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ABSTRACT 

Quality management has recently been an important aspect in improving the 

performance of employees in any organization, be it business or non-business. This 

study principally assessed the contribution of quality management on the employee’s 

performance in the public sector. The study had focused on three indicators which 

are the top management strategies, human resource management practices and 

process management. The research adopted a cross sectional study design where a 

specific focus was at Tanzania Revenue Authority, Dar es Salaam where interview 

and questionnaires were conducted to obtain qualitative and quantitative data 

respectively. The study adopted two sampling approaches, where simple random 

sampling was employed in selecting respondents for filling of questionnaires while 

purposive sampling technique was used to select respondents for interviews. The 

quantitative data was analysed through descriptive statistics and the relationship 

between independent variables and the dependent variable was established using 

multiple regressions analysis technique. The study findings revealed that, all the 

three independent variables top management strategies, human resource management 

practices and process management had a significant positive relationship with the 

dependent variable (employees` performance). Therefore, the three variables of 

quality management are significant predictors of employees` performance. The study 

recommends that, when practicing quality management, organizations and business 

should focus on having strategies which enhances quality of services and businesses, 

and therefore enhancing the performance of employees. Also, all practices regarding 

making a conducive environment for employees should be highly focused. 

Employees should be properly rewarded and given the best working environment to 

be able to fulfil company`s objectives. Apart from that, organizations should practice 

process management in their organization for their continued survival. 
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CHAPTER ONE 

INTRODUCTION AND BACKGROUND OF THE STUDY 

1.1 Introduction 

Chapter one of this study introduces the study by putting forward the background of 

the study and offering the research problem which was investigated. It also offers the 

general and specific objectives of the study, its scope and significance as well as 

limitations and delimitations of the study. The chapter is finalized by offering a road 

map on how the study is organized in terms of chapters and sections.  

1.2 Background Information  

The history of quality management can be traced back to the early 1920`s in United 

States with the essence of controlling quality (Quality Control). Later on, the TQM 

concept was adopted by the Japanese companies in the 1940`s where now the focus 

was not only control of the quality of products but also the quality of every aspect in 

the organization. Therefore, the emphasis now become the control of quality for 

continually improving the quality of all processes in the organization (Kanji, 2012). 

The concept of TQM was then spread all over the globe with an emphasis of 

producing quality goods and services while improving customer satisfaction. Today, 

companies all over the world continually adopt TQM to be able to compete for the 

provision of good quality products and services to offer to their customers. TQM is 

the best and the most sophisticated quality improvement model because it focuses on 

improving every aspect of the organisation by involving all the people (Kanji, 2012). 

As such, a construction company implementing TQM will benefit because the 

approach will facilitate a non-ending improvement of the products and services, 

which will result in competitive advantage and sustainable growth (Harrington et al., 

2012). 

The concept of TQM has recently moved from the private to the public sector where 

governments around the world are continually adopting TQM practices on ensuring 

quality services are provided by their governments to their citizens. The public sector 

plays a crucial role in administering social services to its citizens (Ramakrishnan & 

Bloemraad, 2008). Given the necessity of such services to daily undertakings of the 

citizens, the performance of employees which leads to quality of services is vital. 
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Therefore, it is evident that every Government around the globe embark seriously on 

strategies to improve and bring about the performance of employees and thereby 

improving the quality of social services to reassure its people that their basic needs or 

enabling environment in terms of businesses perspective are understood by their 

governments and are well taken into account every financial year. Nevertheless, the 

needs of the citizens somehow seem greater than what the governments can actually 

accomplish of provide at a time hence eventually keeping the governments in power 

on a constant effort to improve performance sector wise (Common, 2008).  

Governments in particular, have also tried to improve the performance of employees 

by adopting quality management schemes and structures. Systems such as TQM 

which have been adopted by different nations worldwide as the measure to enhance 

quality in the public sector. These systems provide directives on how public sector 

can effectively utilize the available resources in order to provide quality services to 

its people and keep a constant trait of improvement (Marhoobi, 2018).  

In both private and public sector, the idea of quality has been given much emphasis 

over a recent period of time for them to maintain their goodwill, image or reputation 

quality assurance has been imperative. As for public institutions, quality services to 

its citizens is the major drive towards adoption of quality management.  

Furthermore, it is true that, QM research and implementation in developed countries 

is more advanced than in developing countries, but since there is almost a complete 

lack of information about the stage of TQM implementation in regions such as South 

America, the Middle East, and Africa (Sila & Ebrahimpour, 2002). It is difficult to 

evaluate the differences and therefore, more researches are is required to see how 

countries in different regions of the world compare with each other in terms of their 

understanding and implementation of TQM principles to improve employee 

performance.  

Moreover, very few studies have included the use of the TQM philosophy in the 

Tanzania context (Budotela, 2016; Masamu, 2014). However, these studies focused 

on the private sector (Foods and Beverages Companies and Commercial bank 

performance). That is why this study assessed the role of TQM not on the 
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performance of organization but on the performance of employees in public sector 

Tanzania Revenue Authority. This study examined effects of TQM on employee’s 

performance in Tanzania Revenue Authority at Tanzania context. In particular, it 

examined to what degree TRA has implemented the following three accepted TQM 

elements: top management strategies, human resources management and process 

management.  

1.3 Statement of the Problem  

According to Evans and Jack (2004), employees` performance is very much 

associated with the quality management practices. The authors further argue that 

employees` performance attributes such as work attitudes, job involvement, job 

satisfaction, career satisfaction, and organizational commitment are related to TQM 

practices. Hoyle and Thompson (2002) argue that, employees` performance should 

be the primary focus of public institutions for the achievement of quality services to 

their citizens. The aim is to derive the benefits of implementing quality management 

approaches which include existence of quality objectives, policies and plans, internal 

quality auditing for continuous improvements, improving consistency and efficiency 

of service provision, reducing operational costs, improving communication within 

institution, improving customer satisfaction as well as improving employee 

empowerment, morale, motivation, job satisfaction and participation. 

However, the performance of public sector employees has been minimal in Africa as 

a result of minimal implementation of quality management approaches. Taking 

Tanzania as a relevant case, only few Public institutions are known to have 

implemented the internationally known schemes of Quality Management such as the 

ISO 9001:2015. These institutions include Tanzania Revenue Authority (TRA), 

Energy and Water Utilities Regulatory Authority (EWURA), Tanzania Civil 

Aviation Authority (TCAA), Tanzania Communications Regulatory Authority 

(TCRA) and National Health Insurance Fund (ISO 9001, 2015). 

Failure to adopt these quality management approaches in most of Public institutions, 

have contributed to several challenges that are evident in public sector. Challenges 

such as; absence of quality policies, objectives and plans, delays in service delivery, 

increasing operational costs and recurring transaction errors as well as lack of system 
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audit and reviews (Mangula,2014). Previous studies have been conducted on the 

Quality Management concepts (Gayah, 2017; Gharakhani, Rahmati, & Farrokhi, 

Farahmandian, 2013; Muia, 2014) and  addressing TQM and performance of the 

organization as a whole and found that strategy, long-term commitment; working 

group and freedom through control were the Quality Management indicators that 

influence organization performance. Since majority of these studies focused on the 

TQM and organization performance, this study specifically focused on employees` 

performance.  

Therefore, this study established gaps from variables in the previous studies by 

investigating the effects of Quality Management on the employee performance in 

Tanzania Revenue Authority. The focus is on Quality Management indicators that 

are mostly associated with top level management such as; top management`s 

strategies, human resource management and process management. The thrust of any 

policy or approach must originate from the top management going downwards, if it 

were to have any impact within the organisation. These attributes of Quality 

Management are measured to identify the role they play on enhancing employees` 

performance.  

Similarly, the importance of focusing on employee’s performance is imminent since 

it is a route towards organizational performance. According to Mangula (2014), a 

good employee` performance is likely to bring a better organizational performance. 

Therefore, the study examined the impact of quality management on employee’s 

performance. 

1.4 Research Objectives  

This study had two types of objectives; the general objective and three specific 

objectives which were done to achieve the general objective. 

1.4.1 General objective 

The main objective is to investigate the contribution of Quality Management on the 

employee’s performance in public institutions.  
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1.4.2 Specific objectives 

i. To assess the effect of quality management`s strategies on the performance of 

employees in public institutions 

ii. To examine the effect of quality human resource management on the 

performance of employees in public institutions 

iii. To evaluate the effect of quality process management on the performance of 

employees in public institutions 

1.5 Research Questions 

i. What is the effect of quality management`s strategies on the performance of 

employees in public institutions?  

ii. What is the effect of quality human resource management on the performance 

of employees in public institutions? 

iii. What is the effect of quality process management on the performance of 

employees in public institutions? 

1.6 Significance of the Study 

Practically, the findings of this study shade light on how management or decision 

makers should consider on pursuing quality management. Therefore, the study 

contributes to the human resources profession and the management at large on how 

to enhance employees` performance through quality management. Also, the study 

offers a way through which public institutions which implement TQM and those 

which don’t can properly implement the TQM practices to enhance employees` 

performance which literature has indicated that it also enhances the performance of 

organizations. 

Theoretically, the study offers a significant contribution to the existing theoretical 

and empirical knowledge regarding contribution of quality management system on 

employee performance. In this case the study is an addition to the empirical studies 

available in the human resources management discipline. Furthermore, the study 

findings can also be used as a basis for the development and review of the existing 

theories in the area of quality management and employees` performance especially to 

the young practitioners who are related to the field of study. 
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1.7 Scope of the Study 

Scope of the study denotes the parameters from which the study was conducted in 

terms of content and area of the study. This study focussed on assessing the 

contribution of quality management on employees` performance. Quality 

management has many indicators however, the environment under this study allowed 

for the assessment of TQM through three indicators which are top management 

strategies, human resource management and process management. Apart from that 

the study focused on public institutions only; the private sector environment was 

suggested to be considered by other researchers as future studies. In view of this, the 

study was conducted at Tanzania Revenue Authority headquarters in Dar es Salaam 

since it is the only branch in the country that has been practicing the quality 

management approaches since 2008 there for it is rich of experience and will 

eventually provide outcomes that are robust and reliable. 

Also, the scope was chosen on the basis that majority of the study have been 

conducted focusing on the relationship between quality management and 

organizational performance (Gayah, 2017; Gharakhani, et al, 2013; Muia, 2014) 

while most of them considering the private organizations. That’s why this study 

opted for assessing the effect of quality management on the performance of 

employees in public sector institutions. 

1.8 Limitations and Delimitations of the Study 

Several limitations were encountered in conducting the study, but the major ones are 

as presented below. The limitations were also dealt with accordingly to make sure 

they do not affect the findings of this study. 

(i) Time limitation; the researcher is a public-sector full-time employee and 

therefore had limited time to accomplish two tasks at the time. Therefore, a 

study leave had to be processed to allow the researcher have more time to 

make sure the study was accomplished on time. 

(ii) Resources Constraints; the study needed financial resources for several 

activities prior, during and after accomplishing it. Due to this constraint, the 

researcher had to find some alternatives to make available the financial 

resources needed. 
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(iii) Respondents` Constraint; the headquarters of the Tanzania Revenue 

Authority is a very busy place therefore it was difficult to get the targeted 

number of respondents as planned. Several employees were busy and other 

unavailable for official duties. This made the researcher go several times for 

data collection to make sure the desired number of respondents is achieved. 
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CHAPTER TWO 

LITERATURE REVIEW 

2.1 Introduction 

Chapter two presents the literature which was reviewed relative to this study. It 

shows the conceptual definition of key terms used in this research study, theoretical 

review which consists of relevant theories used to support the ideas and the 

conceptualization of a researcher, the empirical part which deals with what other 

scholars have done in a similar study. Additionally, the chapter also consist of a 

conceptual framework which describes the research variables as a construct and the 

way these variables are related. 

2.2 Conceptual Definition   

This section will explain the key concepts related to this study. These included 

quality, quality management system, quality management system and employee 

performance. 

