A STUDY ON THE RELATIONSHIP BETWEEN TOTAL QUALITY
MANAGEMENT (TQM) PRACTICES AMONG EMPLOYEES AT
AMANAH SAHAM PAHANG BERHAD (ASPA)

Prepared for:
ENCIK MOHD AMLI BIN ABDULLAH @ BAHARUM

Prepared by:
NURUL MARLIANA BINTI A. RAHIM
BACHELOR IN OFFICE SYSTEMS MANAGEMENT (HONS)

UNIVERSITI TEKNOLOGI MARA (UiTM)
FACULTY OF BUSINESS MANAGEMENT

JANUARY 2016



ABSTRACT

This study was conducted to explain the relationship between Total Quality Management
(TQM) practices and Employee Innovation. The subject area for this study is Amanah Saham
Pahang Berhad (ASPA), Kuantan and in measuring the relationship between Total Quality
Management (TQM) practices and Employee Innovation among employees, the researcher
decided to use Leadership, Strategic Planning, Customer Focus, Information & Analysis, People
Management and Process Management as the practices that influence the relationship between
Total Quality Management (TQM) practices and Employee Innovation as the result to the
employees in Amanah Saham Pahang Berhad (ASPA). This study involves 56 respondents from
all departments at Amanah Saham Pahang Berhad (ASPA). The 56 structural questionnaires
have been used to collect data from the respondents and the answer received was analyzed with
all 56 respondents completed answer the questionnaire. This research study also focuses more on
how the organization identifies and fully utilizes the practices that influence employee
innovation such as Leadership, Strategic Planning, Customer Focus, Information & Analysis,
People Management and Process Management from the Total Quality Management (TQM).
Besides that, a set of questionnaire be distributed to respondents and the information will be
collected as part of the sources of data for this research study. The results indicate from the
findings shows that all practices have significant positive relationships and it answered research
questions as well as support the hypotheses presented in this research study. As a conclusion, this
research study helps the other researcher to explore the relationship between Total Quality
Management (TQM) practices and Employee Innovation. This research study result supported by

previous results that presented at every research findings.



ACKNOWLEDGEMENT

First and foremost, I would like to praise to Allah s.w.t because with His Blessing,
Greatness and Guidance, Alhamdulillah I can finish this task in smooth and clear ways and also
accomplished to complete this report. I would like to express my sincere gratitude for those who
helped me either directly or indirectly in order to complete this report. I would like to thank to
my research advisor, Encik Mohd Amli bin Abdullah @ Baharum and lecturer for subject
Research Methods (ASM661) Encik Mohd Zulkifli bin Abdullah for their full guidance, support
and encouragement towards me. Thanks to my family that always help me, give me advice and
always stand next to me when I need them. A special thanks to the employees at Amanah Saham
Pahang Berhad (ASPA) for sharing information, guidelines and also cooperation in order to help
me during my process in conducting this research. Last but not least, I hope that this report will
fulfill the criteria needed for this subject (Academic Project). I also hope that this report will be
useful to others for their future use. I am apologizing for all faults and weaknesses that 1 have
done and as the fact, only Allah owns all of the perfectness. Any criticism and comments are

most welcome.

Thank you.

Nurul Marliana binti A. Rahim

September 7, 2015

Bachelor of Office System Management (Hons)
Faculty of Office Management and Technology

University Teknologi MARA Malaysia



TABLE OF CONTENTS

Content Page

ABSTRACT i

ACKNOWLEDGEMENT il

LIST OF TABLES il

LIST OF FIGURES v

CHAPTER 1:

BN BRI I OIIN 1435000008 om0 I 0 5 T 3 P P R KR A TR 1
1.0 Background of Study..........coooiiiiiiii e 1
1.1 Statement of the Problem....................iiiiiiiiii e 3
1.2 Research ObjJectives.............ooiiiiiiiiiiiiiii e 5
1.3 Research QuUestions. ...... ...ttt it e e e eeannns 5
14 Reseaveh HyPOtIesiN.. ... .. cconiicii s cavemnnssinssrmsiasssneis yaasasvss svis s sussasnks uins sangs 6
1.5 Significance of Study...............oiiiiiiiiii e 7
1.6 Limitation of the Study..............oooiiii e 9
1.7 Definition of Terms............ooooiiiiiiiiiiii e 10
1.8 Chapter SUMMATY .......o.oiuiiiiit ittt a e e eeaeenaannans 13

CHAPTER 2:

