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Abstract

This study focuses on the relationship between people-related quality manage-
ment practices (QMP) and project performance (PP) with the moderating role of
Communication between team members (CC). These practices include top man-
agement support (TMS), participant involvement (PI), customer focus (CF) and
quality training (QT). Data were collected by surveying a usable sample of 253
employees involved in quality-related activities working in context of project based
firms in Pakistan. Results indicate that two of the constructs participant involve-
ment and quality training (QMP) are positively related with project performance.
Further results also confirm the moderating role of communication only in the
case of quality training, only people related QMP. Such findings have practical

and theoretical implications.

Keywords: Project performance, Quality Management Practices, Qual-

ity Training, Participant Involvement.
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Chapter 1

Introduction

1.1 Background of the Study

A project is a temporary endeavor of any organization which is designed to achieve
any specific objective.With rapidly changing working environments, projects have
become significant as they provide flexible ways to deal with such environments
(Bakker, Knoben, De Vries & Oerlemans, 2011). There exists an exponential rise
towards an interest in project management over the past 15 years. The Project
Management Institute (PMI) had 64,000 members in 2000. By 2010 there were
334,019 members and by 2020 there are 500,000. With an increasing number of
projects and their usability, the significance of their performance has also increased.
The reason for this rise is primarily the perception of improved performance with
projects as compared to non-project environments. Resources are expected to
return efficiently when used in a project environment. As project participation over
the past 20 years has increased, projects are now considered as the organizational

norm, which should increase the project performance.

According to Masters and Frazier (2007), better indicators of project success such
as Project Quality Activities, will provide guidance to project managers for time
and energy investment in goal setting and thus increasing project performance.
QM practices are defined as a set of activities to achieve high-quality results
(Flynn, Schroeder & Sakakibara, 1994) and require efforts of all participants (Sun,

Zhao & Yau, 2010).To have competitive advantages, QMP of projects have to be
1
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integrated with external organizations (Kosmol, Reimann & Kaufmann, 2018).Ac-
cording to Arditi and Gunaydin (1997)quality in a construction perspective can
be defined as “meeting the functional, legal and aesthetic” needs of a construction

project.

The literature of TQM in the global construction industry indicates that the pres-
ence of TQM in many construction organizations of developed countries proved to
be advantageous. Results of a study carried out in some developed countries to ob-
serve TQM implementation concludes that fully developed TQM,quality awareness
and assurance makes Japanese contractors superior in quality performance(Xiao

& Proverbs, 2002)

According to a case study regarding TQM in Construction and Manufacturing
Companies of Pakistan, the comparison of the extent to which QM systems are
adopted among Japanese, UK and USA contractor indicate that the Japanese
contractors are more focused towards TQM as compared to UK and USA con-
tractors. They also summarized the benefits of TQM in construction industries
which include more top management focus on the activities, improved project
performance, better client satisfaction,better market share, etc(Memon, Khatri &

Memon, 2013).

The economy of any country is linked to the construction sector. Expert Man-
agement is required based on its nature and complexity to consider quality along
with budgets and schedules (Howell & Ballard, 1998). Thus best performance
is achievable through facilitating the industry. Implementation deficiencies, in-
fluence capability in terms of time and cost wastage, cause sufferings in most of
the construction projects. For such projects, management with a commitment to
coordination and communication will balance the waya specific technical function
is performed(Wideman, 1990). Quality is recognized quality as a main issue in the
construction sector due to an increase in clients demand for quality certifications
project quality plan and clear statements of quality control needs are responsible

for construction quality(Stukhart, 1989).

The importance of construction in Pakistan cannot be underestimated in any way.

Magsoom, Charoenngam and Awais (2013) identified it as the largest employment
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generating sector within the country. According to the Pakistan Bureau of Statis-
tics, the share of construction is 2.33% out of 19.74% contribution of the industrial
sector. The construction sector in 2019 has registered a decline of 7.6% against the
growth of last year (“Table 7 — Sectoral Shares in GDP (at constant basic prices)
— Pakistan Bureau of Statistics”, 2020).Like many other developing countries,
Pakistan is facing critical time, cost and quality management issues. To address
them, timely monitoring of project performance and quality is required on regular

basis.

The process of acquiring data is less focused on local construction organizations.
Customer suggestions are not considered as an important factor and their sat-
isfaction is not assessed. Quality is mostly ignored due to cost constraints and
such practices are not implemented on a priority basis in construction industry
organizations (Farooqui, Arif & Rafeeqi, 2008). Similarly, lack of skills and fewer
resources in construction project management are other major obstacles for im-
proving performance (Naveed & Bhowmik, 2016). According to Farooqui et al.
(2008),ignorance of quality in construction project management results in ineffi-
cient contract administration, slow decision making and lack of communication.
For the improvement of project performance, many researchers and project man-
agers have applied different philosophies. However, the literature lacks the re-
search on performance improvement while considering the defects involved in the

construction operations.

During the early stages of research, TQM has been studied to measure TQM
practices such as Garvin (1988)compared to TQM practices in Japanese and US
firms. Mohrman, Tenkasi, Lawler and Ledford (1995)studied the association of

QM practices and organizational performance.

A. Das, Handfield, Calantone and Ghosh (2000) investigated have relationships
among QM techniques and their effects on performance. Different research designs

have been used to study TQM.

For example,Douglas and Judge Jr (2001) used TQM as a single construct for

analysis of the association between TQM and firms performance, while it is used
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as a multidimensional construct by Samson and Terziovski (1999).He used per-
formance only at operating levels while it is measured multiple levels in research

conducted by A. Das et al. (2000).

Many studies have indicated a positive relationship between QM practices and
project performance(Hoonakker, Carayon & Loushine, 2010; Panuwatwanich &
Nguyen, 2017)but some found this relation insignificant(Haupt & Whiteman, 2004;
Sullivan, 2011; Tang, Qiang, Duffield, Young & Lu, 2009).The contextual factors
are suggested to be the reason for the lack of universal validity of QMP and
remained the focus of the researcher. Lu, Cai, Wei, Song and Wu (2019)declared

that factors affecting the QM-performance relationship need to be further explored.

1.2 Research Gap and Present Study

A project is associated temporarily formed to achieve mutual goals (Levering,
Ligthart, Noorder haven & Oerlemans, 2013).1t is difficult to establish coopera-
tion among participants (Love, Irani & Edwards, 2004),thereby minimizing the
efficiency of QMP. One of the major factors involved in the failure of QM prac-
tices is the lack of communication(Fotopoulos, Psomas & Vouzas, 2010). Com-
munication is considered as an important factor in the effective implementation of
QMpractices (Schroeder & Flynn, 2002; Thiagarajan & Zairi, 1998). Singh (2008)
declared that communication support process-related QM practices to achieve high
performance. Zeng, Anh and Matsui (2013)discussed the role of communication in
effecting QM practices and resultant quality performance. Although the existing
literature of QM tells the importance of trust, contract governance, coworker sup-
port, organization support, goal feedback, continuous improvement and knowledge
sharing for the successful implementation of QM, Little detailed study has been
conducted on specific dimensions of people-related QM practices with moderating

role of communication to obtain project performance.

Current study contributes to the literature by splitting people-related QM prac-
tices into four types and providing specific empirical evidence on the relationship

between each type of people-related QM practices, communication and project
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performance as it remains to be evaluated if all the constructs are significant and
of the significant constructs, if any have higher predictive power of project perfor-

mance than the others.

Contract governance control participants’ behavior (Abdi & Aulakh, 2012)and
improve the impact of people-related QM practices on project performance (Han,
Trienekens & Omta, 2011).Trust improves cooperation, thereby the efficiency of
QM practices (Ning, 2017).Lu et al. (2019)found out that Both Contract gov-
ernance and Trust are considered tothe moderate association of people-related
QMP and project performance. Extending the suggestions by Lu et al. (2019)
to examine the moderating impact of communication, this study inspects the im-
pact of communication as a moderator between people-related QMP and project

performance.

1.3 Problem Statement

The studies on project management generally indicate a concern for assessing fac-
tors that cause issues in the implementation of a successful project. One the major
factor which affects any type of organization is the failure of a project to achieve the
required goals or quality product/services. In the present era of rapidly changing
market environments, managers of projects need external organizations for QMP
implementation (Kosmol et al., 2018). Singh (2008) found that communication
can support process-related Quality management practices to achieve high per-
formance. Zeng et al. (2013) discussed the role of communication in inuencing
QM practices and resultant quality performance.However, we find limited evidence
that how this communication can moderate the association of people related QM

practices and project performance.

Communication is a favorable factor that improves the control of quality activi-
ties and project managers in the implementation of a successful project. Thus,
we argue that its moderating role is important to assess in this particular rela-
tionship. Moreover,the abundance of studies in US/Western contexts on project

management limits their generalizability to another cultural context like Pakistan.
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What will be the combined effect of communication on project performance in a
project environment which ensures the implementation of people-related QMP?
The answer to this question is missing in the extant literature, which the current

study is going to address.

1.4 Research Questions

At its core, the present study is intended to find answers for some briefly summa-

rized questions which are as follows;

RQ 1: What is the impact of top management support on project performance?
RQ 2: What is the impact of participant involvement on project performance?

RQ 3: What is the relationship between customer focus on project performance?
RQ 4: What is the relationship between quality training on project performance?
RQ 5: Does communication moderate the association of people-related QM prac-

tices and project performance?

1.5 Research Objectives

The research objective is to explore the relation between the variables according
to the proposed model, that all of the variables are interrelated with each other
to provide the desired results of increased project performance. Besides, com-
munication will be used as a moderator to identify the strength of the relation
between QM practices and project performance. The main aim is to illustrate the
importance of communication as for efficient implementation of QM practices in

projects.

RO1: To examine the impact of top management support on project performance.
RO2: To examine the impact of participant involvement on project performance.
RO3: To examine the impact of customers’ focus on project performance.
RO4: To examine the impact of quality training on project performance.
RO5: To examine the moderating impact of communication between top man-

agement support and project performance.
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ROG6: To examine the moderating impact of communication between participant
involvement and project performance.

ROT7: To examine the moderating impact of communication between customer
focus and project performance.

ROS8: To examine the moderating impact of communication between people-

related quality training and project performance.

1.6 Significance of the Study

The study will serve the project practitioners in Pakistan and to the body of
knowledge in numerous manners. According to the quality management assess-
ment framework (QMAF), communication is one of the core drivers for influencing

elements of quality management (Lobo, Samaranayake & Subramanian, 2019).

This study will highlight the moderating effect of communication between people-
related QM practices and project performance and will contribute positively to the
accomplishment of quality management through people-related practices. Besides,
this study will support the contingency view of QM practices and could serve as
an account for mixed results of QM practices. Furthermore, it will also evaluate
if all the constructs of people-related QM practices are considerable and of the
significant constructs, if any have a higher predictive power of project performance
than the others. Like many other developing countries, the construction sector in

Pakistan is facing critical time, cost and quality management issues.

Timely monitoring with efficient communication of project performance and qual-
ity plays a vital role in addressing such issues. Thus this study will also serve
the literature concerning developmental projects as this domain is not focused
much. Lastly regarding academic research, project management observes a rise

and growing interest in Pakistan too.

Thus this study will serves the project management literature and fills the gap
with the fewer amount of studies conducted in this domain and opens up new

ways for the upcoming researchers as well.
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1.7 Supporting Theory

Donaldson (2001)formulated the Contingency Theory of Organizations which sup-

ports the study and will help to understand the relationship between variables.

1.7.1 Contingency Theory of Organizations

CT is a provides a way to view organizations theoretically. In its most rudimentary
form, Donaldson, (2001) explained that structures of an organization are adapted
to maintain adjustments according to changing contextual factors. Theoretical

and practical contributions of this approach are achieved by

1. Identification of important contingency variables to distinguish between con-

texts.
2. Making groups of different contexts based on these contingency variables.

3. Determination of the most effective internal organization designs or responses

in each major group.

