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ROLE OF SUSTAINABLE QUALITY MANAGEMENT TO
PROMOTE EMPLOYEE PERFORMANCE AND CUSTOMER
SATISFACTION AMONG EDUCATIONAL INSTITUTIONS

Jasin M., Hakimah Y., Rudianto, Faisal A. *

Abstract: Sustainable quality management among educational institutions is most
important to produce quality education for the customers. It is one of the important
elements to satisfy the customers. However, Indonesian educational sector requires
significant reforms to enhance the education quality by enhancing the sustainable quality
management. Therefore, objective of this study is to promote customer satisfaction with the
help of sustainable quality management. Sustainable quality management include; critical
success factors (CSFs) and national quality awards (NQAs). Survey was performed to
collect the data from university employees. In survey, a questionnaire based on 5-point
Likert scale was used. Findings of the study highlighted that sustainable quality
management has crucial role in employee performance and customer satisfaction. Critical
success factors (CSFs) and national quality awards (NQAS) has positive effect to improve
the employee performance and boost the customer satisfaction level. Additionally,
employee performance playing a mediating role between sustainable quality management
and customer satisfaction.
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Introduction

Educational institutions have pivotal role in nation development as better education
system play a significant role to produce quality students, employees and workers
which contributes to the economic development. In this prospective, educational
institution requires achieving higher education quality (Latif et al., 2019;
Kurowska-Pysz et al., 2018). However, in most of the developing countries like
Indonesia, the quality management is poor among the universities. Poor quality
shows negative effect on customer satisfaction.

Consequently, objective of this study is to promote customer satisfaction with the
help of sustainable quality management. Sustainable quality management include;
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critical success factors (CSFs) and national quality awards (NQASs). The
relationship between sustainable quality management, employee performance and
customer satisfaction is highlighted in Figure 1. The sub-objectives of the study are
as follows:
1. To check the influence of critical success factors (CSFs) on employee
performance and customer satisfaction.
2. To check the influence of national quality awards (NQAs) on employee
performance and customer satisfaction.
3. To check the mediating role of employee performance.
The current study contributed theoretically by exploring the role of sustainable
quality management in customer satisfaction. Particularly this is one of the pioneer
studies which examined the role of sustainable quality management in customer
satisfaction among educational institutions. This is also a pioneer study which
examined the mediating role of employee performance between sustainable quality
management and customer satisfaction. Thus, this study significantly contributed to
the knowledge related to the quality management among educational institutions of
Indonesia. Theoretical framework of the study showing the relationship between
sustainable quality management, employee performance and customer satisfaction
in given below Figure 1.

Sustainable Quality
Management

Figure 1: Theoretical Framework
Literature Review

In general, there is no formulation of a theory associated with quality management
or any final short list of practices related to it (Lawler 1ll, 1994; Tari, 2005). The
extensive review on literature shows that there is not a clear consensus about what
are the real factors of the quality management and the best way to digest the quality
management into factors or elements (Samson and Terziovski, 1999). Quality
management categorised by principles allow a universal road map and enforced by
a variety of practices and techniques. Consequently, in order to study quality
management, previous investigations focused on recognizing factors that linked
with quality management implementation. A number of scholars attempted to
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adopt these national quality awards (NQAs) such as MBNQA and EFQM
framework to develop their instrument to measure quality management operational
model in their studies. Quality management can be applied as an operational
framework for employee performance as well as customer satisfaction (Vlasov et
al., 2018).

First, the criteria involved in the NQAs reflect all main factors of quality
management. Besides, to be in-line with Kartha (2004), Curkovic et al. (2000) also
claimed that NQAs framework does capture the concept of quality. These criteria
establish a framework for integrating quality in any organization (Arribas et al.,
2019). Second, based on the above-mentioned reflection, most of the countries
around the world seeking to establish NQA as their basis framework. The NQAs of
countries are based on various quality management activities (Paudel and Devkota,
2018). Third, the critical success factors (CSFs) form a framework for business
quality in any firm; manufacturing as well as service, large or small. Besides the
criteria for the CSFs are updated yearly, it also covers a variety of industries
including education and scholars do agree that the MBNQA present best
framework for quality management. Likewise, CSFs includes one criterion of
organizational performance (result), and various practices of related to the quality.
Critical success factors (CSFs) are vital components for manager or organization
for assuring the success of any quality management implementation. These factors
have positive effect on employee performance and customer satisfaction.
Furthermore, by synthesizing the ideas of pioneer quality scholars developed and
tested an instrument namely critical success factors (CSFs) in quality management.
Furthermore, by using the CSFs, a number of quality management scholars (Joseph
et al, 1999; Sanchez-Rodriguez and Martinez-Lorente, 2004) empirically
developed and examined the association between quality management based on
their own research setting. Earlier studies established eight CSFs (top management
leadership, quality of various department, various activities of training, different
product design, practices related to the supplier quality management, activities
related to the process management, data quality reporting activities, and employee
relations), whilst Flynn et al. (1994) found eleven (leadership quality, reward
related quality, quality in process control, quality of feedback, cleanliness as well
as organization, quality of inter-functional design, quality related to the new
product, selection for teamwork potential, quality of teamwork, quality related to
the supplier relationship, and quality with customer interaction). In other setting,
Ahire et al. (1996) suggested twelve (quality of top management, quality of
supplier, quality of customer focus, quality of usage, quality of benchmarking,
quality of internal data usage, quality of employee involvement, quality of
employee training, quality of design management, quality of employee
authorisation, and various elements of product quality). Furthermore, Sanchez-
Rodriguez and Martinez-Lorente (2004) proposed eight CSFs. In brief, there is
inconclusive agreement among the scholars about the numbers or specific CSFs
that should be applied in organizations either manufacturing or service setting.
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All these factors have significant relationship with employee performance and
customer satisfaction.