LITERATURE REVIEW
Independent Variables:
2.0 Total Quality Management.................ooviuiiiiiiiniiiiiitiiieeaeiieeeneeeneenen 14
2.1 Total Quality Management (TQM) Practices..................coovieiiiiiiiiininnnn. 15
Dependent Variables:
Ll N RO e posrsy it Pt S A TR T W T B A R R P S0 VS R 16
2.3 Innovation among emPlOYee.............c.oouiiiiiiiiniiiiiiii i 17
Relationship:
2.4 Total Quality Management Practices and Innovation................................. 17
2.5 Conceptunl] EramewWork. .. .. comoscis saosmsnsiossssnssnnsaisssssassasspsasspas sy sy 21
2.6 CUHaptey SUMIMEARY o o050 ci5 smvese s ssmmonir s dassass i s v s vs naassns sov s ns s 22

CHAPTER 3:

RESEARCH METHODOLOGY
B0 INtroduction. ... .....o.oiuiniinii e 23
3.1 RESPRTCh DRSIEIN .05 x5 summimnsns sinmanmsies i sammmbmmmisis s o Bo A TH v SRS 23
3.2 SAMPIAE FPRINC: < ccooninmimnnson o inaoinnins s 06 Fasense i is syasssmmsis MR EREERE S SARE oS 24
3.3 POTRIREION, . ..rove e rovemmemnpnsrs Prinaiid 64 RosTORE£4 1R BB TAA S ES RS it bishbaaaskeres 24
3.4 Sampling Technique. ...t e 24
3S5Sample SizZe. ... e 25
B0 UInit OF ARBIYSES. . . o« cosimanson o5 5 swwsaimunine s s sansmmsnnsss ot Smseruens s § psemesmsings (3 sepmsonm 25
357 Data Collection Procegilfes. ..o :: cisossvmniis soisnesssams i 35 5awannsonss i 5 5snainmssass 25
3.8Survey INStrument.............oo.oiiiiiiiiiiiii i i eaas 26

3.9 Validity of Instrument.................ooiiiiiiiiiiiiiiii e 27



4.0 Data ANalysis. .. ....oooiitiiiiii e 28

4] Phan of Datn ABBIYEIS. ....coovnis s sssonmsvanss srysemmasinsms sasmssmessssss Fessssawasaas ssisnss 29
4.2 Chapter SOMBMATY .o ; ooossmavsn oo a5smsabeanms s sn g ssuisessns s sesamas /sy sasssmscnsssasos 31
CHAPTER 4:
FINDINGS AND DISCUSSIONS
A0 INtroducCtion. ...t e 32
4,1 Rate of Survey RN . ouoissmsriissovsoussnssss ingvassaensis a9 5ssssesasmssss iy 33
4.2 Reliability Test of INStrument ;... ... sirussscssssisanvssiissssassmmssssnsassnsssonsons 34
4.3 Section A: Demographic Background of Respondents................................. 37
4.4 Section B: Total Quality Management (TQM) Practices .............cccocevvvenncnncnn. 42
4.5 Section C: Employee Innovation.....................ooiiiiiiiiiiiiiiiiiiiieen, 56
4.5 Section D: Relationship between Total Quality Management (TQM)
and Employee INOVAtoN. . .. .ososssisvos sssmesssosss sopsassanesss s usnusinns 60
6 Chapter SODMIMAEY . 5o smsnmses s pohsvasss s s ages s srbes snn i3 sommsass s wmsi 69
CHAPTER 5:
CONCLUSION AND RECOMMENDATION
AN AR OV NCRNIIR.. . cm5msnecmrosscrsnsessscoios o oA 78 SR S M SRR S S SRS 70
5.1 Conclusion on Demographie. . . cuvasmimnevssnsormmss sosmmsesns mmssssmamas s sspresssne 7
5.2 Conclusion on Research Questions....................cooiiiiiiiiiiiiiiiiiii e, 72
5.5 ROCORNMCHIERCONE o 5 55550 70 0550350400 0508 5 0 85K S B0 5 PSSR T B A B B b 75
5.4 Recommendations for Future Research...............................n. 78
BEFERENCIS. . ...ccoismumsmnanious v sss s s s sims sk s s sss e sy s s sssses e 79
APPENDICES:
Appendix A: Krejcie & Morgan (1970) Table...............ccoiiimiiiiiiiiiiiiiiiie 84
Appendix B: Cover Letter..............oooiiiiiiiiiiiiiii e 85
Appenilin 2 CEeSEIOTMBEIR, ... ovsmmm s sy do s S S SRR e 87

Appendix D: SPSS DRts ADBRIYSIS: ;o ooinonisnsivasinsvnsossne 53 vamvinisiss s sammanses sv s 97