Our study is related to this theory as it can examine the contextual factors of
QM in projects. It will help managers to tailor the existing QM practices to their
particular organizational context. Sila (2007) and Jayaram, Ahire and Dreyfus
(2010) focused on internal and external organizational contextual factors (e.g.,
firms size, industry type, market environment) at the firm-level, this study will fo-
cus on construction projects.It is proven to be difficult to establish consistency and
cooperation among participants (Love et al., 2004), thus it reduces the efficiency
of QMP. Effective communication can enhance the efficiency of QMP(Schroeder
& Flynn, 2002). Therefore, communication may function as a contextual factor
for the implementation of QMP in the project. Considering the mixed results in
examining the relationship between QM practices and project performance(Haupt
& Whiteman, 2004; Panuwatwanich & Nguyen, 2017; Sullivan, 2011; Tang et al.,
2009), this study examines the moderating effect of communication on the rela-

tionship between people-related QM practices and project performance.
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1.8 Definition of Variables

1.8.1 People-related Quality Management Practices

Quality management (QM) practices are defined as the suitable usability of prod-
ucts to ensure the most accurate qualities and hence best performance(R. Saeed
et al., 2013; C. Salami & Ufoma Akpobire, 2013). Managerial measures in terms
of QM activities are referred to as QM practices(Flynn et al., 1994).People-related

QMP focus on leadership, participants and customers involvement.

1.8.1.1 Top Management Support

In general, top management is comprised of the individuals at senior management
level having the competence to work as CEO, President, Chairman/Chairperson,
Director, or other authorized positions(D. J. Denis & Denis, 1995). Individuals at
senior ranks must have leading and managing skills. For project implementation,

top management facilitates and supports the working environment(David Bryde,

2008).

TMS is a combined effect of acquiring attention and the provision of resources to
project leaders for project success(B. Chollet, Brion, Chauvet, Mothe & Geraudel,
2012). TMS is defined as the environment of the support that fulfills the expec-
tations of project leaders from the top management both for the project and for

himself as a leader (Pinto and Slevin 2008).

In terms of QMP, TMS in terms of quality strategies formulation, quality goals
formulation, own participation in quality activities, acceptance of responsibilities
regarding quality,ensuring an environment that emphasizes quality and by encour-

aging participation in quality activities (Lu et al., 2019).

1.8.1.2 Participant Involvement

Participant Involvement is considered as the extent to which participants use their
abilities, efforts, skills and time to participate in activities (Dholakia, 2001). In

the TQM environment, participant involvement is characterized as participation
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in activities for quality improvement, engagement in teamwork, proposing prob-
lem solutions, initiating for quality improvements and understanding of quality

standards(Lu et al., 2019).

1.8.1.3 Customer Focus

Customer Focus is defined as to increase the contacts between customers and the
organization, to recognize their needs and requirements, to review their satisfaction
and to focus on activities responsible for increasing customer satisfaction(Lu et al.,

2019).

Methods to ensure customer focus include listening to customer complaints and
then improving accordingly, recognizing customer needs by surveys and market re-
search,and assessing customer satisfaction after project completion(Conca, Llopis

& Tari, 2004).

1.8.1.4 Quality Training

Training is the action of teaching and developing particular skills, knowledge,
or behavior in an individual to increase his/her competencies. The provision of

training can be in general as well as on a specialized level.

General level training is provided to both managers and employees, in basic aspects
of quality. Activities for general training include training for job needs, individual

training plan and general training program(Conca et al., 2004).

Specialized training is aimed to induce specific skill in an individual According
to Ishikawa, (1985), training is a continuous process and must not stop at initial
levels. Therefore, to achieve higher employee involvement in improvement, training

in problem-solving and teamwork should be provided.

Such training is evaluated and acknowledged by the management(Kaynak & Hart-
ley, 2008). Methodologies for providing such training are specialized training plans
(statistical techniques), assessment of employee performance, evaluation of em-

ployee satisfaction and recognition and reward systems(Conca et al., 2004).
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1.8.2 Project Performance

Attainment and accomplishment of project goals are referred to as project success,
also known as project performance (Zaman, Jabbar, Nawaz & Abbas, 2019). Early
literature identified different criteria for project performance evaluation. These are
efficiency, business success and impact on the team as well as on customers Lu
et al. (2019). Series of measures for evaluation of project performance include
cost, quality requirements and team satisfaction. Shenhar, Dvir, Levy and Maltz
(2001)proposed that project success should not only be measured by schedule,

cost, or good quality but also consider customer requirements.

1.8.3 Communication

Kerzner (2003) declared communication as a key factor in project management.
Communication may be defined as “the process of creating and sharing infor-
mation to attain mutual understanding” (Rogers & Kincaid, 1981). Guimaraes

(1997)identifies communication as one of the basic elements of TQM.
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Literature Review

2.1 People-related Quality Management (QM)

Practices and Project Performance

The term quality has been defined based on the competitive environment among
advanced industrial countries on industrial and technological level for controlling
production and gaining customer confidence(A.A., 2010). They are defined as the
appropriateness of the product to deliver the best performance(R. Saeed, Mus-
sawar, S., Lodhi, R. N., Igbal, A., Nayab, H. H. & Yaseen, S., 2013; C. Salami &
Ufoma Akpobire, O., 2013). Al-Zubi (2013) found out that, quality is the broad
specification of a unit which could be a product or individual, for the satisfaction of
existing needs. It is the degree to which the product fulfills the specifications set,
and customer’s needs. Quality is a broad philosophy and organizations method
that ensures continuous improvement to fulfill the customers needs(Houjun, 2013).
It is a process of management, intended to attain long-term success by appreciating

employee responses, meeting their needs, beliefs(Houjun, 2013).

QMP ensures the reduction of production costs and time, resulting in quality im-
provement of products (Barad & Raz, 2000). QMP induce cooperation to achieve

objectives and contribute positively to performance(Lagrosen & Lagrosen, 2012).

TQM can be characterized as an authorized company broad and plant broad op-

erational work structure, integrated well specialized and administrative methods,
12
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documented effectively to direct the coordinated activities of the people, machines
and organizational and place information in the best and most viable ways to
guarantee customer satisfaction in terms of quality and affordable cost of quality.
Hence, it can be concluded that TQM creates a favorable organizational culture

that focuses on customer satisfaction through continuous advancement.

Most organizations have realized this fact that TQM philosophy is the most effec-
tive to survive in todays competitive market(Madu, 1996).By following this ap-
proach an organization can gain the title of total quality organization. Moreover,
there has been found a critical relation between organizational competitiveness and
TQM practices, in the literary work(X. Zu, Robbins & Fredendall, 2010). Eventu-
ally, TQM commotions for continuous enhancement, it will become inevitable that
new ideas will emerge to ruling organizations in the upcoming centuries. The qual-
ity tools associated with TQM do not explicitly enhance the production, but they
contribute to certain implicit behaviors such as employee empowerment(Wilkinson,
1998)and organizational culture(Gimenez-Espin, 2013). Edwards Deming played

a prominent role in the quality revolution of Japan(Tsutsui, 1996).

Following up on a special program was initiated in the 1980s under the title if
Japan Can then Why Cant WE This program explains Demings contribution to
the quality enhancement in Japanese products. This program was a big hit all over
the world and its viewership increased aggressively all over the world. After that,
the US government announced that quality is the major issue for the economic well-
being of the country and businesses. The industries then started paying extreme
attention to quality. The Malcolm Baldrige National Quality Award MBNQA be-
came a symbol for the declaration of companies committed to delivering quality
leadership(Zairi, 1994). Other developed countries also introduced such awards
and declarations attributed to quality (Lazaros, 2017). P. B. Crosby (1979) and J.
M. Juran, Gryna, F.M. and Bingham, R (1975) prominently worked together and
provided the concepts and practical approaches related to quality management.
An 8 number of researchers worked collectively on TQM elements and project
management and led to a debate about the efficiency of TQM elements for con-

tinuous improvement. Wang (2006)studied the effectiveness of TQM elements for
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continuous improvement. Their research sample consisted of 3000 people from all
over the world selected arbitrarily. The survey questionnaire realized a reply rate
of 30.9% within a time frame of two months. The results revealed that continuous
improvement is significantly affected by employee relations. The sample popula-
tion consisted of managerial level employees that were involved in international

projects between US and other countries China, Korea and Japan(Wang, 2006).

TQM has been developing since the mid-1950s. The definition of TQM is simple:
better assessment of product quality requirements throughout the organization, in-
tegration of product and quality and evaluation of product quality requirements.
Research about TQM was published in the 1990s for the first time. The necessity
of TQM measurement was one of the main objectives. This absence of objectiv-
ity issues with research, as the term ”quality” can be the representation of many
individuals and organizations with many things. Quality researchers at the initial
stage, for example, J.M. Juran (1981), P.B. Crosby (1979) and Saraph (1989)built
up a scale for evaluating TQM. The scale was structured to be used with managers.
Researchers proposed a useable scale with strong reliability and validity with the
help of assessment and statistical methodology(Flynn et al., 1994). Black (1996)
and S. L. Ahire, D. Y. Golhar and M. A. Waller. (1996)using the two scales as
a basis, developed scales that reported higher reliability and validity. For reliable
assessment of TQM, good scales are required, linked with increased firm perfor-
mance (T. C Powell, 1995). A case study of the successful implementation of
TQM in two Finnish companies was provided (Savolainen, 2000). Literature also
linked the success of TQM with the Malcolm Baldrige National Quality Award.
The Baldrige Award was introduced as industry recognition to important success
in TQM, not only in execution but also in implementation. A Malcolm Baldrige
National Quality Award criterion, for example, requires firms to develop a pro-
cess for deploying and monitoring strategic quality plans (Ittner, 1997) and Black
(1996)examined the relationship between the Baldrige Award and stock prices.
They concluded that there is a significant, positive relationship between TQM
and stock performance. TQM being presented by The Baldrige Award, which

remains one of the primary measures of TQM implementation.
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If the broad exploration has been identified with TQM and performance, a com-
parative correlation with other quality performance and execution might be con-
ceivable. There are many factors such as leadership, client relationships, setting
standards, seller relations, etc that complement TQM and PQA. The basic pur-
pose of both TQM and PQA is to achieve maximum conformance to the provision.
They both are associated with quality enveloping the extent of the undertaking,
instead of some part of it. TQM includes reevaluating the job of the team, con-
nections to clients and suppliers, having top administration allegiance and quality
review as a method of achieving the best outcomes, not simply constrained to few
or some specific departments. PQAs are additionally associated with the whole ex-
tent of the project scope, require the support of the top management and spotlight

on achieving maximum output and limiting waste to the minimum level.

The outstanding contrasts among TQM and PQA reside in the structure of the
organization. TQM is continuous and requires a long-term practice, whereas PQA
is constrained to the life of the venture. J. M Juran (1981)and Gilmore (1990)con-
cur that organizations ought to improve the quality of the product and better
performance. Quality is free or expressed discretely, quality-related exercises don’t
cause a net increment in costs (P. B. Crosby, 1979; Deming, 1995). Objectively,
this appears to be conceivable: increments in quality-related expenses would be
recovered by achieving high sales targets, and reducing expenses may be incurred
due to poor-quality of the product. Balanced by expanded deals and diminished
low-quality expenses. Different theories can be utilized in clarifying strategies
adopted to improve quality and achieving targets and goals. Contingency the-
ory, for one, holds that there isn’t one general fit; rather, there are factors that
may improve or impede a particular feature. “There are different leadership styles
but most effective that is used as contingent upon the situation. CT has been
utilized by different authors and gives the premise of looking at essentially arbi-
trators or go-between according to quality plan implemented to achieve the quality
goals of the project. It is recommended the need to distinguish the possibilities
of TQM(Sitkin, 1994; R. Sousa, and C. Voss. , 2002). Sitkin (1994) distinguishes
three as measures, organizational, and product or procedure vulnerability. A. Das,

R. B. Handfield, R. G. Calantone, and S. Ghosh. (2000)express that a great part
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of the quality literature has been composed inside a resource-based perspective
on the firm. They suggest a contingency view. R. Reed, D. J. Lemak, and J.
C. Montgomery. (1996) see TQM regarding CT and focus that there is a lot of
research that recommends succeeding, organizations need to be aligned with their
external environment. Considering the perception from Dean (1994) and Sitkin
(1994) of how the widespread idea of TQM stands out from the contingency ap-
proach, PQAs are implemented at a lot smaller scope than TQM and in this
way are bound to have recognizable components adding to their success. Some
TQM external and internal factors are also discussed by (Masters & Frazier, 2007).
Notwithstanding contingency theory, the resource-based perspective on the firm
likewise is recommended for the organization. As per this resource-theory, firms
increase unique resources and align them with other unique resources, to stand
out in competition(T. C Powell, 1995). These resources, be that as it may, are
not handily reproduced by different firms due to various components. Addition-
ally, if the firm needs to pay to get these ideal assets, the net present value of
the obtaining might be zero or less. In a simple manner, if a resource provides
a significant advantage, every other organization in the competition will try to

acquire the resource, until no upper hand is innate in the resource.