2.2.1 Quality 

Meanwhile when features of the product or service meets people’s needs and 

anticipations to their satisfaction it is defined as Quality (ISO 9001, 2008). Dequeker 

(2010) defines quality as a compliance to customer expectations. The capability of a 

product to fulfil client’s demands is what is defined as quality (Heizer and 

Render,2014). The features of the product or service largely determine customer’s 

satisfaction which eventually demands competency in employee’s performance and 

finally overall institutions performance for the purpose of this study. 

2.2.2 Quality Management 

Quality management consists of quality control and quality planning. Quality can be 

defined as fitness for persistence or the extent of compliance of the products of a 

process or the process itself to the needed conditionalities. Quality control consists of 

scrutiny, analysing and testing to validate that the outputs of the service or product 

meet the agreed criteria defined at the quality planning phase. The aim is to prevent 

possible defaults from occurring in the next product or service to a customer. Quality 

planning defines the scope and set out the acceptance level or conditions to be used 

in checking whether they are fit to purpose of the customer of client. It concentrates 
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on the specific items of a product to enable quality control during the supply of a 

product or rendering the service. Necessary interventions need to be taken for a 

product or service that does not meet the conformance criteria or specifications 

including the vital decisions of correcting the defaults identified from the previous 

product or service rendered. For products or service that involves large productions 

of output, it is important to subject them to variety of quality checks so as to avoid 

unnecessary loss as a result of unqualified product or poor service.  

2.2.3 Quality Management  

Quality Management (TQM) is defined as, doing the work as planned and from the 

first time, as well as relying on the evaluation of the customer or the beneficiary by 

knowing the extent of appreciation for this work (Ahmed & Ali, 2016). TQM is a 

management philosophy that aims to continually improve product, service and 

process by focusing on customer needs and expectations to enhance customer 

satisfaction and organization performance (Sadikoglu & Olcay, 2014). 

2.2.4 Quality Management Strategies 

TQM management strategies refers to all those techniques employed in 

implementing TQM. These are strategies normally employed by the management of 

an organization in making sure employees produce quality goods/services for the 

customers/clients (Ahmed & Ali, 2016). TQM strategies differ from one organization 

to another; however, the common ones are Customer focus, Leadership, People 

involvement, Process approach, Systematic approach to management, 

Continual improvement, Factual approach to decision making, Mutually beneficial 

supplier relations (Heizer and Render,2014). 

2.2.5 Quality Human Resource Management 

Quality human resource management is a management approach to long-term 

success of an organization through management of human resource. It involves 

different human resources management strategies such as reward system, delegation 

of authorities, employees training and development and enhancing proper 

communication between employees. The strategies are geared towards offering 

employees with better working environment to make sure they achieve a better level 

of customer satisfaction (Sadikoglu & Olcay, 2014). 
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2.2.6 Process Management   

Process Management refers to one of the quality management strategies where 

processes in an organization are aligned with an organization's strategic goals, 

designing and implementing processes, establishing process measurement systems 

that align with organizational goals, organizing employees so that they will manage 

processes effectively. Process management also involves evaluation of processes to 

detect flaws in the implementation process which also includes taking appropriate 

measures to correct the flaws (Allen & March, 2012). 

2.2.7 Overview of Quality Management System (ISO 9001: 2015 Contents) 

Figure 2. 1 Quality Management System Overview 
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Quality Management System Overview 

2.2.8 Management principle applied by TRA that is related to quality 

management known as the Plan-Do-Check-Act cycle (PDCA) 

 

Figure 2. 2 Management principles cycle 

Plan: Establish objectives and processes necessary to deliver results in accordance 

with customer requirements and the organisation’s policies 

Do: Implement the processes 

Check: Monitor and measure processes and product against policies, objectives and 

requirements for the product and report the results 

Act: Take actions to improve process performance. The above figure and 

elaborations are much related to the third variable of Process Management  

2.2.9 Performance 

According to Tanzania Revenue Authority fifth corporate plan, performance is 

defined as the sum of the effects of work that provide the strongest relationship with 

the organization’s strategic objectives and the economic contributions. Performance 

must take into account both inputs (the effort put in) and outputs (the result of the 
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effort put in). This definition equates performance with the sum of the effects of 

work. Performance is achieved when all efforts are focused towards achieving the set 

objectives (TRA, 2017). 

2.2.7 Employee Performance 

Fening et al.(2013) defined employee performance as a process of establishing a 

shared workforce and understanding about what is to be achieved at an organization 

level. It is about aligning the organizational objectives with the employees' agreed 

measures, skills, competency requirements, development plans and the delivery of 

results. The emphasis is on improvement, learning and development in order to 

achieve the overall business or organization objectives.  

According to Gul et al. (2013) employee performance refers to how workers behave 

in the workplace and how well they perform the job or duties  obligated to them. 

Organization normally sets performance targets for individual employees and the 

organization as a whole hoping that activities within organization offers good value 

to customers, minimizes waste and operate efficiently. For an individual employee, 

performance may refer to, work effectiveness, quality and efficiency at the task level.  

2.3 Theoretical Review  

This particular segment explores the existing theories related to our study and to 

what extent they have been exhausted for new hypothesis to be tested. For our case 

three theories have been discussed including; Deming’s theory, Juran’s approach to 

Quality Management and theory of process management. 

2.3.1 Deming’s Theory  

Deming’s theory was developed by Deming (1993), it is insightful knowledge is 

based on management philosophy and it is founded on systems theory. Deming’s 

theory is grounded on the principle that, institutions are established under systems 

made of interrelated processes and people hence making the system one component. 

Employees’ success, according to the theory, is dependent on the capability of the 

management to develop a delicate balance for different components so that, the entire 

system can be optimized (Martinez-Costa, 2008). According to Deming (1993), the 
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knowledge generally derived from outside the system and is only helpful if it is 

invited and received with a keenness to improve and learn. 

Deming (1993) indicated that, the journey from predominant management style to 

one of quality requires an effective understanding of the systems in the organization. 

Quality can be defined as the optimization of components’ performance to achieve 

the goals and objectives of the system. According to Martinez-Costa (2008) lack of 

clearly defined purpose is experienced in a significant number of organizations 

mostly, long range purposes. Short term thinking, bottom line thinking, and quarterly 

or annual performance evaluations force, focus the attention on quick-fix solutions 

(Carder & Ragan, 2003). 

The theory is relevant to the study because according to Deming (1993), employees 

in the organization need to be managed because they will not manage themselves. 

This means that, Tanzania Revenue Authority employees must have been managed. 

To do this, the top management in Tanzania Revenue Authority must have sought to 

understand the organization they are attempting to manage. Therefore, the 

application of Quality Management has been used to manage employees and entire 

organization for the purpose of strategic quality planning, management commitments 

and continuous improvements on quality of services that eventually contributed to 

employees’ performance at the organization. Therefore, the theory is linked to the 

first specific objective which measured the actions of the top management and the 

role they play on employees’ performance.  

2.3.2 Juran’s Approach to Quality Management 

Quality management is the system of activities directed at achieving delighted 

customers, empowered employees, higher revenues, and lower costs (Juran & Gryna, 

1993). Juran believed that main quality problems are due to management rather than 

workers. The achievement of quality requires activities in all functions of a firm. 

Firm’s wide assessment of quality, supplier quality management, using statistical 

methods, quality information system, and competitive benchmarking are essential to 

quality improvement. Juran’s approach is emphasis on team (Quality control circles 

and self-managing teams) and project work, which can promote quality 
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improvement, improve communication between management and employee’s 

coordination, and improve coordination between employees.  

This theory is relevant to this study because the authors emphasized the importance 

of top management commitment and continuous improvement, participation, 

recognition and rewards. According to Juran, it is very important to understand 

customer focus and needs. Customer needs and focus requires more energetic 

analysis and understanding to ensure the product and services meets customers’ 

needs and is fit for its intended use. Additionally, the theory is linked to the second 

specific objective which assessed the management of human resources through 

various techniques employed by the top management. Techniques such as 

employees` rewards, employees` training and development, good working 

environment, and organizational culture are measured as how they impact 

employees` performance.  

2.3.3 Process Management Theory  

A theory of process management focuses on quality management especially on 

quality control and quality engineering. The theory emphases on the concept which 

integrates quality into the strategic management level of an organization. The theory 

indicates that, any process should be managed in a sense that it is formulated, 

implemented, controlled and evaluated. The evaluation process helps identifying the 

deviations from the plan and taking corrective measures thereafter. Process 

management is measured through the subset of variables such as designing the 

service process in order to add value to the citizens, emphases on service 

effectiveness, providing the necessities of the service process, performing 

maintenance plans; improving and controlling the process; minimizing employee’s 

errors (Allen & March, 2012). The theory also conforms to the third specific 

objective which measured how process management influence employees` 

performance. 

2.4 Empirical Review  

Saleh and Hasan (2015) assessed the impact and role of TQM on organization 

performance within Iraq public-service organizations by considering the TQM 

success factors such Human Resource Management and Process Management. A 
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questionnaire was applied as an instrument for collecting data through answering the 

survey by general managers, managers, and departmental managers from 19 

municipal institutions of the Ministry of Municipalities and Public Work (MMPW) 

in Iraq. The collected data were analysed using SPSS software Version. 21, and the 

results pointed out that TQM as a comprehensive management approach, with human 

resource management and process management as key factors have a significant 

impact and positive role on organization performance in Iraq context. 

Sadikoglu and Olcay (2014) conducted a study on the effects of quality management 

practices on performance in Turkey; the study also examined the reasons of and the 

barriers to quality management practices. This study revealed that different TQM 

practices significantly affect different performance outcomes. Results discovered 

that, primary obstacles that the firms in Turkey face were lack of employee 

involvement, awareness and commitment of the employees, inappropriate firm 

structure, and lack of the resources. 

Dedy et al. (2013) examined the relationship between TQM practices, process 

innovation and employee performance. In this study, six critical success factors of 

TQM have been identified namely; customer focus, leadership, training, teamwork, 

communication, and top management. Employee’s performance was measured by 

two constructs, which are job satisfaction and workplace environment. The study 

used methodology of quantitative approach. The questionnaires for this study were 

randomly distributed to 102 employees in the selected car manufacturer companies. 

The respondents were choosing from management team, supervisor, technician and 

others workers. Results of the study support the proposed hypotheses that there is a 

significant relationship between TQM practices, process innovation and employee 

performance.  

Hassan et al. (2014) studied on the relationship between TQM practices and 

performance including organization performance, businesses and quality. A survey 

from 171 managers of Pakistan’s manufacturing industry was studied quantitatively 

and therefore it supported the hypothesis that TQM practices positively influence the 

performance. Factors such as continuous improvement, recognition system, 

monitoring and regulation as well as process management, top management focus on 
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quality and customer focus contributed to the successful implementation of TQM. 

Study findings revealed that TQM practices results in improving performance of 

overall organization. The implication behind this meant that organization with TQM 

practices are more likely to perform better I customer satisfaction as compared to 

those without TQM practices.  

Mangula (2013), examined the effects of quality management system in the 

performance of organization into two aspects namely quantity (volume) and quality. 

A sample size of 40 respondents through random sampling was collected and 

analysed including questionnaires. Findings revealed that quality and quantity of 

products improved for organizations with quality management practices. However, 

some setbacks were identified in the study such as rejects and non-conformity to the 

agreed standards. Final recommendations emphasize on the commitment of top 

management frequent training and team work.  

Al-Saffar and Obediat (2020) did a study on the effect of quality management 

practices on employee performance at the Ministry on Interior in Qatar: The 

moderating role of knowledge sharing. The study concentrated on customer focus, 

employee participation, continuous improvement, leadership and good vision and 

operations management as indicators of TQM. The study involved a quantitative 

approach where a of 280 questionnaires were used to collect data from respondents. 

The analysis of data involved the use of multiple regressions as well as gradient 

regression. Findings of the study revealed that TQM has a significant impact on 

employees` performance through knowledge sharing. 

