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 Abstract: Many empirical studies that suggest that ISO certification has no effect on performance 

continue to cast doubt on the effectiveness of quality management systems (QMS) on performance. 

This paper examines quality management systems and how they affect the performance of 

manufacturing firms in Malaysia because of this contradiction and the dearth of empirical studies 

there. Food processing companies still struggle to put quality management systems into practice in 

a way that results in improved organizational performance. As a tactic to obtain a competitive 

edge in the target market through the creation of superior product quality, market growth, and 

improved customer satisfaction, many manufacturing businesses in Malaysia are still finding it 

difficult to adopt efficient quality management systems.  

The article offers deeper understandings into the advantages of quality management systems, 

methods, and concepts that managers should consider for any certification, including ISO, TQM, & 

others, to be effectively applied and then transfer to improved company performance. The study 

discovered a significant positive relationship between the competitive performance of a firm and 

the quality management techniques under investigation. These quality practices—which include 

top management support, capacity expansion, adoption and exploitation of information 

technology, and control measures—are essential to achieving and maintaining this competitive 

performance.  

The study suggests that manufacturing companies should concentrate on changing the 

organizational culture as a whole in order to make it overtly quality-oriented. In order for the 

company to reap the rewards of a quality management system, it is essential to regularly conduct 

training in this area in order to instill habits and make employees more amenable to the change of 

working methods. Organizations may increase internal efficiency via the use of quality 

management strategies, which is a must for competing in the global market. 
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1. Introduction 

Successful organizations are crucial for developing countries because they play a significant part in 

our everyday lives. As a result, a lot of economists liken organizations and institutions to an engine 

that drives advancement in the economy, society, and politics. Organizational performance is 

undoubtedly the most significant measure of organizational performance and one of the most 

significant factors in management research.  
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The goal of this study was to build research by analyzing theoretical ideas related to the quality 

management system and organizational performance that had been researched by earlier 

researchers. Surveys and a study of the literature are the methods employed for this. To build 

constructs in accordance with the research that the phenomena in the form of case studies 

mentioned in the journal related with the study variables, the literature review approach was used. 

Review indicates that the company has a number of quality management systems. The systems that 

best meet a company's demands must be selected by the companies. The parameters of various 

quality management systems are essentially the same; just the terminology is different. The 

building blocks of a quality management system are leadership, a focus on customers, a focus on 

people, a focus on operations, measurement, data analysis, and information, and improved results, 

whereas the components of organizational performance, such as achieving financial performance 

goals and finances, are profitability, cost effectiveness, the efficiency of the service system, and 

increased sales. The effectiveness of an organization's quality management system is impacted. 

 

2. Need for this Study 

A surprising proportion of industrial enterprises lack well-established quality systems, despite the 

fact that quality management systems tend to gain fame and knowledge in Malaysia and worldwide. 

Several detractors claim that the government has not responded particularly well to the 

significance of putting into place successful and effective quality systems that would offer it a 

competitive advantage in the global market by ensuring high quality standards. Problems with lost 

time and rising expenditures exist that cannot be rectified.  

If major chances to enhance the standard of their production processes and products are not taken 

advantage of, the manufacturing sector might suffer large financial losses. The majority of these 

businesses are concerned about the expenses associated with implementing quality procedures, 

namely the preventative, evaluation, and failure costs. The knowledge and tools needed to reduce 

waste in industrial processes are provided through the preventative costs (Rodchua, 2006).   

 For businesses to survive, it is crucial that they are able to meet and even surpass client 

expectations through efforts to continuously improve. Since they stand to benefit from these 

measures, manufacturing organizations should turn their attention away from the expense of 

implementing quality procedures and towards sustainability. Consistently increasing value to 

consumers is one of the primary goals of adjusting a quality process (Stamatis, 2004, p. 23). In a 

study by Master Six Sigma Black Belt Chuck Cox, it was discovered that 25% of such costs can be 

decreased in half through continuous effort every year and six months. For businesses that do not 

perform ongoing continual development, their costs of quality may range from 20 to 35% of the 

revenue stream, or equal to the product's selling price (Anderson, 2011).   

