreign civil society organizations operating in the Gaza Strip. To achieve the objectives of this study, a questionnaire was designed. The research community consisted of employees in senior management (director of the institution, deputy director, head of department) in foreign non-governmental (civil society) institutions and organizations operating in the Gaza Strip. A total of 6 questionnaires were distributed to the study sample, and 22 questionnaires were retrieved, i.e. 2%. The results showed a statistically significant relationship between all variables of the principles of total quality adopted by the researcher in the study and the institutional performance followed in these civil society organizations.
Study (Gezew Megersa, 2024) entitled: The Impact of Total Quality Management on Organizational Performance: A Case Study on the National Cement Company.
This study aimed to know the impact of Total Quality Management on the organizational performance of the National Cement Joint Stock Company, and also aimed to bridge the gap in the literature and knowledge of Total Quality Management. The study used an illustrative and descriptive research design and used the mixed method. The questionnaire was conducted using structured and self-administered questionnaires and distributed to employees of the National Cement Joint Stock Company who work in different units of the company. Descriptive statistics and statistical tools for correlation were used to examine the relationship between the Total Quality Management component and organizational performance.
1.9 Operational Definitions
A. Independent variable:
Principles of Total Quality Management: This refers to the process that aims to add the quality of total service performance in Jordanian pharmaceutical companies in terms of employee participation, education, training and best use in decision-making, in addition to focusing on the public
receiving the service.
B. Dependent variable:
Institutional performance: A set of joint efforts between management and employees aimed at achieving a set of desired organizational goals, whether profitable, organizational or training, in a way that serves the public interest of the organization as a whole.
1.10 Study Limits
A- Spatial Limits: This study was conducted on Jordanian pharmaceutical companies.
B- Human Limits: The study sample will consist of employees working in Jordanian pharmaceutical companies.
C- Temporal Limits: This study began in 2024 and will continue until the completion of collecting and analyzing the data of this study in 2025.
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CHAPTER TWO: LITERATURE REVIEW
2.1 Definition of quality
The definitions provided by writers and those interested in the subject of quality have varied and varied in setting a specific definition for the meaning of quality and its various dimensions, it is difficult to find a simple definition that defines it comprehensively due to its multiple aspects and multiple perspectives (Souza et al., 2022). This will be clearly demonstrated through the set of definitions, as quality experts agree that it is a fundamental factor among other factors that affect the competitiveness of the institution, they also agree to underline the need to give quality strategic importance, "as some see that the term quality refers to the ability of management to produce a product or provide a service that is capable of meeting the needs of the consumer" (Yu et al., 2020).
This is consistent with what JOHNSON presented, saying, "Quality is the ability to fulfill the desires of the consumer in a manner that matches his expectations and achieves his complete satisfaction," What Nespoulous Theory stated in his definition of quality largely agrees with him in this definition, "as a set of characteristics and specifications of the product or service that has the ability to meet needs and works to respect and understand the desires of the customer, it starts from studying the needs and ends with after-sales services (Toke & Kalpande, 2020).
The importance of quality:
Most of the major institutions that have achieved significant successes are those that have realized the relationship between quality, profitability and market share, the business community has realized that quality has effects on the life of the institution, represented by improving profitability and competitiveness, this is because improving quality makes purchasing at a higher price acceptable to the consumer, and it also increases sales volume, so that the product becomes marketed itself, which in turn is reflected in marketing costs and competitiveness, it is because the quality management notice is to do the work correctly the first time, and thus if applied, it will lead to achieving the cost and increasing profitability (Kulenović et al., 2021).
On the other hand, quality works to strengthen the competitive position of the company, by providing a high-quality product or service according to the consumer's request at a good price, and at a time that suits the consumer (Yasin, 2021). It also works to maintain the vitality of the institution, through renewal, continuous improvement, education and training, and adapting to environmental variables to ensure survival and continuity. While the rate of turnover and improving performance and productivity are achieved through material and moral motivation, teamwork, solving work problems, and improving quality collectively and team spirit (Canbay & Akman, 2023).