Mwaura (2017) also assessed the effects of TQM on the performance of Kenya 

Revenue Authority. The study adopted a qualitative approach where interview was 

employed in collecting qualitative data. The collected data was analysed using 

content analysis technique. The findings of the study revealed that, TQM has boosted 

the performance of KRA. Findings add that, TQM reforms such as staff training and 

developments has improved employees` productivity and enhance the performance 

of organization.  
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2.5 Research Gap  

From the empirical literature reviews on the impacts of implementation of quality 

management on business or organizational performance have been well researched, 

evident and documented in developed countries and few in Africa. However, there is 

little information of empirical studies in Tanzania context. The implementation of 

quality management approaches in Public sector perspective has been minimal 

especially in Africa, taking Tanzania as a relevant case. Only few Public institutions 

are known to have implemented the internationally known Quality Management 

Systems such as the ISO 9001: 2015. These institutions include; Tanzania Revenue 

Authority (TRA), Energy and Water Utilities Regulatory Authority (EWURA), 

Tanzania Civil Aviation Authority (TCAA), Tanzania Communications Regulatory 

Authority (TCRA) and National Health Insurance Fund (NHIF). It is against this 

background that the current study finds it suitable to examine the contribution of 

TQM in public institutions using TRA as a relevant case in order to recommend its 

adoption or applications to other public institutions that are yet to adopt this 

management philosophy for better provision of quality services in public sector. 

QMS in public institutions should be emphasised as a result of absence of quality 

policy, objectives and plans, unclear flow of information, recurring transaction 

errors, unclear procedures and lack of system audit. The reviews having implemented 

these measures as a result of QMS will eventually lead to defined quality objectives, 

policy and Plans documented procedures with clear defined roles and 

responsibilities, control of non-conforming services document and streamline work 

procedures, conduct internal quality Audit and capacity building within public 

institutions. The overall aim of QMS is to increase an organization’s awareness of its 

duties and commitment in fulfilling the needs and expectations of its customers and 

interested parties, and in achieving satisfaction with its products and services. 

Majority of the studies have been conducted to examine the impact of TQM on 

organization performance (Gayah, 2017; Gharakhani, et al, 2013; Muia, 2014) while 

less attention has been paid to the effect of TQM on employees performance. Apart 

from that, less attention has been paid to the Tanzanian context since very few 

studies have been conducted specifically on assessing TQM in public sector 

institutions.  
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2.6 Conceptual Framework 

Miles and Huberman (1994) assert that a conceptual framework is a representation of 

the main constructs to be studied such as key factors, constructs or variables.  The 

conceptual framework also indicates the presumed relationships among them. 

Vaughan (2008) argues that a conceptual framework provides the structure or content 

for the whole study based on the reviewed literature and or personal and shared 

experience. It indicates the presumed relationship between dependent and 

independent variables. Their relationship can be shown in terms of a diagram, 

equation or verbal narrations. However, in this study, the conceptual framework has 

been shown as a schematic diagram as indicated in Figure 2.3.  

2.6.1 Description of Model Variables 

Under this segment we shall discuss in brief the definitions of key terminologies in 

the conceptual framework as well as the term variable, independent and dependent 

variables.  

The word variable is derived from the root word vary, meaning, changing in amount, 

volume, number, form, nature or type. These variables should be measurable, i.e., 

they can be counted or subjected to a scale. McLeod (2008) defines a variable as an 

object, event, idea, feeling, time period, or any other type of category the study is 

trying to measure. As far as this study is concerned two types of variables were 

considered and their relationship established. The two types of variables were 

independent and dependent variables.  

The dependent variable refers to the status of the effect in which the researcher is 

interested; it refers to the status of the presumed cause changes in which lead to 

changes in the status of the dependent variable (Rosenthal & Rosnow, 1991). As far 

as this study is concerned, employees` performance is considered to be a dependent 

variable. Several authors such as Fening et al., (2013); Gul et al., (2013); Hassan et 

al. (2014); Gul et al., (2013) have indicated different indicators of employees` 

performance such as quality of work, time management, operations` efficiency and 

fulfilment of objectives. 

Considering all these measures, the dependent variable i.e. employees` performance 

is understood to be a continuous variable since employees` performance may 



19 

continue to change forever. A continuous variable is defined by Kothari (2010) as a 

variable which can take an uncountable set of values or infinite set of values. This 

means, if a variable can take on any value between its minimum value and its 

maximum value is called a continuous variable. Therefore, the measurements of a 

dependent variable such as quality of work, time management, operations` efficiency 

and fulfilment of objectives can take any values. The quality of work can take 

different levels of quality; operations efficiency is also subjective to different levels 

of efficiency and objectives can be fulfilled at different levels and different standards 

depending on the nature of work.  

McLeod (2008) defines an independent variable as a variable the experimenter 

manipulates, it is assumed to have a direct effect on the dependent variable. Kothari 

(2010) adds that an independent variable is a variable that stands alone and isn't 

changed by the other variables the study is trying to measure. 

This study had three independent variables, namely; management`s strategies, human 

resources management and process management. The management can have various 

strategies to ensure quality is managed; strategies may be, strategic planning, 

employees` involvement, coordination of resource, subordinates` support (Boateng-

Okrah & Appiah, 2012).  

Similarly, human resources practices such as rewards, training and development, 

delegation of authority, communication and team work are in connection to quality 

management (Ishikawa & Lu, 1985; Salhieh Abu-Doleh & Ali, 2015; Dedy et al., 

2013). Various authors such as Hassan et al. (2014) and Saleh and Hasan (2015) 

argue that process management as far as quality management is concerned has 

several processes such as process formulation, process implementation, process 

monitoring, process evaluation and taking corrective measures. 

Similar to the dependent variable, the indicators and measurements of independent 

variables (management`s strategies, human resources management and process 

management) are continuous variables since their values are not discrete. Therefore, 

the dependent variable as well as independent variables were all measured as 

continuous variables.  

https://stattrek.com/statistics/dictionary.aspx?definition=Variable
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2.6.1 Conceptual Framework Flow chart 

The conceptual framework flow chart describes the relationship between research 

variables. For this study there are two common variables namely; independent 

variables and the dependent variable. The relationship between independent variables 

is that of correlation and that between dependent and independent variables is the 

causal relationship. For this conceptual flow chart (Figure 2.3), the boxes represent 

the research variables, the full lines indicate the correlation of predictor variables and 

the arrows represents the causal relationship between dependent and independent 

variables. 

Independent Variables      Dependent Variable 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

Source: Literature Review (2020) 

Figure 2. 3: Conceptual Framework Flow chart 
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CHAPTER THREE 

RESEARCH METHODOLOGY 

3.1 Introduction  

This chapter clarifies the methodology which was employed in conducting this study. 

The chapter explains the research design, research approach, study area, target 

population sampling procedures, types of data collected and their collection 

techniques. The chapter also shows how data was analysed.  

3.2 Research Design 

This study adopted a cross-sectional survey research design so as to describe the 

features of the variables of interest. Through cross-sectional design, data was 

collected across a number of respondents at one point of time (McCombes, 2019). A 

design was used since the study intended to investigate the effects of Quality 

Management on the employee’s performance in Tanzania Revenue Authority. The 

rationality of opting for a cross sectional research design was due to the fact that 

TQM is a recently introduced practice in the public sector and therefore its 

assessment needed data collected at one point in time to measure the relationship 

between TQM and employees` performance. 

3.3 Research Approach 

This study was conducted by employing a mixed research approach which involves 

qualitative as well as quantitative research approach. The two approaches were 

employed to make sure that, the study gets both qualitative and quantitative data. The 

quantitative data were needed for establishing the quantitative relationship between 

independent variables (top management strategies, human resources management 

and process management) and the dependent variable (employees` performance). 

Also, the qualitative data were needed to supplement the quantitative data for 

triangulation purpose. 

3.4 Study Area 

The study was conducted at Tanzania Revenue Authority (TRA), in Dar es Salaam 

city council. TRA have been selected because it is a one of first public institutions 

that commenced the implementation of the QMS based on the ISO 9001:2000 

Standard in October 2006 as a pilot study of which the entire organisation became 
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QMS ISO 9001:2000 certified in October 2008. The Certificate is valid for three 

years; TRA was recertified in 2011, 2015 and current recertification was in March 

2018 (TRA, 2019). 

3.5 Population  

Newing (2011) describes population as a set of sampling units or cases that the 

researcher is interested in. The target population of the study was 1000 employees of 

Tanzania Revenue Authority at Dar es Salaam city council headquarter offices. The 

distribution of the population focused on four departments namely; Domestic 

revenue department, large tax payer department, customs and excise department and 

Tax investigation department. All departments are headed by the deputy 

commissioners. There are three sections headed by directors namely; information 

communication technology, finance and human resources and administration 

sections. 

3.6 Sample Size Determination 

The sample size for the purpose of this study was drawn from the employees of 

Tanzania Revenue Authority Dar es Salaam. According to the population stated 

above and with reference from the sample size formula by Cochran (1963), the 

sample size is determined as follows: 

  )1.3...(..........................................................................................1/ 2NNn 

  

Where;  N  = Population Size = 1,000 

  n  = Sample Size 

    = Error term = 10% (0.1) 

Therefore; n  = 1,000/ (1+1,000 x 0.12) 

  n  = 1,000/11 

  n  = 91  

Therefore, the study employed a sample size of 91 respondents for a confidence 

interval of 95% with an alpha value of 5% for quantitative data collection. 



23 

3.7 Sampling Technique 

A sampling technique refers to the process of selecting an individual or objects from 

a population such that the selected group contains elements that are representative of 

the characteristics found in the entire group (Kothari, 2010). In this study two 

sampling procedures were employed namely purposively sampling technique and 

random sampling techniques. Purposive sampling is one that is selected based on the 

knowledge of a population and the purpose of the study (Creswell, 2013). Also, 

purposive sampling technique was used to select the heads of departments to ask 

questions related to their specific department. Random sampling is one in which each 

element of the population has an equal and independent chance of being included in 

the sample, i.e. a sample selected by randomization method is known as simple 

random sample and this technique is simple randomizing (Creswell, 2013).  

Through simple random sampling, the database of all the employees of TRA was 

collected each name with their phone numbers. In this case, employee’s database was 

a sampling frame from which a sample was obtained. Through this sampling frame, 

respondents were chosen randomly to be involved in the study. Afterwards the 

selected respondents were contacted through their mobile phones to take part in the 

study. 

3.8 Data Collection Methods 

Zikmund et al.(2013) defines data collection method as the methods employed to 

collect research data. The choice of the methods to use is influenced by the nature of 

the problem and by the availability of time and money. For the purpose of this study 

questionnaire, interview and documentary review were used as methods of data 

collection. 

3.8.1 Questionnaire 

A questionnaire is a data collection tool designed by the researcher and whose main 

purpose is to communicate to the respondents what is intended and to elicit desired 

response in terms of empirical data from the respondents in order to achieve research 

objectives (Mugenda & Mugenda, 2010). This study obtained data through both 

closed and open-ended questionnaires. Through structured questionnaires, the 
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respondents were in position to answer the questions easily and it helped the 

researcher during the analysis process. 

3.8.2 Interview 

According to Kumar (2014), an interview is a verbal interchange often face to face, 

though the telephone may be used, in which an interviewer tries to elicit information, 

beliefs or opinions from another person. Any person-to-person interaction, either 

face to face or otherwise, between two or more individuals with a specific purpose in 

mind is called an interview. In this study interview was used to gather information 

from respondents with respects to all three specific objectives. Therefore, four 

interviews were conducted with the heads of department to supplement the 

quantitative data collected through survey. 

3.8.3 Documentary Review 

Documentary review is defined as a process of collecting secondary data through 

extensive review of both published and unpublished materials such as, survey 

reports, books, pamphlets, journals and other relevant information relating the 

respective research problems (Kumar, 2014). Among the documents reviewed in this 

study were published papers, journal articles, books, and Tanzania Revenue 

Authority reports such as the TRA third corporate plan 2008/09 to 2012/2013 

regarding Quality Management. From these documents, a researcher was interested 

much on exploring various issues related to effects of Quality Management System 

on the employee performance. 