 Also, businesses must stress superior quality to their suppliers. Many businesses now only work with 

suppliers that have established continuous improvement programs because they understand that by 

doing so, the supplier will invariably reduce waste and expenses, resulting in components that are 

more affordable and of the highest quality. A strong supplier connection is one of the most 

important requirements for supplier selection. A positive connection suggests that there is trust and 

that the supplier may be ready to make process improvements to lower the cost of their goods 

when the opportunity presents itself. It will benefit both the provider and its client in this case.  

Policy makers and development partners that aid in the expansion of private sector initiatives that 

support a varied and productive manufacturing industry will find great value in the research. 

Policies and rules will be introduced in order to enhance and stimulate both quality and 

performance. The management of manufacturing companies, who are the primary players in 

organizational success, stand to gain from this.  

The study's insights into how quality management influences overall performance would be helpful 

to the many firms that engage in manufacturing in Malaysia. Industry participants who comprehend 

that improving a product's worth before it is introduced to the market boosts sales, boosting the 

average profits per input, will do well.   
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Academicians will gain from the study by adding to the body of knowledge, particularly in the areas 

of quality management and organizational performance. Consequently, the study's conclusions 

might be relevant in providing academics with a variety of contextual viewpoints..   

3. Background 

Quality management approaches have had a great influence on the frantic organizational 

initiatives. Positive impacts inside the organizational networking can witness to the implementation 

of quality management methods, according to earlier studies. Every technique used in quality 

management aims to improve product quality while lowering costs and raising customer 

satisfaction. Customer satisfaction is typically characterized as a post-purchase comparison of a 

product's performance to expectations before to purchase (Jun & Cai, 2010). Because the addition 

of human resource practices improve organizational performance, the involvement of quality 

management practices in companies is essential. According to earlier research, numerous sectors 

had severe issues with quality management procedures that could only be remedied by the 

involvement of a cutting-edge quality management cell. Manufacturing companies all over the 

world use quality management techniques primarily to satisfy customers.  

Better organizational performance, increased productivity, effective procedures, and competitive 

goods and services that satisfy the customer and increase organizational competitiveness are the 

anticipated outcomes of quality management. The most important factor in the administration 

investigation and unquestionably the most important indicator of hierarchical success is 

organizational performance. The main requirement for improving and achieving excellence in 

business is developing and implementing a system for assessing the association's performance.  

As  indicated  by  Robert  Kaplan  (2003),  "Every  association  must  make  and  impart approaches 

to gauge execution to mirror its special methodology. The prompt part of an  execution  estimation  

is  to  check  the  association's  advance  in  accomplishing  its objectives. Another essential part of 

an execution estimation framework is to inform people the angles that are critical for achievement 

and distinguishing the areas that need change. 

Ionita, Pindiche (2014) explains that the implementation of quality management systems positive 

effect on increasing revenue and reducing costs, improving the organization's image, competitive 

differentiation, improve customer satisfaction, facilitate the participation in tenders nationally and 

internationally, control of all processes within the organization, consciousness (empowerment) staff 

involvement in achieving organizational goals, understand better management decisions by the 

employees, leads to improved teamwork, implementation, understand a good attitude towards 

continual improvement of product processing and management system of the organization. 

Rudolph, Cristian and Charles (2012) acknowledges that Malcolm Baldrige award winners can be 

viewed positively by investors and could increase the company's market value. Research experts 

about the financial performance of the winner of the Malcolm Baldrige award of 1995 by Helton, 

Hendrik and Eakins (1994) shows that award winners have an improvement in financial 

performance. Kaziliunas and Vysinaukene (2014) explains that the quality management system of 

ISO 9001-2008 has a different impact on the company. The existences of ISO 9001-2008 QMS in 

companies which are predominant use of tacit knowledge would hinder the performance instead for 

a more dominant firm uses explicit knowledge, existence ISO 9001-2008 will support the 

performance. While Psomas (2014) explained that the ISO 9001-2008 have positive impact to 

performance. 