2.2 Definition of Total Quality Management
There are many definitions of Total Quality Management. Some define it as an organizational strategy and administrative methods that lead to the delivery of high-quality products or services to the consumer or client, Total Quality Management is also defined as the process of continuous improvement in each activity of the organization through management that cares and focuses on continuous improvement, this is done through the use of skilled individuals, work teams, and improved and successful practical methods (Jumady et al., 2021).
Total Quality Management is also defined as a cooperative form of work performance that relies on the joint capabilities of both senior management and employees with the aim of continuously improving and increasing productivity through work teams. Total Quality Management is the combination of all efforts within the production or service facility with the aim of continuously improving performance that leads to consumer satisfaction (Jami, & Muharam, 2022).
Total Quality Management is a strategic concept that aims to achieve continuous improvement in all elements and functions of the organization; this concept focuses on achieving customer satisfaction by improving quality in all aspects of operations, from design and development, to production, services, and support, employees are an essential part of this process, as they are encouraged to participate in improving quality and developing processes (Shwedeh et al., 2023). 
The issue of implementing TQM programs in institutions and companies has become a necessity, and a method that helps institutions survive and continue under market conditions and financial and economic conditions. The TQM approach is considered one of the modern trends in management sciences, which has gained popularity due to its ability to develop the performance of institutions, by building a culture of quality in its comprehensive sense to improve the management systems of institutions (Nasim et al., 2020). 
Therefore, adopting the TQM approach as an approach to improving management performance may be the real step towards positive change in changing the philosophy of business management, and achieving customer satisfaction.
2.3 Total Quality Management Philosophy
The first attempt to define the concept of Total Quality Management was by the British Quality Organization, which defined TQM as the administrative philosophy of the organization through which it realizes the achievement of both the customer’s needs and the achievement of the organization’s goals (Liu et al., 2023). 
ODGERS defines it as more than just management processes; it is a culture, a way of life through which and by which organizations aim to bring about fundamental changes in the way all individuals and managers perform and behave properly and continuously. In another definition by HOFFER, he emphasizes that “Total Quality Management is a philosophy designed to make the organization faster and more flexible in creating a solid structural system, through which efforts are directed to win customers through collective participation in planning and implementation” (Niyi Anifowose et al., 2022).
Total Quality Management is a tool for effectiveness and competition: There is an intellectual trend adopted by many thinkers such as Crosby and Jonn Oakland, who focus on quality management as a tool for effectiveness and a means to confront competition, “as it is the optimal method that helps prevent problems by working to stimulate and encourage optimal administrative and organizational behavior in performance and the efficient and effective use of financial and human resources.” On the same path, Oakland says, “Total Quality Management is the means by which the organization is managed to develop its effectiveness and flexibility (Dewi Anggadini et al., 2021).
2.4 Total quality is an administrative process (a distinctive administrative method):
Most of the definitions that make total quality management a distinctive administrative method for solving all problems, and ensuring survival and profitability in all cases fall, as COLE defined it in 1995 as "an administrative system that places customer satisfaction at the top of the list of priorities instead of focusing on short-term profits" (Marchiori & Mendes, 2020).
Total quality management is defined as "an administrative process based on a set of main foundations that focus the organization's energies and resources on the desires and needs of workers and achieving them in a continuous and organized manner" (Faraj et al., 2021).
These definitions are based on the fact that quality does not happen by chance, it must be managed like business management in general, as it is a group of activities aimed at achieving specific goals through the optimal use of resources, and includes all planning, organizing, directing, monitoring, and confirmation activities implemented by the manager to impose the achievement of the required quality on time and at the best possible cost (Coelho et al., 2022).
2.5 The cooperative aspect of Total Quality Management
JOBLANSkI focused in 1991 on the cooperative aspect in the performance of productive work by investing the talents and skills of workers in the technical and administrative fields in order to provide continuous improvement of the required quality by adopting a work team with high production efficiency (Ali & Johl, 2022).
This is consistent with what ROYALMAIL stated about "TQM is the comprehensive method or means of work that encourages workers to work within one team, which works to create added value to achieve the satisfaction of consumers' needs." By collecting the four important angles in understanding total quality, we can say that total quality management is based primarily on the philosophy of management. It is a way of thinking from which a method of work is assumed by all individuals in the organization in addition to its external parties (Karageorgos et al., 2021). 