An increase in demand for resources in a firm increases its price(Montgomery,
1991). It suggests that to have maximum benefits every organization should take
quick decisions regarding any initiative. A unique environment is a need for quality
initiatives to give a significant advantage. For example, if by TQM implementa-
tion Company ABC achieves improved firm performance that does not confirm
the similar success of Company XYZ implementing TQM. Diffusion of innovation
theory is one of the reasons for the non-universal degree of implementation suc-
cess (T. C Powell, 1995). This diffusion exists when the circumstances of supposed
relative advantage and simplicity are satisfied(Abrahamson, 1993). The argument
can be that a smaller organizational setting may please the circumstances effort-
lessly. These circumstances can easily be fulfilled in a project environment than

in the whole firm.

Project teams have different characteristics than whole organizations, which can
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speed up the diffusion process. The organizations have procedures to deal with
problems in past. They have long term culture which is not altered in time.
Projects, however, have an identified timeline, thus cannot overcome culture eas-
ily. PQAs are more linked to the primary project goals: improved performance on
time, cost and product qualifications. The ease of the quality activities let some-
body apply them easily. In an organization, increased project performance can
be observed more easily by individuals in the organization. Finally, the quality
activities are more similar to project activities written in any project management
handbook, thus guiding to same project and tasks related to quality. In summary,
if there is improved innovation in project settings, increased adoption of quality

practices into project management can be observed.

On the basic level, the crucial reason organizations explore new initiatives is to
increase performance. The project setting is no exception. In reality, one of
the main drivers of project popularity is the capability of measuring performance
more accurately. Projects have defined goals, limited resources and deadlines.
The core focus of managers and firms are mainly on achieving improved project
performance. Using quality activities throughout the project will enhance the pro-
jected growth by providing helpful tools to the project management and its team
members. The organization can boost its efficiency by using the right tools at
the right time. Based on earlier stated project objectives definition in regards to
quality management, PQAs are defined as process improvement activities within
a defined project that maximize conformance to requirements while minimizing
project capital. PQAs should be linked to the increased performance of the orga-
nization. There have been very few studies, however, examining significant results
in using quality activities in project management. This is intriguing, given the
effort expended to identify the need for PQA through the (Q10006., 1997). guide-
line and the popularity of project management. An extensive search was made
of the empirical literature and only a few articles were found. Thomas (2004),
in analyzing construction projects, reported a 4 percent cost savings through the
use of design and information technology. Hong (2004) investigated the process

of minimizing uncertainty in the project environment. Inciting, K. Clark and S.
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Wheel right. (1993) the authors emphasized that it is necessary to define per-
formance outcomes as the beginning stage of the project which includes total
product quality, efficiency/cost and speed. The greater the uncertainty of the
environment, the greater is the need for mission and target clarification and cross-
functional teamwork (Hong, 2004). Minchin (2005)addressed project management
for the Department of Transportation. A qualification model was established to
measure the quality standards of the bidder before awarding the contract. It was
hypothesized that while a company may submit a quotation with a low price to
get more chance to win the project whereas a lower level of quality can produce
an inferior product, which ultimately lead towards rework and, eventually, higher
costs resulting in decline of project performance. This further supports the pro-
posal that PQAs are positively related to increased project performance. Zwikael
(2004)identified the importance of project planning as a significant component
of project success. A project management planning quality (PMPQ) model was

developed and tested using a questionnaire.

The timing of TQM implementation is important for firms who are going to im-
plement it. This is a very important part of the TQM; to assess the right time for
implementation of TQM. This assessment will help the organization in deciding
when to implement TQM. Studies have been done to assess which is the right
stage to implement TQM. It is suggested that the adoption of TQM in a products
lifecycle is most advantageous in the growth stage; this is a practical approach
to compete for other firms(G. Yu, Park, M. & Hong, K., 2017). Early adoption
of TQM depicts remarkable performance improvements of organizations as com-
pared to companies that adopt TQM at a later stage(Karniouchina, 2013). This
suggests that firms should value ad recognizes the importance of TQM adoption
in an earlier stage as the companies with later execution of TQM not get com-
pletely beneficial with the process. Firms should proactively understand the need
to adopt TQM in the early stages of a products lifecycle such as the overview or
development stages. In addition, execution of TQM is also dependent on compa-
nies culture, philosophy and principles which allow their employees to grow, attain

knowledge and advance their expertise(Dow, 1999; R. Sousa and C. Voss. , 2002;
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X. Zu, Robbins, T. L. & Fredendall, L. D., 2010). It is recommended that orga-
nizations take a practical strategy to ensure such internal environments to take
advantage of TQM early. The organization needs to check if it is healthy enough
to implement a change in QMS or if an organization has a history of effective
responsiveness to the environment. Also, when needed it has been able to change
the way it operates, TQM will be easier to implement(G. Yu, Park, M. & Hong,
K., 2017).

Flynn, Schroeder and Sakakibara (1995) identified two dimensions of QM prac-
tices. One dimension refers to practices related to people and the other refers
to practices associated with process factors (X. Zu, 2009). The former focuses on
leadership, participants and customers involvement. Such kinds of practices are re-
ferred to as people-related practices Prajogo & Cooper, (2010). The later focus on
managerial processes and are called as process-related practices. Lu et al. (2019)
grouped six QM practices based on the above-mentioned dimensions. These are
TMS; quality training, employee involvement and customer focus (people related
practices), quality strategic planning and process management (process-related

practices).

Literature review shows that organizations adopting TQM are more competent
than organizations not adopting TQM (Brah, 2002). Firms that allow participant
involvement, encourage employees to achieve quality output and give attention
to customers satisfaction are expected to do better than firms that do not have
such focus. Thus, we can expect that level TQM practices implementation in an

organization determines its performance.

Several studies have been conducted on the relationship between QMP and per-
formance. According to some studies, QMP are positively related to performance
(Panuwatwanich & Nguyen, 2017; Prajogo & Cooper, 2010) while Tang et al.
(2009)and Sullivan (2011) were unable to find a positive relationship between
these two variables. The inconsistencies in quality management implementations
are well explained by the contingency theory (R. Sousa & Voss, 2008). Researchers
have focused on contextual factors leading to effectiveness variations in QMP at

the industry or firm level. These factors include the country (Rungtusanatham,
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Forza, Filippini & Anderson, 1998), size of a firm(Sila, 2007), quality program du-
ration Jayaram et al., (2010) and uncertainties (Zhang, Linderman & Schroeder,
2012). According to McAdam, Miller and McSorley (2019), there exists a room to

consider more contextual factors in QM practices implementation.

2.1.1 Top Management Support and Project Performance

Hwang (2012) and Young (2013)investigated top management support as a critical
role in project success. Individuals having the ability to work at official positions
such as CEO, President, Chairman/Chairperson, Director lies generally under the
umbrella of top management (Denis, 1995). Top management support is one of
the most important critical factors for the successful implementation of projects
(Liu, 2013). Organizational objectives are achieved through projects and top man-
agement ensures facilities and support for project implementation (Bryde, 2008),
but lack of top management support is one of the common factors in projects(U.
Ali, Kidd, C., 2013). Most of the industries consider top management support as
common critical success factors (Belassi, 1996). For a successful project, top man-
agement support plays a role of active stakeholder (Kuen, 2009). The expectation
of project leaders in terms of top management supportive behavior is regarded
as top management support (J. K. Pinto, Slevin & D. P., 2008). Leadership is
the most important characteristic of top management to ensure project success
(Sarker, 2003). The high-level planning and/or support from top management is
involved in high level planning such top management support is the most critical

factor for project success (Young, 2013).

The support of executive management especially in terms of resource availability
is very important for the people handling important projects of the company and
it ensures a high success rate. On the other hand, non-supportive management
becomes a huge reason for the failure of the project and the loss of vulnerable
resources (Belassi, 1996). The Head of projects must be ensured abutment from
higher authorities for favorable results of the project(Anantatmula, 2010). The
project leads should be given direct access to the top executives where higher

authorities should support them by providing them relevant resources, permitting
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them to make use of authorities in a prescribed manner, ensuring them support
in catastrophe and making them more compatible by providing them training
and development programs. Project heads are dependent on their superiors in
terms of relevant support, guidelines, command, etc but thats not it, they are
dependent in terms of implementation also of the formulated plan and set goals
(Beck, 1983). The project leads have a general organizational influence which
is linked to uppermost ranks of authority and which is differentiated by his or
her social standing in a particular organization(K. B. Clark, Fujimoto, T., 1991;
Eis enhardt, 1995; S. Scott, 1997; Tatikonda, 2000). The project heads having a
better or higher post in the organization are considered as comparatively better
negotiators in terms of gaining resources and support from the executives and it
is these resources and support awarded to the project making impression on the

project leaders capabilities to impact on decision making(Chollet, 2012).

The help from the top administration is analytic for project heads in accomplishing
the projects goals, particularly where top administration is the key to the project.
A functional hierarchical structure encourages better asset sharing for the projects
as opposed to a network structure(Belassi, 1996; Dwivedi, 2013).Top administra-
tion support is an important component for conveyance of the guaranteed advan-
tages to the customer. For effective conveyance of product or services, top adminis-
tration support and devotion are noteworthy all through the length of the project.
Top administration organizes and implements relevant procedures, techniques and
project structures for accomplishing the projects destinations, framework transfor-
mation, improving hierarchical adequacy, viable controlling component, executing
authoritative change and fortifying the stakeholders support(Boonstra, 2013).Top
executives should convey their initiatives, dreams, strategic direction and business
objectives with the project groups (Chen, 2003). Top executives routinely impart
to support the project, rouse the team, offer the project to the remainder of the or-
ganization, examine organizational ramifications and hierarchical changes, clarify
potential framework changes and team up with a group of stakeholders (Boon-
stra, 2013).Higher authorities have the capacity and they can use it to strengthen
the project, ensuring team members safety, easing the changes in the system,

describing the needs, roles and responsibilities of project stakeholders(Boonstra,
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2013). Powerful top administrations support is critically important for the projects
(Chander, 2013; Knapp, 2006).In the end, the project heads are liable for dealing
with their activities effectively where top administration is resolved to give assets
and a lot of prerequisites. Top administration center around strategic planning for
offering help and guaranteeing responsibility in all periods of project usage. Top
administration should have progressed social abilities, for example, comprehension
of job hypothesis, job strife, character recognizable proof and correspondence for

managing project stakeholders (Ehsani, 2013).

The Senior Management of the organization firmly believes that the implementa-
tion of total quality management can provide benefits to the organization and it
is very important for them to allocate the budget in the training of the employees
related to qualitative methods. The expectations of the employee with the organi-
zation, the market trends and the most important vision must be identified by the
leaders for success (Program, 2014). The main reason belonging to total quality
management success is the firm support from top management. The adaptation
of all the activities of total quality management depends on the ability of senior
management to convince and influence employees. Strengthening the culture of
quality and for enhanced the staff capabilities relating to performance and organi-
zational tasks, strong leadership commitment to the QMP is significant. To ensure
the successful implementation of total quality management, the firm belief of orga-
nizational top management is also important (Riggs, 2014). Leadership plays an
important role in achieving TQM by decreasing the executive levels, providing em-
ployees’ confidence, and emphasizing training instead of traditional management
roles. It also includes making quality assurance compulsory for all administrative
activities. The commitment of senior management to total quality management
includes training to get benefits from quality practices. Resources allocation and
changes to achieve the success of TQM are advantageous and to improve the per-

formance of employees within them through reward systems(Fadlallah, 2015).

Top management provides support in the formulation of quality strategies and
goals. It accepts quality responsibility and emphasizes quality. Moreover, partici-

pation in quality improvement activities and encouraging participation is also one
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of the supportive roles of top management (Lau, Tang & Li, 2015). There exists
a direct relation between top management commitment and product quality(S. L.
Ahire & O’shaughnessy, 1998). Hale Kaynak (2003)suggested that securing com-
plete top management commitment to TQM implementation provides the founda-
tion for effective TQM implementation. In some organizations, the possible reason

for TQM systems failure is found to be the false implementation of TQM.