H1. Critical success factors have positive effect on employee performance.
H2. Critical success factors have positive effect on customer satisfaction.

Subsequently, organizations developed their quality management framework by
following the evaluation criteria for national quality awards (NQAs) (Sila and
Ebrahimpour, 2002). These NQAs has positive role to promote customer
satisfaction and employee performance. Commonly, a number of QMPs scholars
are using these NQAs criteria as a framework for their studies. In brief, Bou-Llusar
et al. (2009) revealed that the well-demonstrated NQAs are Deming Prize (Japan),
Malcolm Baldrige National Quality Award (MBNQA) (U.S), and the European
Foundation for Quality Management (EFQM) (Europe). Furthermore, Chuan and
Soon (2000) carried a framework based on a comparison to the seventeen NQASs
that have been applied around the world. In this framework, eleven major criteria
identified in their analysis. These factors are related to the leadership, various
strategies and planning, management of people, analysing the information, decision
making on resources, quality systems as well as procedures, market environment
focus, satisfaction of people, effect on society, supplier relationship, and results.
Talwar (2011) analysed the framework and criterion weighting of twenty NQAs
(Figure 2).

ENABLERS RESULTS
Top Management Use of Quality Data and Corporate
Leadership Information Responsibility

> Human Resource

Management
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Figure 2: Framework of Quality Award

It is identified nine generic criteria: leadership criteria, strategic planning criteria,
people criteria, supplier/partner criteria, customer criteria, knowledge as well as
data management criteria, procedures criteria, society criteria, and business
outcomes criteria. To sum up, studies provide the information that the most
commonly used NQAs are MBNQA, EFQM and Deming Prize. These NQAs
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effect positively on employee performance which ultimately increases the customer
satisfaction that is mentioned in Figure 2.

H3. Employee performance has positive effect on customer satisfaction

H4. National quality award has positive effect on employee performance.

H5. National quality award has positive effect on customer satisfaction.

H6. Employee performance mediates the relationship between critical success
factors and customer satisfaction.

H7. Employee performance mediates the relationship between national quality
awards and customer satisfaction.

Research Methodology

This study preferred to use quantitative research method. In quantitative research
method, a questionnaire was used for data collection. However, by using
a questionnaire, data were collected only one point of time; therefore, cross-
sectional research design was used in the current study. Employees of the
Indonesian universities were selected as the respondents of the current study.

Population and Sampling

Population of the study is based on the universities of Indonesia. Therefore, data
were collected by using questionnaire from the universities of Indonesia.
Employees of the universities were selected as the respondents of the study. Only
those employees were selected having both duties related to the teaching and
administration. For questionnaire distribution, area cluster sampling was preferred
because it is most appropriate technique to cover the wide area (Altaf et al., 2019;
Ul-Hameed et al., 2018). Total 382 questionnaires were used for data collection.
The sample size was extracted based on the size of population. In Indonesian
universities, number of employees is above 100,000. According to the Krejcie and
Morgan (1970), if the population is above 100,000 the sample size must be 382 or
above. From total distributed questionnaires, 190 were returned and used for data
analysis.

Data Analysis and Findings

Structural equation modelling (SEM) is applied in this study for data analysis.
Partial least square (PLS) was used to run SEM. Tis study followed various steps
of PLS-SEM from Hameed and Naveed (2019). According to prior studies, for the
achievement of internal consistency, factor loadings must be above 0.5. Figure 3
and Table 1 shows the factor loading which is above 0.5. Moreover, composite
reliability (CR) and average variance extracted (AVE) is presented in Table 3
which is above 0.7 and 0.5 respectively (Hair et al., 2017). These values also
confirmed the convergent validity.
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Figure 3: Measurement Model
Table 1: Reliability and Validity
Alpha rho A CR (AVE)
Critical Success Factors (CSFs) 0.785 0.703 0.745 0.598
Customer Satisfaction (CS) 0.823 0.829 0.869 0.589
Employee Performance (EP) 0.736 0.754 0.819 0.535

National Quality Awards (NQAs) 0.811 0.829 0.872 0.583

It is confirmed that CR and AVE values are above the minimum threshold level
which confirms the reliability and convergent validity. After that discriminant
validity was examined through cross-loadings. Structural model with the help of
PLS bootstrapping was performed to get the results for hypotheses. Total seven
hypotheses were proposed in the current study. All the hypotheses having t-value
equal to or above 1.96 were considered as supported. Figure 4 shows the structural
model and results are highlighted in Table 2.