This represents why total quality is necessary? This philosophy is profit-oriented, customer-focused, people-centered, and partner-assisted, and takes environmental variables into consideration. More briefly, TQM has introduced four revolutions in the world of business management, which are (Budayan & Okudan, 2022):
· Giving the customer priority and precedence.
· Continuous improvement of everything that happens within the organization.
· Everyone’s participation in achieving and setting goals.
· Including the organization in a social network.
2.6 Requirements for implementing Total Quality Management
The implementation of Total Quality Management is a strategic decision with a long-term goal, which requires preparations and study on how to achieve it and when it can be achieved (Othman et al., 2020). This matter requires moral support before it is material from all concerned parties, as the success of implementing Total Quality Management depends on the extent of conviction and belief of the higher authorities in the institution in its necessity and the great benefits that this change provides to management, workers and owners of the institution, this conviction must be translated into strong support and backing for the idea of ​​change and its necessity (Alawag et al., 2023).
Considering that implementing Total Quality Management is a strategic decision that affects the future of the institution, no party has the authority to make such a decision except for senior management, support for this decision is embodied by announcing it to all administrative levels and clarifying the gains that will be generated from its implementation for the individual worker and management together, and announcing the financial allocations supporting the project to reflect the sincerity of determination and to keep it as mere verbal slogans (Ababneh et al., 2021).
Before implementing the comprehensive quality methodology, it is necessary to strengthen the conviction of all those working in the institution, as acceptance without conviction is useless, because conviction enhances the process of implementation and commitment to it, by the institution's employees, and this can only be achieved by changing the prevailing organizational culture in the institution with a new culture that serves comprehensive quality management, the features of which are as follows (Alawag et al., 2023):
· Making the language of speech, behavior and work within the institution the same.
· Developing bonds of affection between employees, by applying fair opportunities and rewards, to reduce the phenomenon of work disputes.
· Providing humane treatment and respect for everyone working in the institution. Based on developing informal relationships between everyone, deepening the idea that the customer is the one who runs the institution.
2.7 Stages of implementing Total Quality Management
The transition to Total Quality requires several stages that must be followed by the institution's management, in order for the transformation process to be successful and achieve the desired goals. Five basic stages can be identified that must be taken into account, explaining these stages:
First: The preparation stage: The main objective of this stage is to consider quality as part of the institution's culture, and to focus on full support from the institution's senior management, this stage includes enhancing awareness of the importance of development through a scientific diagnosis of the institution's problems, and stating the challenges it faces (Albloushi et al., 2023)
It is also necessary to identify the needs, requirements and desires of the beneficiaries, and consider them an important basis for formulating the institution's goals, and to introduce the leaders to the intellectual foundations of Total Quality Management, and the commitment of administrative leaders to the idea of ​​administrative excellence, as well as their support for developing the performance of employees in light of this idea (Babatunde, 2021).
Second: Planning stage: This stage aims to highlight the sincere desire of the institution's management to devote all its efforts to achieving comprehensive quality and its commitment to spreading and supporting the culture of quality. This stage includes introducing the institution's employees to comprehensive quality and convincing them of the concepts of excellence that are reflected in their standard of living, and forming a comprehensive quality council from those with an opinion and knowledge of the current situation of the institution, provided that this council is specialized in managing, directing and supporting operations related to comprehensive quality management. In addition to appointing a comprehensive quality manager from among the heads of the institution's organizational units, who have distinguished and leadership skills, followed by preparing a comprehensive plan to implement comprehensive quality management, with the participation of all employees to benefit from the diversity of their opinions and ensure their commitment, gain their satisfaction, and develop a plan to develop information systems at the institution level, enabling it to keep pace with the technology used in data processing (Asante & Ngulube, 2020).
Third: Evaluation stage: This stage aims to provide information related to the institution and its development priorities. This stage includes diagnosing the current situation of the institution and identifying strengths to support it and weaknesses to address them, and determining standards for measuring total quality; these can be derived from international standards provided that they are compatible with the institution's work environment, i.e. taking into account the specificity of the environment while applying total quality, the institution's culture must also be reviewed in light of the changes that have occurred and the extent of its compatibility with the quality culture and commitment to it (Antunes et al., 2021).