Top Management support refers to workers’ impression of being esteemed and
thought about by their association (Eisenberger, 1986). This idea is hypotheti-
cally founded on correspondence in the social trade relationship. In circumstances
of perceived support, workers’ trust that their expanded exertion toward arriv-
ing at association objectives will be seen and rewarded(Allen, 1997; Eisenberger,
1986). Although an association may encourage support in various zones, this study
centers explicitly around association support for innovativeness, which refers to the
degree to which a worker sees that the association empowers, regards, compensates
and perceives workers who show inventiveness (Zhou, 2001). Without a doubt, the
organizational inventiveness literature has shown that hierarchical settings can as-
sume a huge job in empowering or blocking worker imagination (S. a. B. Scott, R.,
1994). For instance, association settings may encourage innovative execution by
coordinating workers’ consideration and psychological vitality toward the age of
new and helpful thoughts. As stated above, one of the focal precepts of powerful
TQM usage is the workers’ responsibility to continual improvement of procedures.
Organizations executing TQM practices that additionally acknowledge and reward
representatives’ new and helpful thoughts are bound to encounter a good impact
on execution. Going to the TQM literature, in a near study of non-TQM and
TQM organizations, Allen (1997)found that apparent organization support was
higher in TQM associations than non-TQM associations. Further, another rela-
tive TQM /non-TQM study focusing on firms in the engine vehicle parts and ac-
cessories industry, showed that respondents (directors) in TQM firms were happier
with top management support, responsibility and consolation (significant compo-
nents of in general association support) contrasted with non-TQM firms(Golhar,
1997). Both these comparative studies give observational proof of the huge role

of organization support in practicing TQM rules. The impact on the execution of
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high organizational support in TQM receiving firms, however, was not inspected

in both cases.

Leadership, characteristics of TMS have a positive relation with performances. For
example, with operational performance (A.C.Phan, 2011; Dow, 1999; OShaugh-
nessy, 1998; Terziovski, 1999), employee performance (Dow, 1999; Terziovski, 1999;
Zehir, 2010), innovation performance (A.C.Phan, 2011), market and financial per-
formance (E. E. Adam, 1997; Zehir, 2010)and aggregate firm performance(Thomas
C Powell, 1995; X. Zu, Fredendall & Douglas, 2008).To improve project outcomes,
higher management and the whole team should work and put effort into it (Al-
Otaibi, Alharbi & Almelechan, 2015). Moreover, Lu et al. (2019)declared that
people-related QMP including TMSis positively linked with inter-organizational

project performance.

Top management is vital for running any organization. TMS is important for de-
termining firm design as top management is involved in the formulation of quality
strategies and goals depending on internal and external organizational contex-
tual factors that goes parallel to Contingency theory, stating that organizational
structure is adapted based on changing contextual factors. Given the above-cited

literature, we hypothesize that:

H1: Top management support is positively related to project performance.

2.1.2 Participant Involvement and Project Performance

Participant involvement provided by management results in effective TQM imple-
mentation (Hale Kaynak, 2003). It also enhances the cooperative performance of
employees, thus promotes participatory strategies implementation. It also allows
participation in decision-making processes to achieve organizational goals. (Kumar
Sharma, Gupta & Singh, 2014).S. L. Ahire & O’shaughnessy, (1998) and Saffar &
Obeidat (2020) added that the contribution of people to continuous improvement
leads to problem-solving due to open discussions within the organization, thus
realizing their responsibilities and creativity to promotes organizations objectives,

therefore such participation improves performance.
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Elaborating TQM is a working atmosphere that provides trust, ability and obli-
gation to employees resulting in enhanced productivity, customer satisfaction and
achievements of organizational milestones (Obeidat, 2018). The delegation of re-
quiring decisions to different average and operational levels also comes under TQM
practices. The process of staff involvement, to delegate tasks to make their own
decisions about their work, is a good motivational practice. This makes them
more sensitive about their decision-making quality and hence their capabilities
of making decisions will enhance(Juda, 2014). Therefore, to make total quality
management successful, the employees involvement is very important. The im-
plementation of strategies to make everyone participate is to increase employees
cooperative performance and record it in the form of documentation with the
managers in decision making processes to increase the organizational goals (Ku-
mar Sharma et al., 2014). One of the important things for the employees in getting
their services is total quality management. The rules and principles of quality man-
agement in the organization are the responsibilities of all the employees working in
that organization. Therefore, the employee finds it difficult to promote collective
work, boost morals, achieve a continuous increase in the performance and develop
a stronger contribution to eradicating the problems, be more productive in solv-
ing operational problems among the employees. The organizational productivity
and efficiency will enhance when the employees will participate more and this all
comes with motivating the employees so that they get themselves more involved in
setting the objectives and meet all the challenges faced in the market (Titi, 2010).
According to S. L. Ahire & Dreyfus, P. (2000), people who are concerned and re-
sponsible for making their employee performance better are those who contribute
more to the continuous improvement of employees. They believe that participation
of employees in organizational objectives creates frankness among the colleagues,
this leads to solve much complex problems within the organization and they feel
more confident and take their responsibilities to solve different issues related to
employees within the organization. They recognize value of their contributions

and participation in achieving organizational goals.

An increase in demand for challenging tasks over the past few years is all due to

well-educated staff and the impact of advanced technology; it also improved the
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power of decision making(Tansel, 2013). Improved performance of an organiza-
tion can only be possible when employees are rewarded for their achievements.
For that, an organization can organize multiple training for its employees to ex-
cel more. For continuous improvement, an organization needs to promote hard-
working employees. Better quality products are the result of quality management
performance and this can only possible if employees are trained in total quality
techniques. When employees are, confident enough to make good decisions it will
lead to success(Wang, 2006). At the workplace level, when employees are given
decision with certain conditions such as they can use their freedom of expression
through making their own decisions in an organization. To get a better product
top management must trust and building confidence in their employee to take
decisions, to achieve productive work and thus better salary(Yusof, 2016). The
meaning of Employee involvement is that every employee should not be considered
as a part of the machine, they are viewed as unique human beings and employees
should take part to meet organization objectives. Management should encourage
and value employees, when management and employees work as one there are more
chances for better results. To achieve some target in business, the involvement of
every individual in the project is significant. Employee involvement is involving
employees for better productivity and other organizational objectives while on the
other hand the meaning of employee empowerment is the identification of problems
process and providing their solutions for completing the goals of an organization.
For continuous improvement in any task, the potential of each participant must

be considered and utilized.

People of any organization are most important to them; the management must re-
alize and resolve problems upon identification. Managers all alone cannot improve
productivity and performance without employees’ participation and the more im-
provement in skills through different training in employees will lead managers in
a better position (Wang, 2006). As an organization grows it becomes difficult to
manage it to gain better productivity. Organizations wish to be competitive in
the market, focus on employee development programs. The organizations victory
or failure depends on the expertise of its employees. The more the employees

skills are improved, the better results will be obtained. Therefore, organizations
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are dumping a large amount of money in the development and training of their
employees. It is favorable for companies to focus on growth, expertise and ability
of employees. Vast groups of researchers discuss the effect of development and

training programs on employers and employees.

The relationship between employees and management is of vital importance, but
it is seen that in huge organizations there is gap between employees and their
superiors which consequently becomes the reason for poor or lower job satisfac-
tion.Furthermore there are results showing that companies are attempting to as-
sure for their proportions through customary negotiation of approval assurance,
needs for trainings and disputes over pay.The results shown are of pivotal impor-
tance for managers when they are engaged in implementing policies regarding re-
lationship between employees and their management.When there is improvements
in managements and employees relationship it has consequences like high job sat-
isfaction level, but it lessens turnover and excess productivity (Tansel&Gazioglu,
2013).The driving force behind achieving higher goals and significant success is
high motivation levels.It is very important to measure level employees motivation
to better understand how they get motivated and what factors are contributing
in making and keeping them motivated.Adding to this, managers must keep an
eye on those tasks which are becoming the source of employees motivation, mak-
ing them more productive and improving their performance.These days the main
focus of managers while creating smooth relation with management is how much
the employees are motivated (Haleblian& Finkelstein, 1993).The relationship be-
tween employees and management is of vital importance, but it is seen that in
huge organizations there is a gap between employees and their superiors which
consequently becomes the reason for poor or lower job satisfaction. Furthermore,
results are showing that companies are attempting to assure their proportions
through customary negotiation of approval assurance, needs for training and dis-
putes overpay. The results shown are of pivotal importance for managers when
they are engaged in implementing policies regarding the relationship between em-
ployees and their management. When there are improvements in management and
employees relationship it has consequences like high job satisfaction level, but it

lessens turnover and excess productivity(Tansel, 2013). The driving force behind
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achieving higher goals and significant success is high motivation levels. It is very
important to measure the level employees motivation to better understand how
they get motivated and what factors are contributing to making and keeping them
motivated. Adding to this, managers must keep an eye on those tasks which are
becoming the source of employees motivation, making them more productive and
improving their performance. These days the focus of managers while creating

smooth relations with management is how much the employees are motivated.

Number of researches and studies have come up with this approach that the key to
attain greater profitability and aggressive competitions is satisfied and motivated
work force, (Belout&Gauvreau,2004).The approach of taking human resource man-
agement at higher level where strategies are made is the key to attract, retain
flourished and motivate the work force.The longer the period an employee is asso-
ciated with the company, they become assets for the company, this is the reason
human resource management pay more attention towards improving their satis-
faction levels and they do this by offering them unique incentives and advanced
career opportunities (Sheehan, De Cieri, Cooper & Brooks, 2014).The main fo-
cus of every organization is to attain maximum level of performance from their

experienced employees.

Several kinds of research and studies have come up with this approach that the
key to attain greater profitability and aggressive competition is a satisfied and
motivated workforce(Belout, 2004). The approach of taking human resource man-
agement at a higher level where strategies are made is the key to attract, retain
flourished, and motivate the workforce.The longer the period an employee is asso-
ciated with the company, they become assets for the company, this is the reason
human resource management pays more attention to improving their satisfaction
levels and they do this by offering them unique incentives and advanced career op-
portunities(Sheehan, 2014). The focus of every organization is to attain maximum

level of performance from their experienced employees.

Competitors can become a source of getting well-experienced employees, thats
where companies offer unmatchable packages to candidates to make them part

of the company (Sheehan, 2014). It is concluded by many analysts that human
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resource operations are most vital in the companys success and provides a com-
petitive edge (Belout, 2004). Human resource management is evolving and its
importance is now evident and now emerging as an important strategic part of
companies. One of the most foundational elements of project management is hu-
man resource management that is backed by the project management body of

knowledge (PMBOK).

In a TQM environment, employee involvement is a significant factor in the HRM
domain. Participant involvement is also referred to as the employees involve-
ment /employee engagement enhances performances (Ketikidis et al., 2006). Rah-
man (2001) concluded that TQM practices enhance organizational performance in
terms of improvement in employees attitudes towards quality. Joiner (2007) found
that the greater the firm motivates its employees the higher would be the per-
formance. Abdullah, Tar and Akhtar (2010)concluded that soft factors of TQM
like people management and relationship with the employees have a positive and
significant impact on the overall performance of the firm. Research on some con-
struction projects resulted in management engaging all the participants from all
the companies to give different strategies that would eventually lead to a quality
project (Altayeb & Alhasanat, 2014). A survey about developing a new product
showed that people fulfill their quality responsibilities and their efforts lead to im-
proved quality products(Sun et al., 2010). According to the above-cited literature,
we hypothesize that:

H2: Participant involvement is positively related to project performance.

2.1.3 Customer Focus and Project Performances

Firms focusing more on customers are different from typical organizations. These
organizations’ decision making is mainly focused on reducing cost and increasing
productivity, that is their main objective and driving force. Now in these changing
times, this approach of running the businesses is not enough. Organizations now
value customer expectations and focus on customer satisfaction, their decision-
making process moves around their customers satisfaction. Firms spend more

time knowing what their customers are expecting from the companys product and
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by knowing that they can offer unique products to get a competitive advantage.
Customers expectations can be best known by their feedback and that should be
included in taking any decisions (Hale Kaynak, 2003). Studies show the relations
of an employee to make simple changes like employees involvement in decisions,
collaborative work and activities, emphasizing on implied communication to make

everyone aware of the companys goal.