3.8 Data Processing 

Quantitative data was processed by creating a data base; questionnaires were checked 

for completeness. The processing involved coding, data entry, data cleaning, and the 

generation of descriptive statistics. The processing of the qualitative data involved 

categorization of data from interviews and field notes into common themes (Theme 

content Analysis). Therefore, data were processed, analysed and presented in 

accordance with the common theme they carry and quoting the exact words said by 

the interviewees. 
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3.9 Data Analysis 

Both quantitative and qualitative approaches were used for data analysis. 

Quantitative data from the questionnaire were coded and entered into the computer 

for computation of descriptive and inferential statistics. Descriptive statistics 

(frequency tables and figures) were used to report the respondents` demographic 

information such as gender, age, education level and work experience. The same 

method was used to report responses from the respondents and displayed in 

frequency tables. In inferential statistics multiple linear regression model was 

computed to determine the relationships between the study variables. Statistical 

Package for Social Science (SPSS) version 20 was used in computation of the 

quantitative data for both descriptive and inferential statistics. The analytical general 

multiple linear regression model is represented in the linear equation below:  

)2.3........(..................................................  033221100   XXXY  

            Where;  

          0Y = Employee performance (Number of tasks accomplished at a given 

time) 

          0  = Constant term  

321 ,,   = Beta coefficients   

1X  = Management Strategies 

2X  = Human Resource Management 

3X  = Process Management 

0 = Random Error Term 

Qualitative data that were generated from open ended questions were categorized in 

themes in accordance with the research objectives, and then reported in a narrative 

form along with presentation in terms of percentage of similarity in response. The 

qualitative data were used to reinforce the quantitative data.  

3.9.1 Model Equations for specific objectives  

This part discusses the conceptual framework in general by looking at the specific 

objectives, the independent variables which are Management Strategies whose 
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significant indicators are strategic planning and coordination of Resources. Human 

resource management whose indicators are employee rewards and training and 

development and process management whose indicators are process formulation, 

process implementation and process evaluation. On the other side we have dependent 

variable which is employee performance with quality of work and operations 

efficiency as its indicators.  

)3.3........(.................................................. 043210   MMSXMSXMSXMSXYqw  

            Where;  

 

          Yqw= Employee performance (Quality of Work) 

          0  = Constant term  

1MSX  = Strategic Planning 

2MSX  = Coordination of resources 

3MSX  = Employees involvement 

4MSX  = Support to subordinates 

0 = Random Error Term 

 

)4.3.....(.................... 0543210   HRMXHRMXHRMXHRMXHRMXYqw  

            Where;  

 

          Yqw= Employee performance (Quality of Work) 

          0  = Constant term  

1HRM  = Employee rewards 

2HRM  = Training and Development 

3HRM  = Delegation of Duties 

3HRM  = Communication Culture 

4HRM  = Team Work 

0 = Random Error Term 
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)5.3..(........................................ 043210   PMXPMXPMXPMXYqw

 

            Where;  

 

          Yqw= Employee performance (Quality of Work) 

          0  = Constant term  

1PM  = Process Formulation 

2PM  = Process Implementation 

3PM  = Process Evaluation 

4PM  = Corrective Measures 

0 = Random Error Term 

 

)6.3........(.................................................. 043210   MSXMSXMSXMSXYoe  

            Where;  

 

          Yoe = Employee performance (Operation Efficiency) 

          0  = Constant term  

1MSX  = Strategic Planning 

2MSX  = Coordination of resources 

3MSX  = Employees involvement 

4MSX  = Support to subordinates 

0 = Random Error Term 

)7.3........(....................1 054320   HRMXHRMXHRMXHRMXHRMXYoe

 

            Where;  

 

          Yoe = Employee performance (Operation Efficiency) 

          0  = Constant term  

1HRM  = Employee rewards 

2HRM  = Training and Development 
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3HRM  = Delegation of Duties 

4HRM  = Communication Culture 

5HRM  = Team Work 

0 = Random Error Term 

)8.3......(.............................. 043210   PMXPMXPMXPMXYoe  

            Where;  

 

          Yoe = Employee performance (Operation Efficiency) 

          0  = Constant term  

1PM  = Process Formulation 

2PM  = Process Implementation 

3PM  = Process Evaluation 

4PM  = Corrective Measures 

0 = Random Error Term 

3.9.2 Computation of Regression Coefficients 

In this study the multiple linear regressions with three independent variables was 

considered. Using SPSS with the data inputted the regression parameters were 

generated. See Table 1 below: 

Table 3. 1: Model Regression Parameters 

Independent Variable Regression Equation 

Management Strategies 

(MS) 

MS = 0.563 + MS2 (0.197) + MS3 (0.528) + 0.05 

Human Resource 

Management (HRM) 

HRM = 0.456 + HRM1 (0.141) + HRM2 (0.611) + 

HRM3 (0.467) + 0.05 

Process Management (PM) PM = 0.787 + PM2 (0.227) + PM3 (0.422) + PM4 

(0.229) + PM5 (0.620) + 0.05  

 

 



29 

3.9.3 Testing for Overall Significance of Regression Parameters. 

Under this section we used (ANOVA) as a primary quest of the relationship between 

independent and dependent variables the results which are; SSR, SSE, SST, DF, 

MSE, MSR, F-value, and P-value were generated. The value of p-value gave a 

guarantee of weather to continue with the analysis or not. The cut-off point p-value 

was designed or selected to be 0.05. 

3.9.4 Testing for Individual Significance of Overall Parameters. 

The results from ANOVA test particularly the p-value gives a guarantee for further 

analysis. The results showed that, p-value is less than 0.05; therefore we had to test 

for individual significant regression parameters using t-test. The results generated 

using t-test was tabulated, such that the p-values for every independent variable were 

used to check for significance of regression parameters or regression coefficient on 

the dependent variables. The t-values for independent variables, the regression 

coefficients, standard error, lower and upper confidence interval were generated and 

tabulated. 

3.9.5 Variable Selection  

Variable selection is one of the most important aspects of model building meaning, 

choosing among many variables which to include in a particular model, or to select 

appropriate variables from a complete list of variables by removing those which are 

redundant or irrelevant (Ratner, 2010). Principally, variable selection determines a 

set of variables that provides the best fit for the model so that accurate estimates can 

be made. Because data often contain many additional variables that are not ultimately 

used in model development, selection of appropriate variables should be done 

carefully to avoid inclusion of irrelevant variables in the final model which may 

result into poor or undesired estimates. There are number of variables selection 

methods in literature, just to name the common few; forward variable selection, 

backward elimination and stepwise selection. In this particular study backward 

variable selection method was used. 

Backward elimination is the simplest of all variable selection methods which starts 

with a full model with all of the variables to be included in the model. Variables then 

are deleted one by one from the full model until all remaining variables are 
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considered to have some significant contribution to the outcome (Ratner, 2010). The 

variable with the smallest test statistic less than the cut-off value or with the highest p 

value greater than the cut-off value, the least significant variable is deleted first. Then 

the model is refitted without the deleted variable and the test statistics or p values are 

recomputed. Again, the variable with the smallest test statistic or with the highest p 

value greater than the cut-off value is deleted in the refitted model (Ratner, 2010). 

This process is repeated until every remaining variable is significant at the cut-off 

value. For this study a stopping rule or selection criteria for inclusion or exclusion of 

variables was a p-value which considers the choice for significance level of 0.05. The 

cut-off value associated with the p-value is sometimes referred to as ‘p to remove’ 

(Ratner, 2010; Marill & Green, 1963).  

3.9.6 Multicollinearity in Model Predictor Variables 

The multicollinearity problem is defined as the association between two or more 

explanatory variables through a strong linear relationship in which the effect of the 

dependent variables cannot be separated from that of the explanatory variables 

(Kothari, 2007). Collinearity can also cause other problems such as; poor estimation 

of model coefficients, model coefficients might have signs that don’t make sense and 

inflated standard errors for the model coefficients (Bager et al., 2017). In this study 

the multicollinearity between model independent variables was analysed and the 

results including R square were produced and discussed. 

3.9.7 Detecting Multicollinearity 

There are number of multicollinearity detecting methods in literature, whereby the 

common ones include; conditional number and variance inflation factor. Conditional 

Number method is a measure based on the eigen values of the explanatory variable 

matrix, measuring the sensitivity of regression estimators to small variations in 

variances. If the condition Number (CN) is between 20 and 30, this is an indicator for 

a high linear multicollinearity and for severe cases of multicollinearity CN is 

between 30 and 100 (Yong-wei, 2008). Multicollinearity can also be detected with 

the help of tolerance and its reciprocal, called variance inflation factor (VIF). 

According to Farrar and Glauber (1967), VIF is a measure of how much the standard 

error of the estimate of the coefficient is magnified due to multicollinearity. If the 

value of tolerance is less than 0.2 or 0.1 and, simultaneously, the value of VIF being 



31 

10 and above, then the multicollinearity is problematic (Farrar & Glauber, 1967). 

The VIF method for detecting whether multicollinearity is a problem or not involves 

two phases; phase one: compute a coefficient of multiple determination for each 

independent variable and phase two: compute a VIF for each predictor variable. For 

this study the formula below was used: 

. lefor variabion determinat multiple oft coefficien  theis          

and , lefor variabfactor inflation   variance theis          

  where;
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As a rule of thumb, a VIF value of 5 or 10 indicates that the collinearity might be 

problematic and VIF value beyond 10 indicates that collinearity is a serious 

problematic (Farrar & Glauber, 1967).  

3.10. Measurement of Variables 

Table 3.2 below indicates how each variable of the study was measured; 
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Table  3. 2: Operationalization of Model Variables  

Variable Variable Measurements Measurement 

Scale 

Source 

Management`s 

Strategies 

i. Strategic planning 

ii. Coordination of 

resource 

iii. Employees 

involvement 

iv. Support to 

subordinates 

5-point likert 

scale 

Boateng-Okrah 

and Appiah 

(2012);  

Human 

Resources 

Management 

i. Rewards 

ii. Training and 

Development 

iii. Delegation of Duties 

iv. Communication 

Culture 

v. Team Work 

5-point likert 

scale 

Ishikawa and Lu 

(1985);             

Salhieh Abu-

Doleh and Ali 

(2015);    Dedy et 

al., (2013) 

Process 

Management 

i. Process Formulation 

ii. Process 

Implementation 

iii. Process Evaluation 

iv. Corrective Measures 

5-point likert 

scale 

Hassan et 

al.(2014); Saleh 

and Hasan (2015) 

Employees` 

Performance  

i. Quality of work 

ii. Operations` 

Efficiency 

5-point likert 

scale 

Fening et 

al.,(2013); Gul et 

al., (2013); 

Hassan et 

al.(2014); Gul et 

al., (2013) 

 

3.11 Validity and Reliability  

Validity simply means the ability of research instruments to measure the variables 

according to the research design (Kumar, 2014). This simply means the ability of the 

researcher to reflect the empirical measure and the real meaning of the intended 

concept. So, this study considered the validity issues by using appropriate research 

measurements as described in research design above. 

Since the research results are subject to use in different sectors, there was a need to 

consider the reliability of the overall research activities. Reliability in research 

requires that the research tools, measurements and research process to be consistent 
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and stable so as to produce predictable, replicable and accurate results (Kumar, 

2014). This study adhered to the principles of reliability in research there by 

considering an appropriate research design, choices of good data collection tools, 

interaction, measurement and processing of data. 

3.12 Coding of Items 

The items used to construct a questionnaire for quantitative data were coded as 

shown on Table 3.3 below for easy analysis of data. 