4. Objectives 

This research  project  attempted  to  understand  the  common  quality  tools  and  quality 

practices  within  Malaysia  manufacturing  firms  and  to  evaluate  the contribution of existing 

quality systems toward the company’s overall performance. The primary objectives are to:   

RO 1.  Ascertain the important organizational performance metrics in the QMS in manufacturing 

firms. 
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RO 2.  Understand the QMS implementation impact the organization performance in manufacturing 

firms. 

RO 3.  Identify which  area  of  implementation  of  QMS  improved  the  organization  performance  

in manufacturing firms. 

RO 4.  Investigate whether certain certification body impact organizational performance metrics in 

the QMS in manufacturing firm. 

RO 5.  Examine  the  challenges  in  implementing  QMS  to  achieve  high  level  of  organizational 

performance in manufacturing firms. 

5. Research Questions and or Hypothesis 

Based on the objectives of this study and extensive literature review, three main research 

questions were proposed. There are: 

RQ 1.  What are the important organizational performance metrics in the QMS in manufacturing 

firms?  

RQ 2.  How much QMS implementation impact the organization performance in manufacturing 

firms?  

RQ 3.  What  area  of  implementation  of  QMS  improved  the  organization  performance  in 

manufacturing firms?  

RQ 4.  Does certain certification body impact organizational performance metrics in the QMS in 

manufacturing firms?  

RQ 5.  What  are  the  challenges  in  implementing  QMS  to  achieve  high  level  of  organizational 

performance in manufacturing firms? 

6. Research Methodology 

The conceptual model of this study is based on the literature review and was developed to  identify  

quality  management  practices  and  explore  their  correlation  to  a  company’s overall 

performance and quality metrics by measuring quality performance as a performance indicator.    

Based on the objectives  of the study, a  questionnaire was  developed which included  questions  

on  organizational  profile,  organizational  quality  practices,  a  firm’s quality expectations to 

suppliers, and organizational performance. All these were developed to obtain details in the 

aspects of customer focus, buyer-supplier relationships, leadership and overall performance. 

The best way to collect primary data is through questionnaires/ surveys. However, there are two 

clear options:  

1.  A  single  case  study  of  one  manufacturing  firm,  and  its  subsidiaries  in  different  

locations.  This research method provides the deepest and broadest research data. But the research 

result may highly influenced by some unique factors of this interviewed company, limiting the 

scope for generalization.  

2.  A multicast  study  of multiple  manufacturing  firms  in  different  industries, which  are  

located  at different locations. It will be possible then to compare the differences and similarities 

between the companies, draw comparative conclusions about QMS implementation on organization 

performance, and generate more generalisable findings. The access demands, however, especially 

for a long-time investigation then become substantial, and present new problems. For example, 

people move jobs, making it difficult to maintain long-term relationships with interviewees. Which 

research method would be taken highly depends on the process of gaining access, but the general 

research steps have been decided. Through reduplicate checking of the same general questions, the 

complete change process will be discovered and examined. 

Due to one of the problems of qualitative research is that it cannot be used for generalization 

purposes (Finch, 1986). It also does not reflect the society as a whole. This might make it useless to 

policy makers who usually prefer statistical figures. Data that can be generalised might be more 

worthwhile to them. On the other hand, one of the problems with quantitative methodology is that 

it emphasises the product more than the process (Finch). Pollard (1984) states that since both have 

their advantageous aspects, the use of both methods would help in producing a more authoritative 

research. 
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7. Research Timeline 

The project is expected to be completed in 17 weeks with the following indicated as the activity’s 

durations for every section of the research project:  

Research Section Duration  

Research Section  Duration 

1. Title  1 week 

2. Introduction  1 week 

3. Need for this Study  2 weeks 

4. Background  3 weeks 

5. Objectives  1 week 

6. Research Questions and or Hypothesis  1 week 

7. Research Methodology  2 weeks 

8. Data analysis interpretations and discussions  3 weeks 

9. Summary conclusion and recommendations  2 weeks 

10. Reviewing work for final submission  1 week 
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