Organizations use these advancing strategies to reflect as the most apposite hu-
man resource application to make the most out of TQM (Wang, 2006). The main
idea and purpose of TQM are to focus on customers and the reason behind it is
that quality makes the customers needs and quality is approved when customers
accept the product offered with positive reviews (Chang, 2009). The way the
company interacts with its customers is called customer relationship management
CRM. The general approach towards customer relationship management is that
it only contains the customers general information. Nevertheless, that does not
describe the story, CRM contains the technology of surveillance that a company
needs to give its customers the best support and service. This means that CRM
helps companies to make the best of the information by meeting the needs of their
customers and attracting potential customers, consequently adding more profits
for the company (Dr. K. Vanitha, 2012). Most studies show customer satisfaction
as the main factor and mainly responsible for accurately implementing and get-
ting success from TQM. It makes an organization successfully able to comprehend
the expectations and needs of the customers and the motivation to exceed those
expectations and making it a surprise every next time (Bull, 2003). TQM also
consider customer and supplier relationship and their participation in and outside
and there are a lot of procedures mixed-up at each stage. There should be given
attention to quality, the transmission of quality and the realization towards rec-
ognizing the demand for change in the perception of the company to shape total
quality. These all are the core of TQM, which are backed by the pivotal executive
affair of people, procedures and arrangements in companies. A good company
should assure the quality of all interfaces of production. While producing, the
approach of the quality supplier should be effective. The role of manufacturing

materials provider is censorious in several ways. Firstly, focusing on the quality of
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materials and how the organization buying those materials evaluates. Secondly,
the quality of the product presented to customers depends on the quality of the
parts that came in from the supplier. Thirdly capability of the supplier to react
towards the needs of the buyer and in return determining the buyers pliability
towards customers needs. TQM brought the consideration of the authorities to-
wards the importance of quality and quality of coming in equipment, components
and assistance and to get a unique combative advantage over potential competi-
tors (Yan, 2015). Likewise, suppliers knowledge of insights and maturity in the
field are found as pivotal in the designing of new products and in accomplishing

soaring quality and agile acknowledgment to emerging needs of the market.

The customer is a key factor in TQM. Customer focus cannot be ignored as it is
the starting point of any quality initiative (R. Sousa & Voss, 2008). It is important
to realize customer demands, to consider the improvement of customer satisfaction
and to keep close contact to customers. Many researchers studied the impact of
customers focuses on different performances. (Grandzol & Gershon, 1997) identi-
fied that product/service quality has a major influence on customer focus. Accord-
ing to S. L. Ahire and Oshaughnessy (1998), customer focus and empowerment
play emerge significant role in considering product quality. Customer focus is posi-
tively related to different performances such as operating performance (A.C.Phan,
2011; Claver, 2008; M. Terziovski, 2003), employee performance (Claver, 2008;
Terziovski, 1999; Zehir, 2010) and financial performance(M. M. F. Fuentes, 2006;
Nair, 2006). Customer satisfaction is responsible for enhancing organizational per-
formance (Cai, 2009). Attakora-Amaniampong, Salakpi & Bonye (2014) studied
project-based construction firms of Ghana and concluded that the fulfillment of
customer needs, time targets and quality requirements leads to the achievement

of stated goals. Given the above-cited literature, we hypothesize that:

H3: Customer focus is positively related to project performance.

2.1.4 Quality Training and Project Performance

The success or failure of an organization depends on how good employees skills

are and the more the employees skills are improved, the better results will be
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obtained. Therefore, organizations are dumping a large amount of money in the
development and training of their employees. It is supportive for companies to
emphasize the knowledge, expertise and ability of employees. There is consid-
erable discussion among professionals and researchers about the effect that the

development program has on both employee and organization.

People-related QMP leads us to higher performance with cooperation and learning.
Learning is always important for the success of any project (Brady & Davies,
2004). Literature indicates that training as TQM practices has a positive impact
on various performances. These include operational performance (A.C.Phan, 2011;
H. Kaynak, 2003; Zehir, 2010), Employee performance (M. M. F. Fuentes, 2006;
W. MacKelprang, 2012; Zehir, 2010) and financial performance (M. M. F. Fuentes,
2006; Zehir, 2010). Training & skills are the project resources needed to complete
the project requirements, thus increasing project quality(Masters & Frazier, 2007).
Training and markets play important role in learning quality information and help
in project participation (Lau et al., 2015). Samsudin, Ayop, Sahab and Ismail
(2012) declared that the competence of project participants to fulfill customers
needs is increased potentially by Quality training. More focus on customers and
quality training results in accurate task completion by project participants (Iyer,
Saranga & Seshadri, 2013). It is essential to introduce quality training programs
for successful completion of project completion (Ahmed, Mohamad & Ahmad,

2016). According to the above-cited literature, we hypothesize that:

H4: Quality training s positively related to project performance.

2.2 Communication as a Moderator between
people related QMP and Project

Performance

Effective communication is defined as the ability of participants to achieve agree-
ment in the shortest possible time in their communication actions (Sarhadi, 2016).

Communication leads to efficient coordination. The absence of communication can
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cause people not to be on the same page or working for an indifferent purpose.
Good communication can avoid misuse of time and resources while working on

any project (A. H. Reed & Knight, 2010).

According to the quality management assessment framework (QMAF), communi-
cation is one of the core drivers for influencing elements of quality management
(Lobo et al., 2019). Individual behavior is considerably effected by self-interest
(Van Vugt, 2009).To align the behavior of all participants towards a single goal has
been a challenge for projects (Leufkens & Noorderhaven, 2011). Effective commu-
nication and coordination induce trust in different participants and a high level
of contract governance in projects which control participants behavior, thereby,
ensuring better QMP(Lumineau & Qulin, 2012; J. K. Pinto, Slevin & English,
2009).

Communication increases the extent to which QMP impact project performance.
There exist a significant difference between high and low project performance
based on the effectiveness of communication (Schroeder & Flynn, 2002). Project
success is not solely dependent on Implemented quality management but effective
communication act also as a key factor for it (Morita, Sakikabara, Matsui & Sato,
2001). They also identified that high performance can be achieved if there is
a culture of encouraging employees to communicate. Yeung and Chan (1999)
indicated that the positive execution of QM in manufacturing firms in China is

possible through effective communication channels.

2.2.1 Communication as a Moderator between Top

Management Support and Project Performance

Top management is vital for running any organization. The role of top man-
agement in ensuring QMP in an organization has been studied so far and con-
tributed positively to organizational performance (Macinati, 2008; Thomas C Pow-
ell, 1995; X. Zu et al., 2008). Moreover, the involvement of top management is
a major critical aspect of a successful project(Ullah, Thaheem, Siddiqui & Khur-

shid, 2017). Top management encourages workers to participate thus improve
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production by discussing their ideas. By introducing compensation procedures
and quality-based incentives, top management can support quality improvement
(Bonito, 1990; Flynn et al., 1995). According to Joiner (2007), motivated man-
agers invest time and resources to implement TQM programs, associated with en-
hanced organizational performance. Communication between managers and team
members allows them to have a better understanding of QMP (Conca, Llopis &
Tari, 2004). Management effort to induce open communication and cooperation
ensures effective cultural changes in an organization and hence ensures successful
implementation of TQM (Hale Kaynak, 2003). Meirovich, Galante and Kanat-
Maymon (2006) also found out that communication patterns between managers
and subordinates are considered as a positive stance to accept TQM. Therefore,
higher management support improves project outcomes by effective implementa-
tion of TQM (Al-Otaibi et al., 2015). Providing the opportunity of communica-
tion between employees working in several departments of the ministry, the Qatari
Ministry of Interior ensured TQM practices and thus was able to increase their
performance(Saffar & Obeidat, 2020). Organizational support helps in sharing
knowledge through communication to produce a synergistic effect on the TQM and
performance relationship (Joiner, 2007). He also, establish that an environment
of support within an organization increases the efficiency of TQM implementation
which confirms the suitability of the contingency theory approach to successful

TQM implementation. Given the above-cited literature, we hypothesize that:

H5: Communication moderates positive relation of top management support and

project performance such that it strengthens the relation.

2.2.2 Communication as a Moderator between Participant

Involvement and Project Performance

Participation leads to high motivation in workers thereby more involvement in
improving quality (Linderman, Schroeder, Zaheer, Liedtke & Choo, 2004; X. Zu
et al., 2010). Conflicting individual goals results in a weak relationship between

PQA and project performance (Masters & Frazier, 2007). Good communication
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brings different participants on common goals by suppressing conflict (Kadefors,

2004).

The quality of products and facilities is improved through the implementation
of Human resource management practices, allowing participant involvement in
terms of commitment and dedication(Joiner, 2007). Workforce knowledge and
creativity are increased as a result of group communication (Linderman et al.,
2004), thus proposing quality improvement initiatives. influence of implemented
TQM is revealed through reward and appreciation programs specifically to en-
courage employees participation in different activities and through the provision
of better communication (Ul Hassan, Hassan, Shaukat & Nawaz, 2013). Ade-
banjo and Kehoe (1999) declared participant involvement as a crucial factor in
the process of change. He also found out that the work environment, promoting
open communication, effects participant involvement. When participants appre-
ciate each-others involvement, fresh ideas and new concepts are conveyed more
easily and openly (Joiner, 2007). Communication of a clear strategy to employees
improves quality(Bonito, 1990; Flynn et al., 1995), therefore resulting in improved
performance. Organizations practicing TQM ensure quality improvement with the
help of an effective communication system (Sureshchandar, Rajendran & Anan-
tharaman, 2001). Because product lines and organizational functions need to be
communicated to different customers, at different work locations and across the
organizational level. This will help employees to take preventive measures (Pfau,

1989).

Participant Involvement depends on the organizational structure. Because of the
contingency theory, the firm design is adapted according to the changing contex-
tual factors. The effect of TQM is contingent on contextual factors, i.e. com-
munication among team members in the current study. Given the above-cited

literature, we hypothesize that:

H6: Communication moderates the positive relation of participant involvement

and project performance such that it strengthens the relation.
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2.2.3 Communication as a Moderator between Customer

Focus and Project Performance

Customer focus is defined as Increasing contacts between the organization and
customers, identifying their requirements, assessing their satisfaction and sup-
porting activities improving customer satisfaction (Conca et al., 2004). TQM has
become important to organizations through increasing customer satisfaction thus
attaining competitive improvement and extraordinary revenues(Fernandes, Sam-
paio, Sameiro & Truong, 2017). Flynn et al. (1994) found that customer interface
in the product design phase is a key aspect of performance. This includes con-
tinuous interaction with customers in the form of feedback. Grandzol & Gershon
(1997) identified that Customer focus is a crucial factor for product/service qual-
ity. Therefore, for customer handling, the employees should have enough informa-
tion regarding the organizational system, best suited for the customer (Attakora-
Amaniampong et al. (2014). Irfan & Kee, (2013)discussed that project-based

companies achieved their goals by meeting customer needs.

Constant communication with customers results in a better understanding of cus-
tomer requirements (Panuwatwanich & Nguyen, 2017), which sets specific goals
for improved quality hence better project performance(Saffar & Obeidat, 2020).
The most effective internal organization design is determined by customer feed-
back. Companies plan and design their activities depending on changing customer
demands. This indicates that the effect of customer focus is depending on the

changing level of interaction with customers. So, we hypothesize that:

H7: Communication moderates the positive relation of customer focus and project

performance such that it strengthens the relation.

2.2.4 Communication as a Moderator between Quality
Training and Project Performance
In addition to on-the-job training required to induce problem-solving ability y

in workers, Quality-oriented training includes problem-solving in small groups,

communication, statistical process control and other relevant areas (Flynn et al.,
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1994). According to Hale Kaynak (2003), Quality training increases awareness of
quality-related issues. It is impossible to improve project performance without a

well-trained workforce.

The training related to a specific task is known as typical instructive commu-
nication and has a positive relationship with performance (Zeng et al. (2013)).
Task-related training induces problem-solving ability in workers so that they can
perform better and encourage their involvement in jobs (Hale Kaynak, 2003). The
provision of necessary resources for quality-related training is the responsibility of

top management (Flynn et al., 1995).

Takeuchi (1981), in his surveys of organizations with extraordinary performance,
found that 89% had members who participated in training programs. Saffar and
Obeidat (2020) noted an increase in performance through training and motivat-
ing workers. Li (2000)found that HRM strategies such as training, information
sharing and participative management help to enhance firm performance. Train-
ing in quality-related issues promotes problem-solving in small groups via active
communication (Flynn et al., 1994), which is responsible for the improvement of

project performance. Therefore, we hypothesize that:

HS8: Communication moderates the positive relation of quality training and project

performance such that it strengthens the relation.

2.3 Theoretical Framework

C icati
People Related QM Practices cmumutneation
Top Management Support Al HS H6 H7 H8 > .
I Project Performance
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Practice Involvement A >
H3

Customer Focus v >
H4
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Quality Training
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FIGURE 2.1: Research Model
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The theoretical framework for this study is shown in figure 1. This framework
illustrated the effect of people related QMP on project performance and the mod-
erating effect of communication. This framework shows one of the dimensions
of QMP, i.e. people-related QMP which includes four constructs. These are top
management support, participant involvement, quality training and customer fo-

cus.

2.4 Research Hypotheses

H1: Top management support is positively related to project performance.

H2: Participant involvement is positively related to project performance.

H3: Customer focus is positively related to project performance.

H4: Quality training is positively related to project performance.

H5: Communication moderates the positive relation of top management support
and project performance such that it strengthens the relation.