Fourth: Development stage: This stage is concerned with the actual application of total quality management, and addressing the problems and shortcomings that resulted from the previous stage. This stage includes activating the work of the total quality team, defining responsibilities and defining all employees' roles in the change process, in addition to the periodic review of the efforts made in applying total quality, and the progress made in this aspect, in addition to studying similar experiences and what can be benefited from them (Ahmed & Idris, (2020).
Fifth: Continuous improvement stage: This stage aims to identify the best practices and best performances in order to invest them again in continuous improvement processes. This stage includes the use of comprehensive quality experts in evaluating the application program, and conducting a benchmarking comparison of performance (Benchmarking) for the application of comprehensive quality management with similar institutions, in addition to inviting all parties concerned with developing the institution's work to participate in the application process. All employees in the institution must also be provided with feedback on the evaluation results, then return again to the planning stage to continue the process of continuous improvement of comprehensive quality (Coelho et al., 2022).
The application of each stage and step of the above requires an appropriate period of time to complete it. Accordingly, it is clear from the above that the comprehensive quality management approach has developed over time, after the focus was on the final product through the required specifications, then moving to controlling and monitoring the process and statistically limiting the percentage of defects, and then moving to focus on all of the above, which emphasizes customer satisfaction and achieving continuous improvement.
2.8 Components of Total Quality Management
2.8.1 Leadership
The topic of leadership has captured the attention of researchers and practitioners for quite some time now, as theories and approaches that have addressed the concept of leadership have multiplied over time, despite the multiple definitions of leadership that these theories and approaches have addressed, there are four basic elements of the phenomenon of leadership that most studies in this field have agreed upon, namely: that leadership is a process, that it includes the ability to influence, that it arises or occurs within a group, and that it includes a general or shared goal that is intended to be achieved. In light of this, leadership has been defined as "a process through which an individual influences a group of individuals to achieve a common goal." If we take leadership in an institutional context, it can be viewed as a phenomenon with four aspects or dimensions as well: the nature and behavior of the leader, the nature and behavior of followers, the nature of the institution, the environment in which the institution operates and with which leadership interacts (Indadihayati & Hariyanto, 2023).
The concept of leadership refers to influencing the thoughts, feelings and behaviors of others, either directly or indirectly, leadership is a human process that motivates workers to achieve organizational goals. It is not a personal characteristic, but rather the result of a complex combination of the leader, the work group, and organizational circumstances; it aims to "achieve harmony and compatibility between the needs and desires of the group members." It is difficult to define the concept of leadership because it is linked to many social sciences, which tries to understand the nature of leadership and its function? However, psychologists and sociologists agree that "leadership in its various positions expresses a pattern of relationship between the leader and the group that leads to directing the members of the group to exert their utmost efforts in order to achieve a specific goal" Nashihin et al., 2021).
2.8.2 Employee Participation
Quality management did not come as a system to change the organization's work systems or the way it deals with customers, but rather aimed to change the ideologies and cultures of the organization's employees and then bring about change in the organization itself, its principles and values ​​by adopting a new concept of what quality offers and the extent of added value through what it offers as a product or service to society, and this will not happen except through a process of profound change in the perspective of the value of the work performed by the organization's employees through their participation and adoption of the concept of product or service quality and customer satisfaction (Al-Maamari, 2020).
For this reason, quality management was interested in the participation of employees in the change process and understanding the reasons leading to this new change and what is needed for it and what the organization aims for behind this change, but rather quality management assigned these tasks to the tasks of senior management and the responsibilities due to the system to ensure the achievement of the organization's vision and senior management is held accountable for it in the event of failure, therefore, and given the importance of employee participation, it has become the third principle of the seven main principles of quality management after each of the focus on the customer and leadership and before the methodology of operations and improvement and decision-making based on facts and relationship management (Kazem 2024).