Table 3. 3: Coding of Questionnaire Items 

CODE ITEM 

MS MANAGEMENT`S STRATEGIES 

MS1 The top management has a strategic plan which serves as a road map 

MS2 The top management involves employees in decision making 

MS3 All the resources are properly coordinated to achieve objectives 

MS4 The top management offers strong support to its subordinates 

HRM HUMAN RESOURCES MANAGEMENT 

HRM1 The organization offers competitive rewards to employees 

HRM2 There are often training and development programmes for employees 

HRM3 Delegation of responsibilities supports smooth running of activities 

HRM4 The communication culture between employees boosts productivity 

HRM5 There is good team work between employees  

PM PROCESS MANAGEMENT 

PM1 Quality management has the formulated process to be followed 

PM2 There is a good mechanism for implementation of quality management 

process 

PM3 There is a monitoring mechanism to ensure effective implementation of 

quality management 

PM4 There is always an evaluation to identify the flaws in implementing 

quality management 

PM5 In case of deviations of results from the planned, corrective measures are 

always taken 

EP EMPLOYEES PERFORMANCE 

EP1 Good quality of work is demonstrated by employees 

EP2 Employees demonstrate high degree of operations` efficiency 

 

3.13 Ethical Considerations  

Ethics aims to protect participants from harm and to promote their welfare (Mugenda 

& Mugenda, 2010). Data were only accessed by the researcher and respondents 
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participated in the research voluntarily, no one was forced to participate. The 

researcher avoided all events that would have brought embarrassments to the 

respondents by making them feel free to provide information. Researcher informed 

the respondents on the purpose and objectives of the study so that, they were aware 

with the situation and confidentiality be maintained. Respondents were protected by 

keeping the information given confidential (Mugenda & Mugenda, 2010). In this 

study the researcher ensured informed consent of the participants by observing their 

voluntary participation also researcher maintained anonymity (no mentioning of 

names by using codes or numbers). Additionally, the researcher observed 

confidentiality by ensuring no physical or psychological harm happened to them by 

taking part in this study. Lastly, the study findings will be published to make sure all 

the parties concerned get feedback. 
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CHAPTER FOUR 

PRESENTATION AND DISCUSSION OF FINDINGS 

4.1 Introduction 

This chapter presents the analysed data in accordance to specific objectives. As far as 

specific objectives are concerned, the study assessed the role of quality 

management`s strategies on employee’s performance in public institutions, examined 

the role of quality human resource management on employee’s performance in 

public institutions and evaluated the role of quality process management on the 

employee’s performance in public institutions. 

In addressing these specific objectives, both qualitative and quantitative data were 

collected, the analysis and presentation of findings was conducted by considering the 

specific objectives as outlined above. The qualitative data gathered through interview 

was analysed through Theme Content Analysis technique while the quantitative data 

gathered through questionnaires were analysed by the use of Statistical Package for 

Social Sciences (SPSS) program through descriptive statistical methods which are 

frequency tables for easy understanding and interpretation by readers. Furthermore, 

inferential statistics under multiple regression analysis were involved to test the 

relationship between dependent and independent variables. 

4.2 Respondents` Profile 

This study involved both Male and Female employees; data was collected from 50 

Male and 41 Female making it 54.9% and 45.1% for Male and Female respectively. 

This distribution was expected by the researcher since the TRA headquarters has 

more male employees than female ones. Additionally, the study was not biased as it 

has included a good number of representatives from both male and female as 

indicated in Table 4.1. Additionally, the study assessed respondents in terms of age 

to make sure data is collected from all the age groups at the study area. Table 4.1 

below displays that the largest age group of the respondents was 36-44 years old 

(44.0%) followed by 27-35 years old (26.3%); other respondents fell under the age 

groups of 18-26 years old (11.0%), 45-53 years old (11.0%) and 54 years and above 

(7.7%). The distribution is good in terms of age as majority of the respondents are 

matured enough and may be in a good position to comprehend on the role played by 

quality management on the employee’s performance.   
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Furthermore, the study evaluated the level of education of respondents. This was 

done to make sure respondent have enough education to understand the nature and 

objectives of the study. As indicated in Table 4.1 below, most of the respondents had 

bachelor`s degree level (47.2%) which is a typical characteristic of most of the 

employees of government institutions currently. Other education categories were 

masters` degree level and above (34.1%), College level (12.1%) and secondary 

education level (6.6%). Most of the respondents have passed through at least a 

college education, this is the level whereby most of the issues in the management of 

organizations, including quality management are discussed in details and the level of 

understanding for individuals is higher enough to understand the public sector 

operations.  

People at this level easily analyse issues which are not only happening in the public 

organizations but also how private organizations implement quality management. 

Work experience of respondents was also important to be analysed since the more 

they are experienced the more they are reliable for the findings of the study. Findings 

indicated that majority of the respondents (37.4%) had a work experience of 6 – 10 

years followed by those who an experience of 1 - 5 years (30.7%), above 10 years 

(22.0%), and less than a year (9.9%) as shown in Table 4.1 below. The distribution 

shows that majority of the respondents had enough work experience to know most of 

the things happening in the institution; this makes them very important in identifying 

the role played by quality management on the employee’s performance.  
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Table 4. 1: Respondents` Demographics 

Variable Categories Frequency Percentage 

Sex Male 50 54.9% 

Female 41 45.1% 

Age 18 – 26 years 10 11.0% 

27 – 35 years 24 26.3% 

36 – 44 years 40 44.0% 

45 – 53 years 10 11.0% 

54 years and Above 07 07.7% 

Education Level Secondary Education 06 06.6% 

College Level 11 12.1% 

University Degree 43 47.2% 

Master`s Degree and 

Above 

31 34.1% 

Work Experience Less than a year 09 09.9% 

1 – 5 years 28 30.7% 

6 – 10 years 34 37.4% 

Above 10 years 20 22.0% 

Source: Research Findings (2020) 

4.2 The Role of Management Strategies on the Employees’ Performance  

The first specific objective of this study was to assess the role of management 

strategies on the employee’s performance in public institutions. In the quality 

management practice, the top management practices several strategies which are 

geared towards a high-level employee’s performance. Strategies such as having a 

strategic plan, employees` involvement in decision making, proper coordination of 

resources, support to subordinates` initiatives and evaluation of institutional 

objectives are some of the key strategies’ managements use in quality management. 

In this objective, the study assessed if the said strategies influence the employee’s 

performance. 

As far as this specific objective is concerned, respondents were asked if the top 

management has a strategic plan which serves as a road map for implementation of 
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key activities as well as the institutional objectives. Majority of the respondents 

strongly agreed (65.9%) followed by those who agreed (14.3%) and those who 

disagreed (11.0%), strongly disagreed (5.5%) and few of them (3.3%) were neutral. 

This shows that majority of them agreed that the top management uses a strategic 

plan for implementation of institutional strategies geared on achieving organizational 

objectives.  

Moreover, findings of the study revealed that the top management involves 

employees in decision making. The findings were backed up by majority of 

respondents (64.8%) who strongly agreed and agreed (18.7%); few respondents 

disagreed (11.0%) and strongly disagreed (4.4%) while the rest were neutral (1.1%). 

From these figures it is vivid that most of the respondents agreed that the top 

management of TRA headquarters practices participatory decision making.  

Regarding the coordination of resources such as human, finance and others, findings 

of the study revealed that there is proper coordination of resources for the 

implementation of institutional objectives. Most of the respondents (53.8%) strongly 

agreed, 24.2% agreed, 12.1% disagreed, 7.7% were neutral and 2.2% strongly 

disagreed. The distribution of responses shows that majority of the respondents were 

in support of the fact that there are well coordinated resources at TRA headquarters.  

Additionally, the study aimed at finding out the level of support, the top management 

puts to the initiatives by their employees; when asked, majority (50.5%) of the 

respondents strongly agreed, 27.5% agreed, 7.7% disagreed, 11.0% were neutral and 

3.3% strongly disagreed. Thus, most of the respondents agreed they get strong 

support from the management for the initiatives they take towards achieving 

organizational goals and objectives.  

Similarly, the study revealed that the top management of TRA headquarter has a 

good evaluation system of its objectives (61.5% strongly agreed, 34.1% agreed, 1.1% 

neutral and 3.3% disagreed). Table 4.2 below summarizes the frequency and 

percentages of responses from all the five determinants as presented above. 
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Table 4. 2: The Role of Management Strategies on the Employees’ Performance 

Statement Responses SD D N A SA 

The top management has a 

strategic plan which serves as 

a road map 

Frequency 5 10 3 13 60 

Percentage (%) 5.5 11.0 3.3 14.3 65.9 

The top management involves 

employees in decision making 

Frequency 4 10 1 17 59 

Percentage (%) 4.4 11.0 1.1 18.7 64.8 

All resources are properly 

coordinated by the 

management to achieve 

objectives 

Frequency 2 11 7 22 49 

Percentage (%) 2.2 12.1 7.7 24.2 53.8 

The top management offers 

strong support to the 

subordinates` initiatives 

Frequency 3 7 10 25 46 

Percentage (%) 3.3 7.7 11.0 27.5 50.5 

The top management has a 

good evaluation system of 

objectives 

Frequency  0 3 1 31 56 

Percentage (%) 0.0 3.3 1.1 34.1 61.5 

Source: Research Findings (2020) 

Similar findings were obtained from the qualitative findings where interviews 

revealed that there are various management strategies which the top management of 

TRA practices on implementing quality management. It was revealed that, TRA has 

a strategic plan which is actually implemented by all the employees. Apart from that, 

it was also unveiled that the management practices participatory decision making 

where the subordinates are involved in decision making and their views deem to be 

useful in the management process. These findings were noted from a respondent who 

said; 

“As a top management our main function is to make decisions and to 

prepare conducive environment for the decisions to be implemented. I 

doing so, we normally have a strategic plan which guides the 

implementation of strategies and objectives; this serves as a road map 

for implementing all the activities by the top management and our 
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subordinate. TRA started a taxpayer’s charter so as to convince the 

clients to become partners in business as well as stakeholders forum and 

service centre. All these interventions aim at guaranteeing that TRA 

meets its customers expectation as per ISO 9001:2000 standards. The 

perception of clients or taxpayers are measured continuously b using 

taxpayers surveys of which customers feedback is very important for tax 

reforms…. (TRA Top Management Interview, September, 2020).  

Another respondent also commented; 

“As decision makers of the organization, we do not do it alone, we 

normally involve our subordinates who are the key implementers of the 

decisions. Therefore, there are the decisions which are top to bottom and 

others come from bottom to top for approval. The authority intends to 

achieve a substantial reduction in operating costs in the coming years 

through the implementation of quality management approaches among 

others. It is estimated that the collection cost will drop from 3.6% to 

1.9% during the 5th year of TRA Corporate Plan….” (TRA Top 

Management Interview, September, 2020). 

Furthermore, qualitative findings confirmed the fact that, the top management offers 

strong support for the initiatives shown by the subordinates. It was also indicated that 

in some cases where there are outstanding initiatives, bonuses are offered. One of the 

interviewees commented; 

“The management supports employees initiatives, personal initiatives in 

particular. In fact, we encourage employees to have initiatives which 

increases their performance…” In order to conform customers’ demands 

the authority has adopted the quality management scheme with the aim 

of continuous improvement of its tax structures. The focus is to improve 

the system for organization’s sustainability. For proper future strategic 

plan, evaluations of customers service are done frequently by getting 

necessary feedback of their satisfaction. Furthermore, efforts are made 

by the authority to smoothen the imports and exports processes to make 
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the ports competitive in the region……” (TRA Top Management 

Interview, September, 2020). 

Likewise, Hassan et al. (2014) examined the association between quality 

management (TQM) practices and performance. TQM tools and techniques 

(Incentive and Recognition System, Process, Monitoring and Control and Continuous 

Improvement) and Behavioural factors (Fact based-management, top management’s 

commitment to quality, employee involvement and customer focus) contribute to the 

successful implementation of TQM. The study reports that successful adoption and 

implementation of TQM practices results in improving the performance of 

organization.  

Equally, Al-Saffar and Obediat (2020) did a study on the effect of quality 

management practices on employee performance at the Ministry on Interior in Qatar. 