H6: Communication moderates positive relation of participant involvement and
project performance such that it strengthens the relation.

H7: Communication moderates the positive relation of customer focus and project
performance such that it strengthens the relation.

H8: Communication moderates the positive relation of quality training and project

performance such that it strengthens the relation.



Chapter 3

Research Methodology

This chapter describes the necessary steps taken to investigate the proposed theo-
retical framework, research design and methodology. It also provides details about
selecting and analyzing the data techniques. Further detail about measurement

and instrument reliability analysis are also presented in this chapter.

3.1 Research Design

Research design is a framework of a research plan of action. Zikmund, McLeod
and Gilbert (2003) define research design as a plan of the researcher that defines

the procedure and method for collecting and analyzing the necessary information.

To obtain good results and effectiveness in research a good research design is com-
pulsory (Wiersma & Jurs, 2005). The most common techniques used in research
are qualitative-quantitative research.Quantitative research design is preferred due
to its effectiveness and reliability than qualitative and produce more authentic
results (Chase, Teel, Thornton-Chase & Manfredo, 2016). The quantitative ap-
proach is more suitable when reporting the strength of variables because in quali-
tative techniques cannot find the strengths between their relationships (Froman &
Owen, 2014). Research design includes study type, time horizon, unit of analysis,

types of setting and sample which are discussed below;

39
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3.1.1 Types of Study

This is a causal study that tends to investigate the impact of people-related QMP

on project performance with the moderating role of communication was measured.

3.1.2 Study Setting

The nature of the study was cross-sectional. Data were collected using question-
naire surveys. Many researchers prefer to use this technique for data collection.
This is a cost-effective minimum interference of researchers that also helps to re-
duce the biases of respondents (Cavanaugh & Noe, 1999). It also helps respondents
to respond at their ease and allowed time for a good response. The survey question-
naire is cost-effective, less time consuming and data examination also easy. Data
were collected in a natural and neutral environment with almost no interference

from the researcher.

3.1.3 Time Horizon

Due to the cross-sectional nature of the study, data were collected in one month

for this study.

3.1.4 Unit of Analysis

The unit of analysis was employees involved in quality practices in construction

sector.

3.1.5 Population

The population in the current study is employees from construction sector in
Islamabad, Rawalpindi and Lahore, Pakistan. Using the personal and professional

network, data were collected from professionals working in construction sector.
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3.1.6 Sampling

Sampling is an appropriate representative portion selected from the total popu-
lation to determine different parameters(Weber, Martin & Cayanus, 2005). Two
different types of sampling are probability and non-probability sampling. Each
type has its own merits and demerits, but the selected type of sampling usually
depends upon the type of research objectives and data. Probability sampling
could be more suitable when complete information about the population avail-
able (Wiersma & Jurs, 2005). The population of this study was unknown. A

convenience sampling technique for data collection was used.

3.1.7 Sample Size

A sample is aa small part of the entire population. Few members are selected from
the population instead of selecting all the elements of the population to make a
sample. Employees involved in quality activities working in different organizations
and their immediate supervisors comprise the population for this study. The
population size of this study was unknown; while individuals were unit of analysis
and data was collected from different organizations of construction sector. This
sector has contributed significantly to different parts of Pakistan as well. Due to a
large number of populations of this sector, it is not possible to cover all employees
due to different constraints such as time scarcity, scarcity and cost. Hence a sample

was selected to collect data from this industry.

According to Leguina (2015), G*power calculator can be used for minimum sam-
ple size calculation.Hence the effect size was 0.15,and power needed as kept 0.90.
The required sample was around 130. This required sample size calculation ap-
proach is beneficial and being used in literature (Muhammad, Mahadi & Hussin,
2017). Accordingly, the useable data from 253 respondents were selected. The
total numbers of 300 questionnaires were distributed online in different firms of
construction sector.270 questionnaires were obtained, filled for data analysis. 17

incomplete questionnaires were excluded. 86.9% highly positive response rate was
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observed. Some of organizations include Metracon, Al Ghani Group, Habib Rafiq
Construction Company,IBECHS, Descon Engineering,etc.

3.2 Sampling Techniques

For data collection non probability, convenience sampling technique was used due
to unknown population size. Data were collected from Rawalpindi , Islamabad
and Lahore. Respondents were quality engineers, site supervisors, site engineers

and assistant managers working in construction sector.

3.3 Sample

The population in the current study is employees involved in quality activities
related to construction projects. Using personal and professional network, data
were collected from professionals working in construction sector. Some of orga-
nizations include Metracon, Al Ghani Group, Habib Rafiq Construction Com-
pany, IBECHS, Descon Engineering, etc.Approximately 300 questionnaires were
distributed in above-mentioned organizations out of which reverted 270 responses
were received and 253 responses were included in this study for empirical anal-
ysis. Respondents qualifications were Matric/Intermediate, Graduation, Maters

and Ph.D.

3.4 Data Collection Procedure

Data was collected from using the reference of friends, teachers and professionals
to fill the questionnaires. Complete confidentiality about data was ensured to ex-
tend the cooperation. A cover was also attached that mentioned the purpose of
conducted research to assure respondents that data would be accessible only rel-
evant persons involved in the research. A soft copy of the questionnaire through

google docs sent to selected participants. Basic instructions were also given to
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the respondents about the conducted survey so that everyone could fill the sur-
vey without any hesitation. The approximate time required to fill the complete
questionnaire was 10 minutes only. All the contact details were kept anonymous
which was necessary to follow the ethics in research. The questionnaire contained
items regarding top management support, participant involvement, customer fo-
cus, quality training, project performance and communication. Questionnaires
were filled by Quality Engineers, Site Engineers, Assistant Managers, Architec-

tural Designers, Contractors, etc.

3.5 Measurements

In this study close-ended questionnaire was used to measure five variables, on five
Likert scales except for communication. Using five Likert scales, [tems were rated
from Strongly Disagree to Strongly Agree. Where 1= strongly disagree, 2=dis-
agree, 3= neutral, 4= agree, 5= strongly agree. Communication was measured
using seven Likert scales, Items were rated from Strongly Disagree to Strongly
Agree. Where 1 = strongly disagree; 2 = disagree; 3 = disagree somewhat; 4 =
neither agree nor disagree; 5 = agree somewhat; 6 = agree; 7 = strongly agree.

These variables were used for divers source.

3.5.1 Dimensions of People-related QMP

Lu et al.(2019) developed QMP around two dimensions. Our research focuses
only on people-related quality management practices. Practices grouped in this
classification were measured using individual scales. The scales for people-related

QMP constructs are adopted from quality literature.

3.5.1.1 Top Management Support

Top management support (5 items)was measured with the questions from Ahmed,

Mohamad and Ahmad (2016). The questions were designed on 5 points Likert.
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The sample questions for this construct were: Top management actively partici-
pates in quality improvement activities; Top management encourages participants

to take part in quality improvement activities. The Reliability was 0.881.

3.5.1.2 Participant Involvement

Participant involvement (4 items)was measured with the questions from Conca et
al. (2004). The questions were designed on 5 points Likert. The sample questions
for this construct were: Participants actively participate in quality improvement

activities; Participants have problem-solving skills. The Reliability was 0.854.

3.5.1.3 Customer Focus

Customer focus (3 items)was measured with the questions from Conca et al.
(2004). The questions were designed on 5 points Likert. The sample questions
for this construct were: This project can comprehend the demand of the cus-
tomer,;This project always reflects improving customer satisfaction. The Reliabil-

ity was 0.792.

3.5.1.4 Quality Training

Quality training (3 items) was measured with the questions from Kaynak and
Hartley (2008). The questions were designed on 5 points Likert. The sample
questions for this construct were: This project provides quality training for par-
ticipants; This project provides quality training for management.The Reliability

was 0.842.

3.5.2 Project Performance

Project performance was a dependent variable in this study and was measured by
adapting the questionnaire originally constructed by Nidumolu (1995) but adapted
from Gu, Hoffman, Cao & Schniederjans (2014). Some sample questions of this

variable were: In a firm where I work Projects are completed on time.In a firm
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where I work Projects meet budget requirements. The reliability of this measure-

ment was 0.851.

3.5.3 Communication

Communication among team members involved in QMP was taken as a moderator
in this study. It was measure with the help of the questions developed by Gibson
and Vermeulen (2003) which had three questions. Some sample questions related
to this variable were: There is open communication in this team; Team members
maintain a high level of idea exchange. The reliability of this measurement was

0.808.

3.6 Scales Reliability

To test the reliabilities of the scales, values of Cronbach’s alpha shown in table
1. Nunnally and Bernstein (1994) explained the standard of Cronbach’s Alpha is

more or equal to 0.70.

TABLE 3.1: Cronbach’s Alpha of each Scale of the Current Study (N= 253)

Variables Items Cronbach’s alpha
Top Management Support 5 .881
Participant Involvement 4 .854
Customer Focus 3 792
Quality Training 3 .842
Project Performance 8 .851
Communication 3 .808

For top management support, Cronbach’s alpha is 0.881, the Cronbach’s value of
participant involvement, customer focus and quality training in this study is 0.854,
0.792 and 0.842 respectively. Project performance Cronbach’s value is 0.851 and
communication Cronbach’s is 0.808.Top management support contains five items,
participant involvement contains four items, customer focus and quality training
contains three items. Eight items were related to project performance and three

items were related to communication.
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Results

This chapter contains correlations, regression and moderation results which are
discussed one by one in detail. SPSS software was used for data analysis and the

following results were obtained.

4.1 Descriptive Statistics

The descriptive statistics table is the summarized presentation of the large data to
get statistical information such as the minimum value and maximum value of the
Likert scale response, mean and standard deviations of the data collected. The de-
tails of the data collected under this research are presented in Table 4.1. The first
column contains constructs used in this research; the second column represents
the sample size (N) of the study. The total sample size was 253. The minimum
and maximum values for each construct are presented in third and fourth columns
respectively for the mean calculation. The independent variables i.e., top man-
agement support (TMS) has a mean value of 4.20 and standard deviation of 0.83,
participant involvement (PI) has the mean value for 4.27 and a standard deviation
of 0.77, customer focus (CF) has a mean value of 4.26 and standard deviation of
0.76, quality training (QT) has to mean value of 4.20 and standard deviation of
0.86. The dependent variable, project performance (PP) has a mean value of 4.03
and a standard deviation of 0.77. The moderating variable, communication (CC)

has a mean value of 5.71 and a standard deviation of 1.2
46
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TABLE 4.1: Descriptive Statistics

Variables N Minimum Maximum Mean Std.Deviation

TMS 253
PI 253
CF 253
QT 253
PP 253
CC 253
Valid N 253

1.60
2.00
2.33
1.67
2.00
2.00

5.00
5.00
5.00
5.00
5.00
5.00

4.2
4.27
4.26

4.2
4.03
5.71

0.83
0.77
0.76
0.86
0.77
1.2

4.2 Sample Characteristics

In the early stage of data analysis, demographics and basic characteristics were

drawn to have an idea about the frequency of demographics. Table 4.2 shows the

characteristics of gender.

4.2.1 Gender

TABLE 4.2: Gender Frequency and Percentage

Frequency Valid Percent

Cumulative percent

Male
Female
Total

224
29
253

88.5
11.5
100

88.5
100

This table shows the gender composition of the sample. 88.5% were male and

11.5% female. Our sample contains more data from males.

4.2.2 Age

TABLE 4.3: Frequency and Percentage of Age

Frequency Percent

Cumulative percent

18-25
26-33
34-41
42-49
50 above
Total

84

96

26

22

25
253

33.2
37.9
10.3
8.7
9.9
100

33.2
71.3
81.4
90.1
100
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Table 4.3 displays the composition of the sample based on age groups. 33.2%
of respondents age were 18-25, 37.9% respondents age were 26-33 range, 10.3%
respondents age were in 34-41 range, 8.7% respondents age were in 42-49 range
and just 9.9.% respondents were more than 50years. In that study, the percentage

of 26-33 respondents is high.

4.2.3 Qualification

TABLE 4.4: Respondents and their Qualification

Frequency Valid Percent Cumulative percent

Metric/Inter 17 6.7 6.7
Bachelor 107 42.3 49
Master 56 22.1 71.1
MS/MPhil 47 18.6 89.7
Ph.D. 11 4.3 94.1
Post doc 15 5.9 100
Total 253 100

Table 4.4 explains the qualification of respondents. The respondents’ qualification,
matric/inter qualified was 6.7%, bachelor qualified was 42.3%, master qualified
was 22.1%, MS/Mphil qualified was 18.6%, Ph.D. qualified respondent was 4.3%,
Postdoc qualified was 5.9%. The Bachelors’s qualified percentage is high.

