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Abstract:  

  Today’s context, fulfil the customer expectation is very important for the existence in the competitive market. 

Quality production is the important feature in the total quality management (TQM) that becoming important 

part of the organization in the recent year. Small and medium size enterprises (SMEs) are the backbone of 

modern economies. It is easy to start small scale enterprises but difficult to make them survive. It is because of 

the increasing competition in business brought by liberalization, privatization and globalization of the Indian 

economy. Only those enterprises will survive who posses’ strength to face the stiff and complex competition. 

Further small scale enterprises face difficulties to survive because of its small size in all aspects be these 

finance, technology, managerial competencies etc. In present scenario the question arise that how to develop 

competitive strength among small scale enterprises to meet the competition in the market. The answer is 

‘Quality’. The study of total quality management (TQM) and how the SMEs can impetus the processes to 

promote customer satisfaction and loyalty are very few. In practice, the priority of the manufacturer should be 

thinking about how to develop a comprehensive TQM system, understanding customer needs to achieve 

customer satisfaction and loyalty. Therefore, this study mainly lays the activities to meet the customer 

satisfaction through the quality management.  
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I. Introduction: 

Now a day’s Quality has become more important issue for both manufacturer and consumers point of view. 

Thus, firms started to invest more for improvements in quality. In order to survive, firms had to produce not 

only better products but also they had to produce them at lower costs.  These efforts lead to new approaches in 

terms of quality which is called Total Quality Management (TQM). TQM practice has been implemented in 

Japan in the 1950’s and then, it started to apply in U.S.A. and Europe since the late 1970’s. First attempts on 

TQM practices belonged to Deming and Juran in 1980’s in America. TQM consists of various attempts related 
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with marketing, manufacturing, engineering processes, selection of material, utilization of man power etc. This 

is a management process which coordinates these efforts in question to meet consumer needs and demands. 

According to Goldman the customer needs should be embedded into the development of production process. 

Customer satisfaction should be the ultimate goal of all firms because a large number of theoretical and 

empirical researches linked a company’ performance is directly related to the satisfaction of its customers. 

II.Literature Review:  

Different researchers used different dimensions of TQM (Martinez- Lorente, et al., 2000; Escrig-Tena, et al., 

2001) to assess its effects on company product quality and other nonfinancial outcome (Terziovski & Samson, 

2000; Zhang, 2000). Currently, taking Malcolm Baldrige National Quality Award (MBNQA) as a standard 

concept to examine TQM in seven aspects, those being top management support, the strategic quality planning, 

quality information analysis, promotion of quality control education and training, quality management of 

manufacturing process, customer orientation, quality performance measurement, etc (Kuratko, et al., 2001; 

Zhao, Yeung & Lee, 2004). Sureshchandar, et al. (2001) addressed that the promise of corporate executive, the 

management of product/service design, the quality information feedback and analysis, service quality education 

training, continuous quality improvement, service process management and customer orientation. Besterfield et 

al., (2003) was of the opinion that TQM could be divided into six parts, leadership, customer satisfaction, 

involvement of people, continuous improvement, a supplier partnership and performance measurement. Dale 

Besterfield (2003) indicated that the core value and concept for TQMoriented corporate should be visionary 

leadership, customer-driven excellence, organizational and personal learning, staff and partner concern, agility, 

focus on future, managing for innovation, management by fact, public responsibility  and citizenship, focus on 

result and creating value and systems perspective. Yang (2005) suggested dividing the TQM construction into 

the involvement of corporate executive, the service quality strategic management, product and service design, 

process management, supplier management, customer relationship management, quality information and 

employees’ education training. However, previous studies agree that the most influential dimensions of TQM 

include; (1) management idea, (2) top management commitment, (3) employee involvement, (4) empowerment 

(5) product design (6) CRM, (7) quality information (8) continuous improvement, and (9) customer focus 

(Juran, 1988; Yang, 2005; Zu, et al., 2010). Aderson & Sullivan (1993) analyzed the cause and effect of 

customer satisfaction; they found that the TQM-based product performance did have an impact on the customer 

satisfaction. Grove, Pickett & LaBand (1995) believed that the items such as service price and quantity, human 

resources, product performance, quality assurance etc., should be quantified and the above factors will influence 

the customer satisfaction. A positive relationship between TQM practices and customer satisfaction found by 

Parzinger & Nath (2000). And also, Das et al. (2000) described a positive relationship between TQM practices 

and customer satisfaction performance. TQM is a comprehensive management approach, the purpose of 

satisfying, even encouraging customers. However, customer satisfaction is the main purpose of TQM, and 

continuous improvement is essentially ensure that it meets the expectations of the customer, and even ultimately 

beyond. TQM practices (antecedents) that significantly affect employees’/customers’ satisfaction and loyalty 
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(Jun, 2006). In addition, the internal cross functional communication of TQM is important among departments 

such as operations, finance, marketing, IT, and customer service (Daghfous & Barkhi, 2009). The past 

researches proved that TQM practices would impact the customer satisfaction. 