The study focused on customer focus, employee participation, continuous 

improvement, leadership and good vision, and operations management as indicators 

of TQM. Findings of the study revealed that TQM has a significant impact on 

employee’s performance through knowledge sharing. 

4.3 The Role of Human Resource Management on the Employees’ Performance  

One of the key areas of quality management is to have a quality human resource 

management practice. The top management of an organization is supposed to abide 

to some practices which benefit both, the organization as well as employees for 

influencing their performance. Some common human resource practices such as 

good reward system, training and development, delegation of authorities, good 

internal communication and team work support, were used to analyse if proper 

human resource management influence the performance of employees in public 

sector institutions. 

With regard to competitive rewards for employees, the study findings revealed that 

TRA offers competitive remuneration for its employees. The majority of the 

respondents (47.3%) strongly agreed followed by those who agreed (42.9%), neutral 

(3.3%), disagreed (5.5%) and strongly disagreed (1.1%). This shows that majority of 

them support that, they receive good and competitive rewards. It was also important 
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to know if the organization offers employees training and development programmes 

frequently. Respondents reacted on the fact that, majority (48.4%) of them strongly 

agreed and 31.9% agreed that they often take part in different training and 

development programmes. On the other hand, 9.9% disagreed, 5.5% were neutral 

and 4.4% strongly disagreed on the same fact.  

Moreover, respondents also argued that, TRA has a delegation of authority which 

makes smooth running of activities. This was evidenced by respondents who strongly 

agreed (56.0%) and agreed (14.3%). However, others (14.3%) were indifferent, 9.9% 

strongly disagreed and 5.5% disagreed on the same point. The study was also 

concerned about the level and extent of internal communication and the way it 

affects the level of employees` productivity. Respondents were asked if there is a 

good communication channel to easy implementation of objectives and majority of 

them (45.1%) strongly disagreed followed by 29.7% who agreed. Few of them 

(9.9%) were neutral followed by 9.9% who disagreed and 5.5% who strongly 

disagreed on the same statement.  

Additionally, the study assessed the level of team work practiced by employees and 

it was revealed that there is good team work to support objective implementation 

(86.6% strongly agreed and 13.2% agreed while 2.2% were undecided). Table 4.3 

below indicates a summary of the above explained findings. 
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Table 4. 3: The Role of HRM on the Employees’ Performance 

Statement Responses SD D N A SA 

The organization offers 

competitive rewards to 

employees 

Frequency 1 5 3 39 43 

Percentage (%) 1.1 5.5 3.3 42.9 47.3 

There are often training and 

development programmes for 

employees 

Frequency 4 9 5 29 44 

Percentage (%) 4.4 9.9 5.5 31.9 48.4 

Delegation of responsibilities 

supports smooth running of 

activities 

Frequency 9 5 13 13 51 

Percentage (%) 9.9 5.5 14.3 14.3 56.0 

The communication culture 

between employees boosts 

productivity 

Frequency 5 9 9 27 41 

Percentage (%) 5.5 9.9 9.9 29.7 45.1 

There is good team work 

between employees 

Frequency 0 0 2 12 77 

Percentage (%) 0.0 0.0 2.2 13.2 84.6 

Source: Research Findings (2020) 

The above findings were backed up by those obtained from interviews with the top 

management. Qualitative findings indicated that, there are proper human resource 

management practices which are geared towards achieving the best out of 

employees. One of the respondents commented; 

“The top management including the human resource manager strives 

to make sure proper human resource practices are implemented to 

make sure employees deliver to their best. This is one of the core 

activities under quality management……” (TRA Top Management 

Interview, September, 2020). 

The findings therefore identified that, TRA has a competitive remuneration to make 

sure employees get the best so as they can offer the best to the organization. It was 

also noted that the management makes sure that, there are frequent training and 

development programmes including seminars to equip employees with proper, 

dynamic and current practices in the industry. One of the key executives said; 
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“The management with consultation with the government executives 

offers competitive rewards to employees, including bonuses for 

outstanding performances. Apart from that employees receive 

necessary training and development programmes to make sure they 

are equipped with the up to date knowledge to make sure they deliver 

to their best…...” (TRA Top Management Interview, September, 

2020). 

The findings also revealed that, within TRA, there is good communication among 

employees and between employees and the top management. Good communication 

was also found to be very significant on the delegation of authorities to the 

subordinates as the key activities and objectives are clearly communicated 

throughout the organization. It was noted from one of the respondents; 

“There is effective communication within the organization; the 

management makes sure that there is good communication to make 

sure objectives and activities are clearly communicated to make sure 

every strives to achieve the same. This also allows for delegation of 

authorities….” (TRA Top Management Interview, September, 2020). 

Likewise, Sadikoglu and Olcay (2014) obtained similar findings when conducted a 

study on the effects of quality management practices on performance in Turkey. 

Their findings revealed that different TQM practices significantly influence 

performance. However, the study also identified that primary obstacles that, the firms 

in Turkey face when implementing quality management were lack of employee 

involvement, awareness and commitment of the employees, inappropriate firm 

structure, and lack of the resources. 

Also, Dedy et al. (2013) examined the relationship between TQM practices and 

employee performance. The study focused on six critical success factors of TQM 

which are customer focus, leadership, training, teamwork, communication, and top 

management.  Findings of the study revealed that there is a significant relationship 

between TQM practices and employee performance.  
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4.4 The Role of Process Management on the Employees’ performance 

The third specific objective of this study was to examine the role of process 

management on the performance of employees. The study assessed if there is proper 

management of processes in the organization. 

The findings revealed that, the organization has a proper procedure for management 

of all activities and processes in the organization; this was shown by responses from 

the respondents where by majority of them (46.2%) strongly agreed and 28.6% 

agreed. Few of them (11.0%) disagreed and 3.3% strongly disagreed and in 

additional, 11.0% of them were neutral. Findings also disclosed that there is a good 

mechanism for implementation of quality management process. This was also 

revealed in this study, where findings indicated that 46.2% of the respondents 

strongly agreed, 30.8% agreed, 7.7% were neutral, 12.1% disagreed and 3.3% 

strongly disagreed. 

Furthermore, it was discovered that there is a monitoring mechanism to ensure 

effective implementation of quality management. This is done to ensure that, all 

employees implement what is agreed on the objectives; it is also done to track the 

extent of objective implementation. The fact was derived from the responses where 

by 49.5% strongly agreed, 31.9% agreed, 7.7% were neutral, 4.4% disagreed and 

6.6% strongly disagreed. 

Apart from that, results also discovered that there is always an evaluation process to 

identify the flaws in implementing quality management. This was indicated by 

responses which showed that, 51.6% of the respondents strongly agreed and 19.8% 

agreed on the fact while 17.6% disagreed, 3.3% agreed and 7.7% were neutral on the 

same point. Most importantly, it was also unveiled that, in case of deviations of 

results from the planned, corrective measures are always taken to reduce the same 

from happening repeatedly (63.7% strongly agreed, 22.0% agreed, 8.8 neutral, 2.2% 

disagreed and 3.3% strongly disagreed). Table 4.4 below portrays the findings; 
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Table 4. 4: The Role of Process Management on the Employees’ Performance 

Statement Responses SD D N A SA 

Quality management has the 

formulated process to be 

followed 

Frequency 3 10 10 26 42 

Percentage (%) 3.3 11.0 11.0 28.6 46.2 

There is a good mechanism for 

implementation of quality 

management process 

Frequency 3 11 7 28 42 

Percentage (%) 3.3 12.1 7.7 30.8 46.2 

There is a monitoring mechanism 

to ensure effective 

implementation of quality 

management 

Frequency 6 4 7 29 45 

Percentage (%) 6.6 4.4 7.7 31.9 49.5 

There is always an evaluation 

process to identify the flaws in 

implementing quality 

management 

Frequency 3 16 7 18 47 

Percentage (%) 3.3 17.6 7.7 19.8 51.6 

In case of deviations of results 

from the planned, corrective 

measures are always taken 

Frequency 3 2 8 20 58 

Percentage (%) 3.3 2.2 8.8 22.0 63.7 

Source: Research Findings (2020) 

Findings were not far from those obtained from interviews; it was revealed that 

processes are managed well at TRA. Each process follows a clear channel to make 

sure it is implemented, monitored and evaluated. A key management personnel 

observed; 

“Each key process or activity is well planned here; we make sure we 

establish a clear mechanism through which a process is managed to 

make sure it is implemented as it was planned. This includes planning, 

implementing, monitoring and evaluating all key activities. The 

evaluation process makes us identify the places with flaws to make 

sure mistakes don’t repeat themselves……...” (TRA Top Management 

Interview, September, 2020). 
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The findings are similar with those obtained by Saleh and Hasan (2015) who 

assessed the impact and role of TQM on organization performance within Iraq 

public-service organizations by considering the TQM success factors such Human 

Resource Management and Process Management. Results of this study found that 

TQM through human resource management and process management plays a 

significant role on employees and organization performance in Iraq. 

4.5 The Employees Performance in Public Sector Institutions 

The performance of employees was also assessed by this study as a dependent 

variable. Measurements such as quality of work, timely fulfilment of objectives, 

operations efficiency, fulfilment of objectives and creativity and innovation were 

employed to measure the level of employees` performance. With regard to these 

measurements, findings of the study revealed that, employees at TRA HQ 

demonstrate good quality of work and therefore increasing their productivity (57.1% 

strongly agreed, 39.6% agreed, and 3.3% were undecided). Apart from that, the study 

assessed if there is timely fulfilment of responsibilities by TRA employees, it was 

evidenced by majority of respondents who strongly agreed (51.6%) and agreed 

(42.9%) that, employees make sure they fulfil their responsibilities on time. On the 

same, 5.5% of respondents were neutral.  

Operations` efficiency of employees was also assessed; the level of efficiency of 

TRA employees and it was identified that employees at TRA demonstrate high 

degree of operations` efficiency (47.3% of respondents strongly agreed, 45.1% 

agreed, 4.4% neutral, 2.2% disagreed and 1.1% strongly disagreed). Moreover, 

employees at TRA were found to always geared to achieve organizations objectives 

(54.9% strongly agreed, 41.8% agreed while 2.2% disagreed and 1.1% strongly 

disagreed). Additionally, the level of creativity and innovation for TRA employees 

was found to be high enough to influence their productivity and performance (47.3% 

strongly agreed, 49.5% agreed, 2.2% neutral and 1.1% disagreed). Table 4.5 below 

shows the findings; 
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Table 4. 5: The Employees Performance in Public Sector Institutions 

Statement Responses SD D N A SA 

Good quality of work is 

demonstrated by employees 

Frequency 0 0 3 36 52 

Percentage (%) 0.0 0.0 3.3 39.6 57.1 

There is timely fulfilment of 

responsibilities 

Frequency 0 0 5 39 47 

Percentage (%) 0.0 0.0 5.5 42.9 51.6 

Employees demonstrate high 

degree of operations` 

efficiency 

Frequency 1 2 4 41 43 

Percentage (%) 1.1 2.2 4.4 45.1 47.3 

Employees are always geared 

to achieve organizations 

objectives 

Frequency 1 2 0 38 50 

Percentage (%) 1.1 2.2 0.0 41.8 54.9 

Employees demonstrate high 

degree of creativity and 

innovation 

Frequency 0 1 2 45 43 

Percentage (%) 0.0 1.1 2.2 49.5 47.3 

Source: Research Findings (2020) 

The employees’ performance at TRA headquarters was also measured qualitatively 

where the top management was questioned on how the subordinates and the 

management performs as a result of adopting quality management. The findings 

revealed that TRA has good performance as a result of its employees being good 

performers in their respective duties. The findings indicated that, quality 

management influences delivery of good quality works by employees which are 

delivered on time. One of the key management personnel commented; 

“In my experience here, quality management has improved the way 

employees deliver their duties and responsibilities. In very few 

occasions I have quarrelled with my subordinates on the quality of 

work they deliver and the timely fulfilment of objectives. In most cases 

they deliver their best which is timely and of good quality…….” (TRA 

Top Management Interview, September, 2020). 