In order for the quality management system to achieve its desired goal, employees must participate in understanding the goal that the organization seeks through this change and what the expected results are. They must also understand the mechanisms for achieving change through a change process that may include changing systems or redesigning systems in a different way. The change may include the organizational structure by changing organizational roles or canceling and merging some and changing resource assignment systems. It is also necessary for employees to participate, especially middle management, from department or group heads and first-line supervisors dealing with understanding the nature of the change and ensuring that employees do not lose their jobs and removing the fear that will limit the increase in rumors and allegations of an unknown future (Závadská & Závadský, 2020).
2.8.3 Customer Focus
Companies in every industry are facing a battle for customer loyalty, and it is no longer just about price, promotions and quality, experience also plays an important role, which is why organizations have implemented an approach called customer focus (Carnerud et al., 2020).
Customer focus is a business strategy based on putting the customer first and at the center of the business to provide a positive customer experience and build long-term relationships. This sales and marketing concept puts customers rather than the product at the center of attention. Thus, customer expectations, needs and desires form the starting point for marketing campaigns. However, customer focus is more than just a service or sales channel. It is part of the organizational culture, strategies and philosophy of the company. The concept covers all areas and requires the cooperation of all employees (Ibrahim et al., 2025).
One of the basic concepts of customer focus understands why and how customers buy, this will help you deliver better services and products to the right people, in the right place, at the right time, some companies believe that focusing on sales will increase sales, however, as we have already seen, focusing on customers will generate more positive results in the long run in terms of sales and profits (Echulet et al., 2023). 
When you support customers throughout their journey, you help them become more informed, consider their options and make the right decision. At the end of the day, this makes them more confident in their purchasing decision, making it easier to sell. While some companies see complaints and bad reviews as unfavorable, customer-centric brands see them as opportunities to learn and improve their strategies. Customer-centric companies go a step further by getting feedback from consumers who have left the brand to understand why they left and what they can do to improve in the future. This helps them improve the experience of potential customers, leading to greater satisfaction and loyalty to the brand (Azarian & Taghipour, 2020).
2.8.4 Continuous improvement
 Continuous improvement in total quality management can be defined as a set of procedures carried out by the quality department within the organization, aiming to review and evaluate the processes and practices within it, in order to improve them, increase their efficiency and effectiveness, and reduce the errors and defects resulting from them, through the changes made to them on an ongoing basis (Al Shraah et al., 2022).
The continuous improvement process begins by first identifying the problem, then plans are developed for solutions, ideas are tested, and the resulting changes are monitored. In the first stage of this process, current processes are analyzed, and processes that are not in line with organizational goals are identified. After that, the agreed improvements are implemented, and it is preferable to discuss them with senior and middle management, department employees, suppliers, and customers. After that, the changes made are monitored to ensure that they achieve the desired effects (Bayev et al., 2022).
Various organizations use the continuous improvement approach because it achieves many benefits. Through the continuous improvement process, employees feel valued for their vision and perspectives, because this process gives them the foundation they need to solve the problems they face in their work, which improves their efficiency and increases their job satisfaction, the continuous improvement process also helps create a proactive learning culture that encourages employees to follow the best path in operations, while thinking outside the box and learning more (Fundin et al., 2021).
The continuous improvement process plays an effective role in identifying customer requirements and needs, the problems they face, the things they are looking for, and the services and products they need most, and thus anticipating these things improves customer service (Wawak et al., 2020).
2.8.5 Strategic Planning
Planning in its general concept is seen as the administrative activity that seeks to draw up the goals, plans and alternatives necessary to achieve the goals with the lowest costs, best means, best performance and least possible effort and time. Strategic planning is considered an analytical mental process to choose the future position of the organization according to the changes occurring in the external environment and the extent of the organization's adaptation to it. It is a process that does not start from a vacuum, but rather begins with the process of defining the organization's mission, analyzing the environment, defining goals, setting and developing strategies, then evaluating them and choosing the most appropriate ones for the organization (Wen et al., 2022).
