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quality decisions influence each phase of building and managing world
class operations. Total quality does not just happen. An active manage
ment process driven from the top has to ensure the systems and processes
are in place, to ensure it happens. Several studies have proven that TQM
practices have a positive impact on organisational performance. Yu Yuan
(2004) conducted a research on the TQM Strategy in Australia to exam
ine the key concepts of TQM implementation and their effects on organ
isational performance. It discussed on how process alignment and people
involvement affect organisational performance. The research was based
on a survey from Australia's top 1000 companies. For TQM to be suc
cessful, the research found that management processes must be aligned
and integrated within a TQM environment. Management Process Align
ment includes Horizontal Structure Alignment, Strategy Alignment, and
Information Technology Competency Alignment. For example, the bu
reaucratic system must be transformed, strategies must be aligned, and
information system must be integrated to make sure TQM's success. And
the quality management process will be successful when it integrates
with every employee's activities or called People Involvement. These
two concepts arc positively associated with organisational performance.

In addition, a study by Agus (2004) on TQM on the Public Service Sec
tor in Malaysia indicates that strong and positive association between
TQM, overall service performance and customer satisfaction. The study
reveals that employee focus, training and customer focus are important
elements in TQM implementation in the Malaysian service sector. Every
worker must be empowered to improve customer satisfaction because
without employee's commitment, the organisation will not achieve the
quality needed. And the employees should receive necessary training be
cause training and education are very important in order to adapt for a
change in organisation. The last element in achieving TQM implementa
tion is customer focus. Customer focus is the focus on achieving cus
tomer's satisfaction. TQM makes customer satisfaction as one of their
organisation goals. The emphasis on quality would result in organisa
tional gains.

According to Sui Pheng and Teo (2004), the implementation of TQM in
construction firms experience a lot of benefits such as reduction in qual
ity costs and better employee job satisfaction. They do not need to attend
to defects and client complaints, but when they receive recognition from
clients, work are canied out cOITectly right from start. This is the result of
proper quality management systems from subcontractors, and closer rela
tionship with subcontractors and suppliers. Idris et a1. (1996) showed that
the electrical and electronic engineering industry in Malaysia has widely
adopted TQM and the main benefits resulted were improved in customer
satisfaction, teamwork, productivity, communication, and efficiency. The
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experiences of applying TQM concepts provided the organisation with
improvements, information, and learning that occurred only because of
TQM's processes.

Further discussion was made is by Lee (2004). In his research, he had
conducted a survey on Chinese small manufacturers on TQM and its
practices. Even though TQM programs were well recognised by Chinese
small firms, TQM benefits have not been fully explored. The survey re
sults showed that Chinese small manufacturers who were affiliated with
foreign firms technically or financially were well ahead of most of local
firms in implementing TQM programs. The survey found that 43.75 per
cent of responding firms (49 out of 112 firms) perceived that TQM as a
cost-saving tool through inventory reduction.

Background of TQM in the Malaysian Civil Service

Since the introduction of TQM in 1992, many agencies including UiTM
Pahang have made many efforts to adopt TQM although several degrees
of implementation and the impact vary from agencies to agencies. Agen
cies went through three stages of TQM implementation, namely, raising
awareness, implementing various TQM based actions and sustaining its
implementation. Most agencies are currently at the third stage of ensuring
sustained improvement efforts in line with the kaizen concept. These ef
forts have been facilitated by the availability and application of computer
technology which enable the government to store and update information
systematically, thus, enabling faster and more accurate decision-making
by management. In this regard, the implementation of MS ISO 9001 also
contributed to the sustained efforts of agencies in implementing TQM.
Such example can be seen in the managing departments of UiTM Pa
hang.

In encouraging agencies to excel and continually improve services, the
Government recognises their achievement by providing various incen
tives namely the Prime Minister's Quality Award, and the Public Service
Quality Award. These rewards provide recognition in the area of quality
management to three agencies in three categories namely the Chief Sec
retary to the Government Quality Award, The Director General of Public
Service Quality Award and Director General of MAMPU (Malaysian
Administration Modernization and Management Planning Unit) Quality
Award; Public Service Innovation Award; Public Service Special Awards
in Financial Management; Management of Counter Services; File Man
agement; Project Management; Human Resource Management; Informa
tion Technology Management; Performance Indicator Award; District
Office Quality Award and many other recognitions awards.

30









Hasni Abdullah et af.

Lock, D. (1994). Gower handbook of quality managernent. Brookfield:
Gower Publishing.

Low, S.P., & Jasmine, A.T. (2004). Implementing total quality manage
ment in construction firms. Journal ofManagement in Engineering,
20 (1),1-8.

Render, B., & Heizer, J. (1996). Principles of operations management.
New Jersey: Prentice Hall.

Yu-Yuan, R.H. (2004). The implementation of TQM strategy in Austra
lia: Some empirical observations. The Journal ofAmerican Academy
ofBusiness Cambridge, 5(Y2), 70-75.

HASNI ABDULLAH & SHARIFAH ZANNIERAH SYED MARZUKI,
Fakulti PengllfUsan Pemiagaan, Universiti Teknologi MARA Pa
hang. hasniabd@pahang.llitm.edu.my

ZAEIDAH MOHAMED ISA, Pejabat Kewangan dan Perbendaharaan
Negeri Pahang, Tingkat 6, Wisma Sri Pahang, Kuantan, Pahang.
zaeidah72@yahoo.com

34