The findings also discovered that, employees at TRA are efficient in fulfilling 

organizational objectives. It was noted that in doing so, they demonstrate high degree 
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of creativity and innovation in making sure that, the objectives are fulfilled on time 

and in efficient manner. It was noted; 

“I have so far seen high degree of efficiency with my subordinates 

and the employees of the organization in general. I have seen some 

very creative and innovative employees who do that to make sure 

objectives are met on time…...” (TRA Top Management Interview, 

September, 2020). 

4.6 Multiple Regression Analysis 

Frequency tables were not enough to establish the relationship between top 

management practices, human resource management and process management with 

the performance of employees; therefore, a multiple linear regression (MLR) analysis 

was conducted to measure the relationship between the dependent and independent 

variables.  

4.6.1 MLR for Top Management Strategies and Employees Performance  

Table 4.6a below shows that, the value of R is 0.672 which means that there is a 

positive correlation between top management strategies and employees` 

performance, these findings suggest that management strategies and employees` 

performance highly correlate and move in the same direction to the extent of 67.2%. 

The model also produced R square of 0.560 indicating that variations of employees` 

performance can be explained by management strategies by 56% and there are other 

factors which explain the same by the remaining 44%. Table 4.6.1a below indicates 

the findings; 

Table 4.6a: Multiple Regression Model Summaries for Management Strategies  

Model R R Square Adjusted R Square Std. Error of Estimate 

1 0.672a 0.560 0.557 0.69878 

a. Predictors: (Constant), Management Strategies 

Source: Research Findings (2020) 
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A multiple regression analysis produced the analysis of variance to show the extent 

to which the model explains the dependent variable of employees` performance. By 

considering the sum of squares in Table 4.6b it indicated that, the model can explain 

employees` performance to the extent of 58.380 which is 76% while other variables 

can explain employees` performance to the extent of 24%. The F-value of the model 

produces a p-value of 0.000 which is significantly zero. A p-value of 0.000 is less 

than the set up level of significance of 0.05 for a normally distributed data. This 

means that the model is highly significant in explaining employees` performance. 

Table 4.6b: ANOVA for Top Management Strategies  

Model Sum of Squares df Mean Square F Sig. 

1 Regression 58.380 1 58.380 234.663 0.000a 

Residual 18.410 74 0.249   

Total 76.790 75    

a. Predictors: (Constant), Top Management Strategies  

b. Dependent Variable: Employees’ Performance 

Source: Research Findings (2020) 

Also, a multiple regression between top management strategies items and employees` 

performance reveal that MS2 and MS3 are positive significant (at 5%) predictors of 

employees` performance having beta values of 0.197 and 0.528 respectively. The 

two items also had p-values of 0.022 and 0.000 for MS2 and MS3 respectively. On 

the other hand, MS1 and MS4 were found to be positively but insignificantly 

influencing employees` performance with (β=0.045 p=0.555) and (β=0.097 p=0.222) 

respectively. Table 4.6c below indicates the findings; 
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Table 4.6c: MLR for Top Management Strategies and Employees’ Performance  

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 (Constant) 0.563 0.260  2.165 0.034 

MS1 0.045 0.074 0.054 0.611 0.555 

MS2 0.197 0.084 0.217 2.355 0.022 

MS3  0.528 0.082 0.617 6.399 0.000 

MS4 0.097 0.079 0.094 1.235 0.222 

a. Dependent Variable: Employees’ Performance 

Source: Research Findings (2020) 

Since two variables (MS1 and MS4) were found to be insignificant in predicting 

employees` performance, they were then removed from the model by using 

background elimination approach where by every variable found to be above 5 

percent level of significance i.e. MS1 which represents presence of a strategic plan, 

which serves as a roadmap for the institution  and MS4 that is support to 

subordinates initiatives by the management  were eliminated one at a time from the 

model and then  regressed to refit the model until it remained with only stable and 

robust variables which are MS2 and MS3. The modified model now had two items 

(MS2 and MS3) which are significant. Table 4.6d below indicates the new results 

after removing the insignificant items. Results indicate that the multiple regression 

coefficients for the two items as well as the level of significance have improved. The 

Table also indicates collinearity statistics which reveal that both MS2 and MS3 have 

Variable Inflation Factor (VIF) below 5 which is regarded as low level of collinearity 

and therefore good for multiple regression. Results are indicated on Table 4.6d 

below; 
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Table 4.6d: Modified MLR between TMS and Employees’ Performance  

Model Unstandardize

d Coefficients 

Standardized 

Coefficients 

t Sig. Collinearity 

Statistics 

B Std. 

Error 

Beta Tolerance VIF 

1 (Constant) 0.011 0.172  0.066 0.008   

MS2 0.661 0.276 0.591 2.397 0.020 0.978 1.893 

MS3  0.731 0.103 0.678 7.076 0.000 0.892 1.160 

a. Dependent Variable: Employees’ Performance   

Source: Research Findings (2020) 

4.6.2 Multiple Regression between HRM and Employees Performance  

The relationship between human resource management and employees` performance 

was also assessed and the results indicated that, the value of R is 0.635 which is 

63.5%, this means that there is a positive correlation between human resources 

management and employees` performance. These findings suggest that, human 

resource management and employees` performance are highly correlate and move in 

the same direction to the extent of 63.5%.  

The model also produced R square of 0.574 showing that, human resources 

management explains the variations of employees` performance by 57.4% and there 

are other factors which explain the variation of employees` performance by the 

remaining 42.6%. Table 4.7a below portrays the findings; 
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Table 4.7a: MLR Model Summary for Human Resource Management 

Model R R Square Adjusted R Square 

Std. Error of 

Estimate 

1 0.635a 0.574 0.573 0.76101 

a. Predictors: (Constant), Human Resource Management 

Source: Research Findings (2020) 

The multiple regressions also produced the Analysis of Variance (ANOVA) which 

tests the model fitness in explaining the dependent variable employees` performance. 

The ANOVA table below indicates that multiple regression model can explain 

employees` performance to the extent of 67.146 (93.5%) while other variables not 

captured in this model can explain employees` performance to the extent of 6.5%. 

The F-value of the model produces a p-value of 0.000 which is significantly zero and 

is less than the set level of significance of 0.05. This means that, the model is highly 

significant in explaining employees` performance through human resource 

management.  

Table 4.7b: Analysis of Variance for Human Resource Management  

Model 

Sum of 

Squares df 

Mean 

Square F Sig. 

1 Regression 67.146 1 67.146 515.193 0.000a 

Residual 9.645 74 0.130   

Total 76.790 75    

a. Predictors: (Constant), Human Resource Management 

b. Dependent Variable: Employees’ Performance 

Source: Research Findings (2020) 

It was also indicated that HRM1, HRM2 and HRM3 were significant predictors of 

employees` performance with regression coefficients of 0.141, 0.611 and 0.467 and 

p-values of 0.005, 0.000 and 0.015 for HRM1, HRM2 and HRM3 respectively. 

Additionally, the findings revealed that, HRM4 (β=0.150 p=0.166) and HRM5 
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(β=0.135 p=0.365) were positive but insignificant predictors of employees` 

performance. Results are portrayed on Table 4.7c below. 

Table 4.7c: MLR for HRM and Employees Performance  

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 (Constant) 0.456 0.352  2.848 0.005 

HRM1 0.141 0.049 0.171 2.853 0.005 

HRM2 0.611 0.046 0.794 13.219 0.000 

HRM3  0.467 0.186 0.498 2.510 0.015 

HRM4 0.150 0.107 0.172 1.401 0.166 

HRM5 0.135 0.147 0.144 0.913 0.365 

a. Dependent Variable: Employees’ Performance 

Source: Research Findings (2020) 

Since two variables (HRM4 and HRM5) were found to be insignificant in predicting 

employees` performance, they were then removed from the model by using 

backward elimination approach, where by every variable found to be above 5 percent 

level of significance i.e. HRM4 which is communication culture within the 

institution and HRM5 that is team work display in an institution were eliminated one 

at a time from the model and then regressed again, until it remained with only stable 

and robust variables which are HRM1, HRM2 and HRM3 respectively. By removing 

the insignificant items (HRM4 and HRM5) from the model, the results showed 

improvements in terms of regression coefficients and the level of significance for 

HRM1, HRM2 and HRM3. Table 4.7d below indicates that, the new regression 

coefficients are 0.409, 0.798 and 0.498 for HRM1, HRM2 and HRM3 respectively. It 

is also indicated that the level of significance has improved and all the three items 

have a new p-values of 0.000 each as indicated below. The table also presents the 

VIF values which are less than 5 indicating a moderate level of collinearity between 

variables which is ideal for a multiple regression model.  
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Table 4.7d: Modified MLR for HRM and Employees’ Performance  

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. Collinearity 

Statistics 

B Std. 

Error 

Beta Toleranc

e 

VIF 

1 (Constant) 0.135 0.218  0.618 0.538   

HRM1 0.409 0.173 0.414 2.362 0.000 0.623 2.091 

HRM2 0.798 0.114 0.804 10.112 0.000 0.784 1.901 

HRM3  0.498 0.168 0.502 8.610 0.000 0.867 1.782 

a. Dependent Variable: Employees’ Performance   

Source: Research Findings (2020) 

4.6.3 MLR for Process Management and Employees Performance 

The relationship between process management and employees` performance was also 

established. The model summary in Table 4.8a below shows the value of R as 0.700 

meaning that there is a positive correlation between process management and 

employees` performance. This also means that, the independent variable; the process 

management move in the same direction with the dependent variable employees` 

performance to the extent of 90%. The Table also indicate that R square is 0.610 

(61%) meaning that process management contribute to employees` performance at 

the extent of 61%. 

Table 4.8a: Multiple Regression Model Summaries for Process Management 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 0.700a 0.610 0.607 0.64404 

a. Predictors: (Constant), Process’ Management 

Source: Research Findings (2020) 

To show the extent to which the model explains the dependent variable employees` 

performance through the independent variable process management, Analysis of 

Variance (ANOVA) was employed. The model revealed that sum of squares is 

62.200 which indicate that, the model can explain employees` performance to the 

extent of 62 (81%) while other variables can explain employees` performance at the 

extent of 19%. The F- value of the model produces a p-value of 0.000 which is 



56 

significantly zero. A p-value of 0.000 is less than the set level of significance of 0.05 

for a normally distributed data. This means that, the model is highly significant in 

explaining employees` performance through process management as indicated in 

Table 4.8b below. 

Table 4.8b: ANOVA for Process Management 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 62.200 1 62.200 315.457 0.000a 

Residual 14.591 74 0.197   

Total 76.790 75    

a. Predictors: (Constant), Process’ Management 

b. Dependent Variable: Employees’ Performance 

Source: Research Findings (2020) 

The findings also revealed that, PM2 (β=0.227 p=0.045), PM3 (β=0.422 p=0.008), 

PM4 (β=0.229 p=0.042) and PM5 (β=0.620 p=0.000) are significant predictors of 

employees` performance at 5% level of significance. Additionally, it was revealed 

that PM1 (β=0.087 p=0.430) which is highlighted on the Table below was positive 

but insignificant predictor of employees` performance. Results are indicated on Table 

4.8c below. 
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Table 4.8c: MLR for Process Management and Employees Performance  

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 (Constant) 0.787 0.273  2.882 0.005 

PM1 0.087 0.110 0.106 0.794 0.430 

PM2 0.227 0.112 0.254 2.036 0.045 

PM3  0.422 0.157 0.430 2.690 0.008 

PM4 0.229 0.110 0.250 2.080 0.042 

PM5 0.620 0.069 0.695 9.037 0.000 

a. Dependent Variable: Employees’ Performance 

Source: Research Findings (2020) 

Under this model, only one variable PM1 which is quality management has the 

formulated process to be followed within an institution was found to be insignificant 

in predicting employees` performance. PMI was then removed from the model by 

using backward elimination approach since it was above 5 percent level of 

significance. After elimination, the remained variables were regressed to fit the 

model, until only stable and robust variables which are PM2, PM3, PM4 and PM5 

were retained. Since one predictor variable (PM1) was found to be insignificantly 

predicting the dependent variable (employees` performance), then it was removed 

from the model and the results were represented in Table 4.8d. The results from the 

Table indicated that, the regression coefficients have improved to 0.594, 0.486, 0.368 

and 0.679 for PM2, PM3, PM4 and PM5 respectively. The individual levels of 

significance have also been improved as shown on Table 4.8d below. The same 

Table also indicated that, the collinearity statistics has shown that, all the significant 

predictors have VIF values between 1 and 5 which indicates a moderate level of 

collinearity and is not problematic for robust prediction of multiple regression 

models. 
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Table 4.8d: Modified MLR for Process Management and Employees’ 

Performance  

Model Unstandardize

d Coefficients 

Standardized 

Coefficients 

t Sig. Collinearity 

Statistics 

B Std. 