 

III.Case Study: 

  

XYZ, a water bottle manufacturing company in the Nadia district having 45 employees , yearly turn over Rs. 

50,0000. At present facing a problem of de shape of the bottle after refilling of the water because of that 

customer dissatisfaction is happening and rejection of the product also happening of that particular product. 

 

 IV.Research Analysis:  

 

     The importance of TQM is seen in many spheres. A successful implementation of TQM helps the 

organization to focus on the needs of the market; facilitates to inspire for top quality performer in every sphere 

of activity; provides the framework necessary to achieve quality performance; helps to continuously examine all 

processes to remove non-productive activities and reduce waste. In other words, the benefits of successful TQM 

include reduction of the cost of running a business; increase in market share; company morale improvement and 

guarantee of company competitive edge. 

 

 

 

 

 

                                                          

Fig. 1 

In the most of the cases the product that offered by the company hardly fulfils the requirement of the customers 

need. For the existence in the market customer satisfaction is the main focus point for existence in the market.  

 

 

 

 

 

 

          

           Company offer  

Customer       

Need 



 
 

296 | P a g e  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

                                                    Fig.2 Research Analysis 

V.Research methodology: 

 

 

 

 

 

 

 

 

 

 

 

 

 

                                       Fig.3 Methods for Product Quality  

Problems on General 

Requirements 

Others Requirements 

related problems 

 

 Customer Requirements 

Related problems  

            Quality Management 

    Implementation    

      Planning 

        selection 

        Review 

            TQM 

Customer 

Satisfaction 

      Reduce   

defectives  

       Tools for TQM 

1. Flow chart  

2. Check list 

3. Cause –Effect 

Diagram 

4. Pareto Chart 

5. Control Charts 

6. Histogram  

7. Scatter Diagram 



 
 

297 | P a g e  
 

The main objective of this work is to study the link between TQM and the levels of internal and external 

customer satisfaction.  In specifics, the study looks at the relationship between the existence of TQM policy and 

frequency of customer complaints and participation of employees in designing quality management schemes. 

The problems are identified as the customer requirements especially satisfaction related problems and others 

especially legal problems. First management should gather the data from the manufacturing unit and after 

planning the process can be selected hence by implementation and review. We can use different types of 

techniques for problem solving in the quality managements such as flow chart, check list, cause effect diagram, 

pareto chart, control chart, histogram, scatter diagram. Flow chart shows the flow of the process, check list is a 

structure prepare from collecting and analyzing data ,cause and effect deals with many possible causes for a 

problem and sorts ideas into useful categories, control chart is graph used to study how a process changes over 

time. Comparing current data to historical control limits leads to conclusions about whether the process 

variation is consistent or is unpredictable, histogram is most common used graph for showing frequency 

distribution, pareto chart is a bar graph that show which factors are more significant, scatter diagram is graphs of 

numerical data, one variable on each axis, to look for a relationship. 

VI.Proposed model:  

 

 

TQM program creates continuous improvement. This reduces waste and improves customer satisfaction. Both 

these factors ultimately lead to more profit.  
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Quality is an attitude. There are no shortcuts to quality. The old methods of inspecting for defects are not good 

enough anymore. Everyone has to be committed to quality. That means changing the attitude of the entire 

workforce, and altering the way the company operates 

The proposed model is showing that customer satisfactions have some requirements and the requirements 

should impact on the product modification. Management should find out the way to implement the resources 

properly and then modify the product which will fulfil the requirements for the customer satisfaction. Analyse 

the problems of the product and find out the probable improvement possibilities for the betterment. After 

product modification prototype can be prepare can gather the feedback from the customers. Management 

responsibility can be modifying according to customer need. 

 

VII.Conclusion :  

 TQM is one of the most prominent operations management in the 20th century. A large number of studies have 

been done on TQM practices and their impact on customer satisfaction and loyalty. TQM supporters have long 

accepted the idea of institutional theory and have emphasized on its isomorphic nature. In other words, TQM 

includes a common set of management practices and principles that can surpass organizational and national 

boundaries. This study came out and finally carries out some dimensions that have higher impact on SMEs for 

customer satisfaction those are management idea, employee training, product/design management, quality 

information.  This study finds out possible way for minimizing the defects of the production and fulfils the 

customer need so that profit level can be increased.    In conclusion, after evaluate this study measure and 

structure models by SEMs, we find that under the adjustment of TQM, the customer satisfaction will have a 

positive impact on the customer loyalty. In them, management idea, top management commitment and 

empowerment have significant effect on customer satisfaction, that is to say, management idea, top management 

commitment and empowerment can adjust the customer satisfaction. Moreover, the better management idea and 

empowerment are the higher customer satisfaction it has. The top management commitment for customer 

satisfaction is in opposite direction. The customer satisfaction in the potential variables has significant effect on 

customer loyalty. This means that the customer satisfaction has a positive impact on the customer loyalty and 

the higher customer satisfaction will enhance the higher customer loyalty.  
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