Table 2: Direct Effect Results

B M SD T Statistics P Values
CSFs->CS 0.141 0.142 0.063 2.231 0.026
CSFs -> EP 0.19 0.192 0.057 3.312 0.001
EP ->CS 0.365 0.365 0.082 4.43 0
NQAs -> CS 0.397 0.4 0.074 5.38 0
NQAs -> EP 0.637 0.638 0.05 12.68 0
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It is found that all the direct hypotheses H1, H2, H3, H4 and H5 have t-value above
1.96. Thus, all the direct hypotheses are supported.
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Figure 4: Structural Model

Mediation effect of employee performance is presented in Table 3. Two mediation
hypotheses were tested. It is clear from Table 6 that both mediation hypotheses
have t-value above 1.96. Hence, these hypotheses (H6, H7) are supported.
Additionally, r-square (R?) value for customer satisfaction is 0.651 which is
substantial (Chin, 1998). Therefore, critical success factors (CSFs), national quality
awards (NQAs) and employee performances are expected to bring 65.1% change in
customer satisfaction. Results of the study proved that critical success factors
(CSFs) and national quality awards (NQAs) has positive effect on employee’s
performance and customer satisfaction. Moreover, employee performance has
positive effect on customer satisfaction. The results are matched with results of Al
Shobaki and Naser (2017) and Karatepe (2013) who also found mediation impact
of employee performance among the CDF and customer satisfaction.

Table 3: In-Direct Effect Results

B M SD T Statistics P Values
CSFs ->EP -> CS 0.069 0.069 0.024 2.884 0.004
NQAs -> EP -> CS 0.232 0.234 0.059 3.907 0
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Conclusion

Purpose of this study was to promote customer satisfaction with the help of
sustainable quality management. Sustainable quality management include; critical
success factors (CSFs) and national quality awards (NQAs). Additionally, the role
of employee performance was also examined. Findings of the study highlighted
that sustainable quality management has crucial role in employee performance and
customer satisfaction. Improvement in quality management among universities
increases the employee performance and customer satisfaction. It is found that
critical success factors (CSFs) and national quality awards (NQAS) has positive
effect on employee performance. Ultimately increase in employee performance
increases the customer satisfaction. Critical success factors (CSFs) and national
quality awards (NQAS) has positive effect to improve the employee performance
and boost the customer satisfaction level. Additionally, employee performance as
a mediating variable reflect the positive effect of critical success factors (CSFs) and
national quality awards (NQAS) on customer satisfaction. Therefore, Indonesian
universities should insure better quality management strategies to enhance the
customer satisfaction.

The findings suggested to the regulation making authorities that they develop the
policies about the CFS and NQA that enhance the customer satisfaction also focus
on the employee performance that also enhance the customer satisfaction. In
addition, this study has some limitations that are the directions of prospective
researchers. This study take two factors to predict the customer satisfaction and
further studies may add more factors in their analysis. Moreover, current study take
employee performance as mediation and further study may add moderation in the
model.
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ROLA ZROWNOWAZONEGO ZARZADZANIA JAKOSCIA W CELU
PROMOWANIA WYNIKOW PRACOWNIKOW I SATYSFAKCJI KLIENTA
WSROD INSTYTUCJI EDUKACYJNYCH

Streszczenie: Zrownowazone zarzadzanie jako$cig wsrdd instytucji edukacyjnych jest
najwazniejsze dla zapewnienia wysokiej jakosci edukacji dla klientdow. Jest to jeden
z waznych elementoéw satysfakcji klientow. Jednak indonezyjski sektor edukacji wymaga
znacznych reform w celu poprawy jakosci edukacji poprzez usprawnienie zrownowazonego
zarzadzania jakoscig. Dlatego celem tego artykutu jest promowanie zadowolenia klientow
za pomocg zrdwnowazonego zarzadzania jako$cig. Zroéwnowazone zarzadzanie jako$cia
obejmuje; krytyczne czynniki sukcesu (CSF) i krajowe nagrody jakosci (NQA). Ankieta
zostala przeprowadzona w celu zebrania danych wéréd pracownikéw uczelni. W ankiecie
zastosowano kwestionariusz oparty na 5-punktowej skali Likerta. Wyniki badania
pokazaty, ze zrownowazone zarzgdzanie jako$cig odgrywa kluczowa role w wydajnosci
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pracownikow i1 zadowoleniu klientow. Krytyczne czynniki sukcesu (CSF) i krajowe
nagrody jakosci (NQA) majg pozytywny wplyw na poprawg wydajnosci pracownikow
i wzrost poziomu zadowolenia klientow. Dodatkowo wydajno$¢ pracownikéw odgrywa
rol¢ posredniczacg miedzy zrownowazonym zarzadzaniem jako$cig a satysfakcjg klienta.
Stowa kluczowe: zréwnowazone zarzadzanie jakoscig, wydajnosc pracownikow,
satysfakcja klienta, krajowe nagrody jakos$ci
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