Error 

Beta Tolerance VIF 

1 (Constant) 0.342 0.133  2.575 0.013   

PM2 0.594 0.082 0.616 7.244 0.000 0.672 1.040 

PM3  0.486 0.104 0.453 4.693 0.000 0.789 1.456 

PM4 0.368 0.118 0.383 2.198 0.002 0.887 2.078 

PM5 0.679 0.093 0.634 7.280 0.000 0.871 1.150 

a. Dependent Variable: Employees’ Performance   

Source: Research Findings (2020) 
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CHAPTER FIVE 

SUMMARY, CONCLUSION AND RECOMMENDATIONS 

5. 1 Introduction 

This chapter draws the conclusion for the study; it offers the summary of the study 

and recommendations for improvement. The conclusion has been set out in 

accordance to each specific objective. Moreover, the chapter indicates some areas 

which were not examined by this research and therefore need further assessment. 

Therefore, the chapter has four sections namely, summary of the study, conclusion, 

recommendations and areas for further studies. 

5.2 Summary of the Study 

The study focused on assessing the impact of quality management on employee’s 

performance. Quality management was measured from the three aspects of top 

management`s strategies; human resources management and process management. 

Therefore, the first specific objective of the study was to assess the impact of top 

management`s strategies on the employee’s performance, the second one was to 

evaluate the impact of human resource management on employee’s performance and 

examined the impact of process management on employee’s performance.  

The study adopted a case study design where Tanzania Revenue Authority Head 

Quarters was involved in the study. The study was also approached with a mix of 

approaches where both qualitative as well as quantitative approaches were involved. 

A total of 91 respondents were sampled from the study area for providing 

quantitative data which were gathered through survey; additionally, the top 

management of TRA HQ was involved for provision of qualitative data through key 

informants` interviews.  

The analysis of quantitative data was done through descriptive statistics which were 

used to present the responses from the respondents as well as the multiple regression 

technique which was used to establish a quantitative relationship between 

independent variables (top management strategies, human resource management, 

process management) and the dependent variable (employees` performance). 

Qualitative data were analysed through thematic analysis technique. 
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As far as the first specific objective is concerned, the study revealed that the top 

management has several strategies which are practiced as far as quality management 

is concerned. It was revealed that the top management of TRA has a strategic plan 

for implementing its activities and fulfilling its objectives. It was also unveiled that, 

the authority practices participatory decision making where subordinates are 

involved in decisions. Apart from that it was clearly indicated that, the top 

management offers strong support to subordinates` initiatives and has a clear 

evaluation mechanism for the implementation of objectives. The study also 

established a significant positive relationship between top management strategies 

(MS2 and MS3) and employees` performance while the rest of top management 

strategies (MS1 and MS4) had a positive insignificant relationship with employee’s 

performance. 

On the second specific objective, it was discovered that, human resources 

management play a significant role on the employee’s performance. The study 

findings unveiled that on practicing proper human resource practices, TRA offers 

frequent training programmes for its employees; training programmes were found to 

have an influence on the performance of employees. Also, it was found that there is 

delegation of authority which in turn influence smooth running of activities. Apart 

from that it was also unveiled that there is good communication culture and team 

work spirit which supports the better performance of employees. Findings also noted 

a positive significant relationship between some of the human resource management 

practices (HRM1, HRM2 and HRM3) and employee’s performance. The rest of the 

human resources management practices (HRM4 and HRM5) had insignificant 

positive relationship with employees` performance. 

Regarding the third specific objective; findings revealed that, process management as 

an important aspect of quality management plays a significant role in enhancing 

employees` performance (they have a positive significant relationship for PM2, PM3, 

PM4 and PM5) while PM1 had insignificant positive relationship with employees` 

performance. It was also noted that, any significant process at the TRA must be 

managed as quality management needs. The process is formulated, implemented, 

monitored and evaluated.  
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5.2 Conclusion 

Generally, the study analysed the role played by quality management practices such 

as top management strategies, human resources management practices and process 

management on the employee’s performance.  

This study establishes that, the top management has a significant and positive role on 

enhancing employees` performance. The management practices as far as quality 

management is concerned are important ingredients for the whole process of 

enhancing the employee’s performance. Practices such as strategic planning 

preparation and monitoring its implementation by sharing it throughout the 

organization, are important factors for enhancing employees` performance. Strategic 

planning offers a road map for all the employees of an organization towards 

achieving objectives. Also, a strong management support on its subordinates 

significantly boosts the employees working morale and thereby enhancing their 

productivity margin. Therefore, the top management plays an important role in 

making sure employees produce efficiently in a quest to achieve organizational 

goals. 

With regard to the role of human resource management practices; the study 

concludes that, employees’ incentives have a significant impact on employees` 

productivity. It was also established that, the level of communication between 

employees and between top management and their subordinates clearly influences 

the level of employees’ productivity. The level at which employees communicate to 

each other allows a good team work and delegation of authorities which smoothens 

fulfil the organization objectives. Most importantly, a positive significant 

relationship exists between human resource management practices and the level of 

employees` performance. 

Regarding the role of process management on the performance of employees; the 

study also establishes that, there is a positive significant relationship between process 

management as an important element of quality management and the performance of 

employees. Process management involving process formulation, process 

implementation, process monitoring and evaluation is important in making sure that, 

any important process in an organization is implemented as planned. This in turn 
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drives all employees towards working on a common goal of fulfilling organizations 

objectives, thereby boosting their productivity. Furthermore, the success of QMS 

implementation in any organization depends on top management commitment, core 

team commitment, division-wide employee participation, and cooperation. Also, 

supporting proper time management and close coordination are vital to success of 

QMS. 

5.3 Recommendations 

From the findings it was revealed that, the top management strategies are positively 

and significantly related to employees` performance. The study recommends that 

when practicing quality management, organizations and business should focus on 

having strategies which enhances quality of services and businesses, and therefore 

enhancing the performance of employees. Apart from that, organizations which do 

not practice quality management, they should consider adopting the practice 

especially on top management strategic levels.  

In addition, the fact that human resources management practices are positively 

related to employees` performance; the study strongly argue that, for the employees 

to be well performing for the betterment of the company, all practices regarding 

making a conducive environment for employees should be highly focused. 

Employees should be properly rewarded and given the best working environment to 

be able to fulfil the organization objectives. 

Process management has also been found to be a significantly and positively related 

to employees` performance. Process management offers a mechanism through which 

every process in the organization is properly managed to make sure it is implemented 

and evaluated accordingly. This also makes employees being monitored and 

evaluated accordingly, and therefore enhancing their performance. It is therefore 

recommended that, public institutions should practice process management in their 

organization for their continued survival. Taking Tanzania as a relevant case, it is 

evident that, most of public sector institutions are yet to adapt these quality 

management approaches such as the ISO: 9001. From the findings generated by this 

study, it is recommended that both central and local government authorities should 

embark on these management philosophies depending on the nature and structure of 
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such institutions for better objectives, plans and policies, quality and prompt service 

delivery as well as increasing efficiency in running government operations. 

5.4 Areas for Further Study 

The study has been accomplished based on the selected variables. The researchers 

developed a model to study the role of TQM practices (top management strategies, 

human resource management practices and process management) on employee’s 

performance. However, quality management has more than the above mentioned 

aspects or principles such as customer focus, leadership, continual improvement and 

mutual beneficial supplier relations. These could in one way or another have an 

impact on employee’s performance depending on the structure and nature of the 

organization under study. In addition, the results of this study may seem useful to 

both public and private entities in terms of developing and implementing of different 

strategic directions to enhance performance of their employees. However, it is 

recommended that, future studies should focus on different variables under quality 

management to measure their relevance on employees` performance. Also, since this 

study was conducted by focusing on the public sector. Future studies are argued to 

focus on the private sector setting in Tanzania context.  
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APPENDICES 

Appendix I: Questionnaire to Employees of TRA 

Introduction 

Dear Respondent, 

You are kindly requested to participate in this study by providing answers to the 

questions asked. This study is for the award of Masters in Business Administration at 

University of Dodoma. This study intends to find out, Contribution of Quality 

Management on the Employee Performance in Public Institutions, A case of 

Tanzania Revenue Authority. The information obtained from you will be 

confidentially handled, not to be disclosed, published or shared with any other 

institution except for academic purposes.  I wish to express in advance my sincere 

appreciations for the assistance which you will provide to in completion of this 

research. 

Thanks.  

Section A: Respondents Demographic Information 

Please circle the correct answer 

1. What is your Gender? 

a. Male  b. Female  

2. What is your age range? 

a. 18-27 years     b. 28-37 years     c. 38-47  c. 48-57 d. 58 and Above 

  

3. What is your education level? 

a. Secondary level b. College level  c. Bachelor`s Degree  d. 

Master`s Degree and Above  

4. How long have you been a working for Tanzania Revenue Authority? 

a. Less than a year   b. 1 – 3 Years    c. 4 – 6 Years d.  7 years and above  

Section B: Quality Management and Employees Performance 

The following table has statements about the contribution of quality management on 

the performance of employees. Rate your agreement with each of the statement by 

using the scale provided in the table below.  

Rank 1 = Strongly Disagree, 2=Disagree, 3= Neutral 4=Agree and 5=Strongly Agree  
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N0 STATEMENTS SD D N A SA 

 MANAGEMENT`S STRATEGIES      

1 The top management has a strategic plan which serves as 

a road map 

     

2 The top management involves employees in decision 

making 

     

3 All the resources are properly coordinated to achieve 

objectives 

     

4 The top management offers strong support to its 

subordinates 

     

 HUMAN RESOURCES MANAGEMENT      

5 The organization offers competitive rewards to 

employees 

     

6 There are often training and development programmes 

for employees 

     

7 Delegation of responsibilities supports smooth running 

of activities 

     

8 The communication culture between employees boosts 

productivity 

     

9 There is good team work between employees       

 PROCESS MANAGEMENT      

10 Quality management has the formulated process to be 

followed 

     

11 There is a good mechanism for implementation of 

quality management process 

     

12 There is a monitoring mechanism to ensure effective 

implementation of quality management 

     

13 There is always an evaluation to identify the flaws in 

implementing quality management 

     

14 In case of deviations of results from the planned, 

corrective measures are always taken 

     

 EMPLOYEES PERFORMANCE      
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15 Good quality of work is demonstrated by employees      

16 There is timely fulfilment of responsibilities      

17 Employees demonstrate high degree of operations` 

efficiency 

     

18 Employees are always geared to achieve organizations 

objectives 
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Appendix  II: Interview Guide 

1. How long have you been heading your department? 

2. How does your department practice or take part in practicing quality 

management? 

3. What can you tell on the way the top management practices quality 

management? 

4. What is your comment on the human resource practices at the organization as 

a result of quality management? 

5. Is there any mechanism through which every significant process is monitored 

and evaluated at your department? 

6. Are there any notable differences from the employees` performance 

perspective? Has TQM improved employees` performance? State how? 
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