4.2.4 Work Experience

TABLE 4.5: Experience

Frequency Valid Percent Cumulative percent

0-5 118 46.6 46.6
06-10 65 25.7 72.3
11-16 23 9.1 81.4
17-22 19 7.5 88.9
23-28 11 4.3 93.3

29 above 17 6.7 100
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Table 4.5 displays the respondents’ work experience, in which high percentage of
respondents work experience is 46.6% in range (0-5), in range (6-10) the respon-
dent’s experience was 25.7%, in category (11-16) the respondents’ experience was
9.1%, in category (17-22) the respondent experience was 7.5%, in category (23-28)
the respondent experience was 4.3% and above 29 the experience of respondents

were 6.7%.

4.3 Correlation Analysis

Correlation analysis was performed before regression to find out the level of as-
sociation existing within the variables. Table 4.6 displays the correlation analysis
results for the variables. The results show that there exists a positive significant
correlation between top management support, participant involvement, customer
focus, quality training and project performance with a significant value of .676™*,
669%* 633" and .630™* respectively. Communication is also positively and sig-
nificantly correlated with top management support (r=.679, p<.01), participant
involvement (r=.594, p<.01), customer focus (r=.583, p<.01), quality training

(r=.663, p<.01) and project performance (r=.637, p<.01)

TABLE 4.6: Results of Correlation

1 2 3 4 5 6
1. Top Management 1
Support
2. Participant .821%* 1
Involvement
3. Customer Focus T89** JT55%* 1
4. Quality Training STH3%* .685%* .669%* 1
5. Project Performance .676** .669%* .633** .6307%* 1
6.Communication B79** .594** 583 ** .663** 63T 1

« x .Correlationissigni ficantatthe0.01level (2 — tailed).

4.3.1 Multicollinearity of Indicators

Multicollinearity is when two or more items of a construct are highly correlated
and is measured through “Variance Inflation Factor” (VIF) (Hair Jr, Sarstedt,
Matthews & Ringle, 2016). The general rule is that VIF values should not be
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greater than 5 (Wong, 2013), otherwise there exists a collinearity issue. As de-

picted in the table 4.7, the multicollinearity issue did not exist among the items

of exogenous constructs as all VIF values are within the acceptable range.

TABLE 4.7: Inner Variance Inflation Factor

Constructs Tolerance VIF
1. Top Management Support 0.226 4.415
2. Participant Involvement 0.291 3.44
3. Customer Focus 0.336 2.978
4. Quality Training 0.424 2.356

4.3.2 Regression Analysis

Linear regression analysis was performed between independent and dependent vari-

ables to check the relationship using Software SPSS 21. An ordinary least square

method was used. For this method, the average was calculated by summing up

different questions for each variable. The results are presented in Table 4.8.

TABLE 4.8: Results of Regression Analysis

Project Performance

Variable B S.E Beta T Sig.
Top Management Support 0.147 0.085 0.158 1.733 0.084
Participant Involvement 0.248 0.08 0.249 3.087 0.002
Customer Focus 0.145 0.076 0.144 1.917 0.056
Quality Training 0.237 0.06 0.265 3.973 0.000
Note: R%2=0.535

In addition to correlation analysis, linear regression was also done between de-

pendent and independent variables i.e. top management support, participant in-

volvement, customer focus, quality training and project performance. For this

purpose, the mean values for the variables were selected. The results showed that

the relationship between top management support and project performance was

positive but insignificant (5=.16, p>0.01) so H1, “Top management support is

positively related to project performance” is rejected. The relationship between

customer focus and project performance was also positive but insignificant (5=.14,
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p>0.01). So H3, “Customer focus is positively related to project performance” is
rejected. While Participant Involvement and project performance have a positive
and significant relationship (f=.25, p<0.01) so H2, “Participant involvement is
positively related to project performance” is accepted. The relationship between
quality training and project performance was also positive and significant (5=.27,
p<0.01) so H4, “Quality training is positively related to project performance”
is also accepted. Hence results for regression analysis rejects hypothesis H1, H3

accept hypothesis H2, H4.

4.4 Moderation Analysis

The moderation was used to find out whether the association between top man-
agement support, participant involvement, customer focus, quality training and
project performance depends on communication between team members. The
moderation analysis is linear regression equations with an interaction term. Hayes’s
process (Model 1) was used to test the moderation hypothesis. Moderation results

are displayed in tables below

TABLE 4.9: Moderation Analysis Results for Top Management Support

Project Performance
B SE T p-value LLCI  ULCI

Step 1 Top Management Support 0.14 0.18 0.77 0.44  -0.2195 0.5024
Communication -0.03 0.14 -0.92 0.92 -0.2939 0.2665

Step 2 Top Management Support * 0.52 0.03 0.12 0.12  -0.0137 0.1172
Communication

Note: N=253, **p<.01, *p<.05, R?’=.52

Table 4.9 shows the result of moderation analysis for top management support.
Insignificant interaction value (f=.52, p>0.05) shows there is no moderation of
communication between top management support and project performance. Hence
H5, “Communication moderates the positive relation of top management support
and project performance such that it strengthens the relation” is unaccepted be-
cause P=0.12 showing insignificance and zero is present between the upper and

lower confidence interval 95%.
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TABLE 4.10: Moderation Analysis Results for Participant Involvement

Project Performance
B SE T p-value LLCI ULCI

Step 1 Participant Involvement 39 21 1.81 .07 -.0337 8216
Communication A8 160 1.12 .26 -.1381 .5057

Step 2 Participant Involvement * Com- .01 .03 .25 .81 -.0660 .0849
munication

Note: N=253, **p<.01, *p<.05, R*=.54

Table 4.10 shows the result of moderation analysis for participant involvement.
Insignificant interaction value (5=.01, p>0.05) shows there is no moderation of
communication between participant involvement and project performance. Hence
H6, Communication moderates the positive relation of participian involvement and
project performance such that it strengthens the relation” is not accepted because
P=0.81 showing insignificance and zero is present between the upper and lower

confidence interval 95%.

TABLE 4.11: Moderation Analysis Results for Customer Focus

Project Performance
B SE T p-value LLCI ULCI

Step 1  Customer Focus 0.2 022 09 0.37  -0.2383 0.6413
Communication 0.08 0.17 049 0.62 -0.2593 0.4332

Step 2 Customer Focus * Communica- 0.04 0.04 0.9 0.37 -0.043 0.1164
tion

Note: N=253, **p<.01, *p<.05, R®*=.51

Insignificant interaction value (8=.04, p>0.05) shows there is no moderation of
communication between top management support and project performance. Hence
H7, Communication moderates the positive relation of customer focus and project
performance such that it strengthens the relation” is not accepted because P=0.37
showing insignificance and zero is present between the upper and lower confidence

interval 95%.

TABLE 4.12: Moderation Analysis Results for Customer Focus

Project Performance
B SE T p-value LLCI  ULCI

Step 1 Quality Training -0.13 0.18 -0.73  0.47  -0.4881 0.2252
Communication -0.16 0.14 -1.14 0.26  -0.4328 0.1159

Step 2 Quality Training * Communica- 0.09 0.03 2.84 0.0049 0.0285 0.1577
tion

Note: N=253, *p<.01, *p<.05, R*=.51
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Significant interaction (8=.09, p<0.05) shows the moderation effects of communi-
cation in the relationship between Quality Training and project performance and
no zero is present between the upper and lower confidence interval 95%. Hypoth-
esis 8, “Communication moderates the positive relation of quality training and

project performance such that it strengthens the relation” is accepted.

4.4.1 Moderation Graph

To check the moderator effect between quality training, communication and project
performance, the mode graph was calculated. The independent variable was plot-

ted on the x-axis and the dependent variable was plotted on the y-axis.

2.5 ———- LOWCC

Project Performance

High CC

Low QT High QT

FIGURE 4.1: Graph 1. Interactive Effect of Quality Training and Communica-
tion on Project Performance.

The positive relation was proposed between the quality training and project per-
formance would be stronger in the presence of communication. Results suggest a
significant relationship for communication. According to these findings, low level
of communication results in weak the quality training and project performance
relationship but high level of communication strengthens the quality training and
project performance relationship. The graph reflects the similar results; if the
communication (CC) is low then the slope of graph is not steep. In other case,
when the communication (CC) is high, the relation between quality training and
project performance becomes stronger and the slope line steeper than the moder-

ator value.
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4.5 Summary of Acceptance/Rejection of

Proposed Hypothesis

TABLE 4.13: Summary of Hypothesis Testing

‘ No ‘ Hypothesis Statement ‘ Results ‘
HO1 | Top management Support is positively related to project | Rejected
performance.
Participant involvement is positively related to project per- | Accepted

HO02

formance.

‘ HO03 ‘ Customer focus is positively related to project performance. ‘ Rejected ‘

‘ Ho04 ‘ Quality training is positively related to project performance. ‘ Accepted ‘

HO05

Communication moderates the positive relation of top man-
agement Support and project performance such that it
strengthens the relation

Rejected

HO06

Communication moderates the positive relation of partici-
pant involvement project performance such that it strength-
ens the relation

Rejected

HO7

Communication moderates the positive relation of customer
focus and project performance such that it strengthens the
relation

Rejected

HO8

Communication moderates the positive relation of qual-
ity training Support and project performance such that it
strengthens the relation

Accepted




Chapter 5

Discussion and Conclusion

This section relates to the detailed discussion of the hypothesis generated with lit-
erature support and explanation of the results considering the theory and empirical
evidence. The chapter is divided into three major parts where part 1 discusses the
hypothesis results, the second portion discusses the implications to the theory and
practitioners and the last portion discusses the limitations and future research.
Our study focuses on the implementation of quality management practices specif-

ically in project-based organizations to impact project performance.

Considering the need for quality in organizations, researchers are interested in
quality activities in project management. There exists collaboration between the
American Society for Quality (ASQ) and the PMI in the form of ANSI/ISO/ASQ
Q10006 (1997) guidelines. These guidelines focus on the significance of commu-
nication and control of the project (Masters & Frazier, 2007). According to the
literature review, Talib and Rahman (2010) declared communication within a com-
pany as a critical success factor (CSF) for QMP implementation. The absence of
communication is considered as a major barrier in project performance improve-

ment (Azhar, Farooqui & Ahmed, 2008).

This research aimed to investigate the direct and indirect relationships of people
related to QMP on project performance. In addition to the direct effects, the
study in the conceptual model explored the moderating effect of communication
on people-related QMP and project performance in organizations working in the

construction sector of twin cities. The results revealed a significant relationship
55
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between dependent and independent variables. The study serves evidence from
the construction sector of Pakistan and the findings can be used by the policy-
makers and managers for effectiveness in the project fields. The study developed
8 hypotheses and all hypotheses were supported by data findings and theory as

well.

Hypothesis H1 states that top management support is positively related to project
performance. Findings in this study suggest that top management support is not
positively related to project performance. Our results are in line with that of
Malik, Nasim, & Igbal (2013), who identified that top management support is a
highly ranked dimension of QMP but lack of their experiences and resistance to
change are barriers to QMP implementation. In another study it was also found
that the lack of dependency of workers for consulting the quality guidance is a
common barrier for TQM implementation (Bhat and Rajashekhar, 2009).N. A.
Ali, Zairi and Mahat (2008) studied Malaysian Industries and declared resistance
to change as the key obstacle to TQM implementation. Another study in Turkey
suggests that leadership, which is also part of top management support, is not
significantly related to any performance (Sadikoglu & Olcay, 2014). This is also
supported by the results of other researchers (Choi & Eboch, 1998; Kannan &
Tan, 2005). The link among multiple dimensions of top management support
and project success is also discussed in the literature (Ahmed et al., 2016) and
concluded that not all dimensions (except provide resources and power) effect

significantly project success.

Hypothesis 2 states that participant involvement is positively related to project
performance and our findings also suggest that participant involvement is posi-
tively related to project performance. In a TQM environment, employee involve-
ment is a significant factor in the HRM domain. Another dimension of people-
related QMP, participant involvement is also referred to as employee involvemen-
t/employee engagement enhances performances. Our results support the findings
of prior researches of Ketikidis et al., (2006) and Rahman (2001) by showing that
TQM practices enhance organizational performance in terms of improvement in

employees attitudes towards quality. Joiner (2007)concluded that the greater the
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firm motivates its employees the higher would be the performance. Abdullah et
al. (2010)concluded that soft factors of TQM like people management and rela-
tionship with the employees have a positive and significant impact on the overall

performance of the firm.