Strategic planning for quality is also one of the most important features of modern management. It is a process carried out by the organization to determine its strategy or make decisions regarding allocating its resources to follow up on this strategy in order to make future decisions or determine the future direction. Strategic planning for comprehensive quality, or what is called quality engineering, means the process of setting main goals to obtain long-term quality, in addition to taking major steps to achieve those goals with the development of indicators and performance level measures (Ahmed & Idris, 2020).
Strategic planning is the cornerstone of the life of business organizations, as organizations analyze the prevailing conditions at the local, regional and global levels, and study the changing needs and their effects on the organization's work and what all of this means in terms of opportunities or threats, the organization also diagnoses its internal capabilities and potentials, to identify its strengths and weaknesses, and then develops appropriate strategies to adapt to the data, such as exploiting available opportunities and overcoming threats and obstacles to maintain its continued existence to reach a leading position in all areas of its activities, the importance of strategic planning has increased in recent decades as a result of successive variables and competition in the external environment (Asante & Ngulube, 2020). 
Accordingly, organizations have become more concerned than ever with identifying everything that is happening outside their borders, including international economic variables and data, the objectives of strategic planning meet with many of the objectives of total quality management, which indicates the existence of a reciprocal relationship between them (Babatunde, 2021).
2.9 Institutional Performance
The organization's work system includes input and output elements with the availability of a set of information and analysis methods, various activities within the organization are implemented and practiced in light of associative relationships between inputs and outputs and work procedures in light of which the available information and analysis methods are used, therefore, what has been described as a general framework for the work system determines these relationships between the organization's parties internally and between the organization and the surrounding environment externally (Chaudhry et al., 2022).
Given the presence of major external factors outside the scope of the organization's management that are necessarily reflected in its performance, it was necessary to pay attention to measuring institutional performance, which is based primarily on measuring the performance of the individual and management in light of both internal and external influences. Institutional performance is the integrated system for producing the organization's work in light of its interaction with the elements of its internal and external environment. In order to develop performance, it is necessary to analyze the performance gap, which is to determine the decline in actual performance from the targeted performance, then to search for the sources and causes of the decline in order to determine the means of treating it to return performance to the required level (Garcia & Orsato, 2020). 
For vocational training institutions, the targeted performance represents the expected quality of the beneficiary (trainee) regarding the services of the training institution, while the actual performance represents the quality that the beneficiary (trainee) actually perceives through receiving those services. By relying on total quality management, this gap between the targeted and actual levels of performance is reduced, and an attempt is made to eliminate it, then work to overcome it later through continuous improvement processes, which is the essence of the total quality management philosophy (Rajabalee & Santally, 2021).
2.10 The relationship between Total Quality Management and institutional performance
The quality of good performance in the concept of Total Quality Management does not happen spontaneously, it can only be achieved if it is planned from the reality and core of the actual work of the institution itself, so it penetrates and penetrates all aspects of work in the institution, and it should be emphasized that the essence of Total Quality Management is commitment to its principles and dimensions, to ensure that every individual in the institution performs his work in a manner that emphasizes achieving high and solid efficiency in performance and ensuring the process of continuous development (Berrone et al., 2022).
The definition of Total Quality Management is linked to continuous improvement in performance in the long term by focusing on the requirements and expectations of customers without neglecting the requirements of shareholders and all other stakeholders, and Total Quality Management is the optimal method that helps prevent and avoid problems by working to stimulate and encourage optimal administrative and organizational behavior in performance and using material and human resources efficiently and effectively (Drobetz et al., 2021).
Commitment to implementing Total Quality Management has a clear impact on performance, as it plays the role of a force that drives performance towards absolute excellence, through the proper application of its principles. This impact appears on institutional performance, as the Total Quality Management system is a comprehensive approach that aims primarily at continuous improvement of the administrative process by satisfying the beneficiary, trying to address and avoid errors before they occur, and focusing on operations, in addition to paying attention to results, this requires motivating the institution's employees and urging them to work hard and sincerely by praising them and motivating them financially and morally, and that the institution also has the correct and accurate data and information so that the right decisions are made at the right time (Antunes et al., 2021). 
All of this in turn leads to the quality of the communication process between the institution's elements, which lead to achieving the desired results through the process of positive results through feedback (Indadihayati & Hariyanto, 2023). 
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