QMP is defined as meeting customer expectations and project performance is mea-
sured by the extent to which a project satisfies customer needs. Hypothesis 3 states
that customer focus is positively related to project performance while our study
indicates that there exists an insignificant relation between customer focus and
project performance. Customer focus has no impact on project performance. Our
results coincide with the study of Sadikoglu & Olcay (2014), indicating insignif-
icant relation between customer focus and other performances such as employee

performance, inventory management performance and innovation performance.

Training related to quality practices is provided depending upon project resources.
Without education and good training QMP cannot be implemented efficiently.
Hypothesis 4 states that quality training is positively related to project perfor-
mance and our study also shows a positive significant relationship between quality
training and project performance. So it is essential to introduce quality train-
ing programs for successful completion project completion (Ahmed et al., 2016).
For smooth implementation of QMP, quality training should be provided at each
level i.e. from top management to employees, so that innovative ideas and new

programs can be implemented.

Hypothesis 5 states that communication moderates the positive relation of top
management support and project performance such that it strengthens the rela-
tionship. The rejection of H5 shows communication does not moderate positive
relation of top management support and project performance such that it strength-
ens the relation but our findings report that communication does not moderate
positive association of top management support and project performance com-
munication moderates positive relation of top management support and project
performance such that it strengthens the relationship. Zeng et al. (2013) found

out similar results. According to Flynn et al., (1994), face-to-face communications
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increase the quality of problem solutions but this advantage is offset by the frus-
tration of workers who mind too much top management involvement. Stressed
workers ultimately are unfavorable to project performance. This can also be ex-
plained as poor quality performance also leads to increased supervisory interaction
facilitation, which concludes to insignificant results when mixed with the positive

impact of supervisory interaction facilitation on performance.

Hypothesis 6 indicates that communication moderates the positive relation of par-
ticipant involvement and project performance such that it strengthens the rela-
tionship. The rejection of H6 indicates that communication does not moderate
the positive relation of participant involvement and project performance such it
strengthens the relationship. Organizations practicing TQM ensure quality im-
provement with the help of an effective communication system (Sureshchandar
et al., 2001) because employees communicate product lines and organizational
functions to different customers, at different work locations and across the organi-
zational level. (Pfau, 1989).Therefore, lack of communication results in conflicts
among employees Isa (2015) thus hindering participant involvement and small

group problem-solving.

Hypothesis 7 indicates that communication moderates positive relation of cus-
tomer focus and project performance such that that it strengthens the relation-
ship. The rejection of H7 indicates that communication does not moderate the
positive relation of customer focus and project performance such it strengthens the
relationship. Communication with customers increase customer satisfaction(M.-
C. Yu, 2017)and in the form of customer feedback, inform timely about changes
required in project activities but can result in scope creep. A study conducted
for a construction project of Ghana indicates that Scope creep is a result of client
changes demanded upon frequent communication which ultimately reduces project
performance in terms of resource wastage (Amoatey & Anson, 2017). So, commu-
nication does not strengthen the relationship between customer focus and project

performance.

Hypothesis 8 states that communication moderates the positive relation of quality

training and project performance such that it strengthens the relationship. The
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findings of our study also show that communication moderates the positive associ-
ation of quality training and project performance such that higher communication
makes this association stronger. The results show that training is the only di-
mension of people related QMP whose association with project performance is
moderated by communication between participants. These results are parallel to
those of a study by Zeng et al., (2013). The training related to a specific task is
known as typical instructive communication and has a positive relationship with
performance. Task-related training induces problem-solving ability in workers so
that they can perform better and encourage their involvement in jobs (Hale Kay-

nak, 2003).

Based on the above discussion, this study highlights the importance of quality and

provided resources to TQM in terms of high-performance level in the organization.

5.1 Theoretical Implications

The outcomes of this study tell the impact of the TQM elements including top
management support, participant involvement, customer focus and quality train-
ing on the project performance in the construction sector of Pakistan. The study
serves the project practitioners in Pakistan and to the body of knowledge in the
following manner. It supported the contingency view of quality management prac-
tices and validated empirically the moderating effect of communication on the link
between quality management practices and performance. Moreover, the moderat-
ing effect of communication in case of quality training, the only quality manage-
ment practice affecting project performance, could serve as accountable evidence
for the mixed results of quality management practices. This study can also be
considered as empirical support that serves as an initial point for future context
studies on quality management practices. Besides, it contributes positively to the
accomplishment of quality management through people-related practices as it in-
dicates that not all four people-related practices are significant to increase project
performance in terms of quality. Furthermore, it provides support to quality con-

cerns in construction projects as project management in the construction sector
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observes a rise and growing interest in Pakistan too. Thus, this study serves the
project management literature and fills the gap with the fewer amount of studies
conducted in this domain and opens new ways for the upcoming researchers as

well.

5.2 Practical Implications

This study has important suggestions for managers. First, it encourages managers
to put in the time and resources for successful implementations of TQM programs.
Based on the results of this study, the implementation of people-related TQM prac-
tices is related to improved project performance. Second, this discussion highlights
the significance of confirmation of an environment inspiring effective communica-

tion for the efficient execution of TQM.

Evidence from this study suggests that there should be an environment in an
organization which includes promoting communication among colleagues, for the
successful execution of TQM. If employees are unable to communicate about prob-
lems and issues to coworkers with whom they work, then firms may not obtain
the beneficial outcomes of TQM plans. Therefore, managers should provide a
hindrance-free environment to team members for communication as it will allow
the exchange of knowledge and experience and sharing at the time of training.
Communication among co-workers will increase the level of awareness regarding
preventive work performance. Moreover, there must be reward and recognition
programs so that employees can be motivated to participate in activities related to
quality. Managers should ensure teamwork, improved communication and should

provide feedback to employees.

Quality training, which reflects positively on project performance, is also impor-
tant for the effective execution of TQM. Managers are accountable for providing
quality training programs for employees. This training will empower employees
in terms of innovative ideas, problem-solving abilities and encouragement in jobs.
Thus effort drew in Participant Involvement and quality training, elements of TQM

will be productive for the project performance.
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5.3 Limitations and Future Directions

Though this study comprehensive and provide considerable insights yet it has
some limitations. Firstly, questionnaires are used for data collection, taken as non-
serious activity by most people and provide perception-based data that may lack
a factual position. Therefore, the validity of data can be enhanced via structured
interviews. Secondly, this study considered communication as a single construct,
types of communication (face to face communication or virtual communication),
or frequency of communication cannot be studied due to time constraints. A
future researcher can investigate this limitation by examining different dimensions
of communication. Thirdly, our research findings can be biased based on the data,
not collected from customers, for construct customer focus. Future studies should
obtain data from the customer for such constructs. Lu et al. (2019) suggested
studying the moderating role of conflict in such settings as well but due to time
constraints, moderation through conflict is not studied in this research. Future
researchers are encouraged to include conflict as a moderator too. Lastly, the
sample was targeted to a single industry and country; our study might be extended

to other contexts, to have better generalizability.

5.4 Conclusion

This study focus on the relationship between people-related QMP and project
performance with the moderation role of communication. Our results indicate
that participant involvement and quality training are positively related to project
performance and communication moderates the relation of quality training and
project performance such that it strengthens the relationship. This moderation
effect of communication synchronizes with contingency theory explains that com-

munication.

In a developing country like Pakistan, project management practices are not as
mature as found in a developed country and there exists an informal implementa-
tion of these practices including QMP in the construction sector of Pakistan. It is

pertinent to mention that project management is growing its roots in Pakistan as
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a huge amount of projects are observed in the past decade. This study focused on
the construction sector in twin cities and has tried to find empirical evidence for
the positive relationship of people related QMP on performance. The project man-
agers in this industry are responsible to deliver the promised results in time but
this evidence will help the managers to better control the outcomes and efficiently
utilize different kinds of resources by avoiding rework in their respective projects.
By identifying the relationship, it was also important to explore the significant
QMP applicable to projects in this industry which can be taken into considera-
tion to enhance performance. These practices can be ranked based on our results
as quality training, participant involvement, customer focus and top management
support, considering quality training as the most significant and top management
support as the least significant. The study also concludes that team communica-
tion plays amoderating role specifically in the relationship of quality training and
project performance which must be taken into consideration by project managers.
Since the Pakistani construction sector is reluctant to adopt new techniques and
rely on traditional methods to resolve quality issues, managers tend to neglect
the quality of projects. Hence it can be said that due to such cultural difficulties
and reluctance, managers may not have enough communication regarding project

quality to impact significantly on project outcome
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CAPITAL UNIVERSITY OF SCIENCE AND TECHNOLOGY,
ISLAMABAD

Department of Management Sciences

Questionnaire

Dear Participant,

[ am students of MS Project Management at Capital University Science and Tech-
nology Islamabad. I am conducting a research on “Impact of People-related
Quality Management Practices on Project Performance, with Moder-
ating Role of Communication”. You can help me by completing the attached
questionnaire; you will find it quite interesting. I appreciate your participation in
my study and I assure that your responses will be held confidential and will only
be used for education purposes.

Thanks a lot for your help and support!
Sincerely,

Atia tul Wahab
MS (PM) Research Student

Capital University of Science and Technology,

Islamabad
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*Note: How much do you disagree or agree with each of the following statements about your most

recently completed project? The following likert scales will be used to answer these questions i.e.

1 2 3 4 5
Strongly | Disagree | Natural | Agree Strongly
Disagree Agree
1 2 3 4 5 6 7
Strongly | Disagree | Disagree Natural | Agree Agree Strongly
Dis- somewhat somewhat Agree
agree

Section 1: Personal Information

This part is related to you. So you just tick the relevant box.

‘ Gender ‘ 1 ‘ Male ‘ 2 ‘ Female ‘
Age Group |1 |18-25 2| 26-33 3| 33-41 4 42-49 5 | 50 & above
Qualification | 1 | Matric/ Inter- | 2 | Bachelor | 3 | Master 4 MS/MPhil 5 | PHD 6 Post
mediate Ph.D
Experience. | 1| 0-5 2| 10-Jun |3 | 16-Nov 4 17-22 5| 22-28 6 28 &
above
Designation

Section-2 People-related QM Practices

Please encircle the appropriate column to indicate whether you agree or disagree

with each of the following statements:
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b v
2, 5
» u — 1]
People-related QM Practices Qﬂ o Bl -
- = = =
A ACAERE:
g |7 g
= w2
W
g Top management actively participates in quality improvement activities 1 213 4 5
§ Top management encourages participants to take part in quality improvement 1 2|3 4 5
o
8 | activities
Egu Top management takes active responsibility for quality. 11 2]3] 4|5
3
& | Top management makes strategies and goals for quality. 1 213 4 5
o,
& | Top management discusses quality issues during meetings. 1 2|3 4 5
Participants actively participate in gquality improvement activities. 1 2|3 4 5
g % Participants have problem-solving skills. 1123|4535
g T‘S Participants have teamwork abilities 1121345
A
4 Participants understand the norms and standards of quality. 1 213 4 5
5 This project can realize the demand of the customer. 1 213 4 5
g E This project always considers improving customer satisfaction 1 2|3 4 5
G This project always keeps close contact with the customers. 1123|4535
o This project provides quality tramning for participants. 11 2]3] 4|5
:g This project provides quality training for management. 1 213 4 5
& MThis project provides quality training for suppliers. 1 2|3 4 5

Section-3: Project Performance

Please encircle the appropriate column to indicate whether you agree or disagree

with each of the following statements:

u
4 y
gl [V I - By
- [ [ 3 4:

Project performance a E‘ £ 5| =
- ] LY dﬂ =]
e |4 5
5]
2 &
w

In firm where I work Projects are completed on time. 112314 3

In firm where I work Projects meet budget requirements. 112314 3

In firm where I work Projects meet expectations 112314 3

In firm where I work Project team members are satisfied to work together. 112314 3

In firm where I work Benefits of projects to the organization are high. 112314 3

In firm where I work Projects result in sales growth 1121314 3

In firm where I work Projects help the organization to increase market share. 1121314 3

In firm where I work Projects help the organization improve its competitive position. 112314 3
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Section-4: Communication

Please encircle the appropriate column to indicate whether you agree or disagree

with each of the following statements:

© -
w E = w
Eh = = =
o ¥ o — E Bl
. - £ o g e =] 3 <
Communication Ale| g g gl 5 | &
] W L i q:‘ ol
O ) v s W =]
1R IR
= & oh a
w =2
There is open communication in this team. 1 2 3 4 5167
Everyone has a chance to express their opinion. 1 2 3 4 5167

Team members maintain a high level of idea exchange. 1 2 3 4 5016 |7
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