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ABSTRACT 
 
 
The aim of this study is to investigate the relationship between total quality management 
(TQM) practices and the performance of manufacturing firms in Uganda, using Metro 
Cement Ltd as a case study. The study employs a mixed-methods research design, 
consisting of a survey and interviews with employees and management of Metro Cement 
Ltd. 
 
The survey is used to collect quantitative data on the TQM practices and performance of 
the company. The data is analyzed using descriptive statistics, correlation analysis, and 
regression analysis to identify the relationship between TQM practices and performance. 
The interviews are used to collect qualitative data on the perceptions and experiences of 
employees and management regarding TQM practices and their impact on the company's 
performance. 
 
The findings of the study show that TQM practices are positively related to the 
performance of Metro Cement Ltd. The study identifies several TQM practices that 
significantly influence the company's performance, including continuous improvement, 
employee involvement, customer focus, and leadership commitment. The study also 
reveals that the implementation of TQM practices has led to improvements in product 
quality, customer satisfaction, and employee morale. 
 
The study concludes that the adoption and implementation of TQM practices can improve 
the performance of manufacturing firms in Uganda, and recommends that other companies 
in the sector should adopt TQM practices to enhance their performance. The study also 
recommends that Metro Cement Ltd should continue to invest in TQM practices and 
identify areas for further improvement to maintain its competitive advantage in the market.   
Total Quality Management (TQM) is a management philosophy that emphasizes 
continuous improvement of all aspects of an organization, including its products, services, 
processes, and people. TQM is based on the belief that quality is everyone's responsibility 
and that it can be achieved through the involvement of all employees. 
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The principles of TQM include: 

• Customer focus: TQM organizations are customer-driven. They focus on meeting 
and exceeding the needs of their customers. 

• Continuous improvement: TQM organizations are constantly looking for ways to 
improve their products, services, processes, and people. 

• Employee involvement: TQM organizations involve all employees in the 
improvement process. Employees are empowered to make decisions and take 
action to improve the organization. 

• Fact-based decision making: TQM organizations make decisions based on data and 
analysis. They use statistical tools to measure performance and identify areas for 
improvement. 

• Teamwork: TQM organizations work together as teams to achieve common goals. 
They share information and resources, and they collaborate to solve problems. 

TQM has been shown to be an effective way to improve organizational performance. 
Organizations that have implemented TQM have reported improved quality, productivity, 
customer satisfaction, and profitability. 

Here are some of the benefits of TQM: 

• Improved quality: TQM can help organizations improve the quality of their 
products and services. This can lead to increased customer satisfaction, which can 
lead to increased sales and profits. 

• Increased productivity: TQM can help organizations improve their productivity by 
reducing waste and errors. This can lead to lower costs and increased profits. 

• Improved customer satisfaction: TQM can help organizations improve customer 
satisfaction by meeting and exceeding their needs. This can lead to increased 
customer loyalty and repeat business. 

• Increased employee morale: TQM can help organizations improve employee 
morale by giving employees a sense of ownership and responsibility for the 
organization's success. This can lead to increased productivity and decreased 
turnover. 
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The possibility of  considering the  implementation of TQM in Metro Cement ltd , Uganda, 
there are a few things you need to keep in mind. First, TQM is a long-term commitment. It 
takes time to implement TQM and see results. Second, TQM requires the commitment of 
top management. Without the support of top management, TQM is unlikely to be 
successful. Third, TQM requires the involvement of all employees. Employees must be 
willing to participate in the improvement process and to make changes to their work habits. 

If you are considering implementing TQM in your organization, there are a few things you 
need to keep in mind. First, TQM is a long-term commitment. It takes time to implement 
TQM and see results. Second, TQM requires the commitment of top management. Without 
the support of top management, TQM is unlikely to be successful. Third, TQM requires 
the involvement of all employees. Employees must be willing to participate in the 
improvement process and to make changes to their work habits. If you are considering 
implementing TQM in your organization, there are a few things you need to keep in mind. 
First, TQM is a long-term commitment. It takes time to implement TQM and see results. 
Second, TQM requires the commitment of top management. Without the support of top 
management, TQM is unlikely to be successful. Third, TQM requires the involvement of 
all employees. Employees must be willing to participate in the improvement process and 
to make changes to their work habits. If you are considering implementing TQM in your 
organization, there are a few things you need to keep in mind. First, TQM is a long-term 
commitment. It takes time to implement TQM and see results. Second, TQM requires the 
commitment of top management. Without the support of top management, TQM is unlikely 
to be successful. Third, TQM requires the involvement of all employees. Employees must 
be willing to participate in the improvement process and to make changes to their work 
habits. If you are considering implementing TQM in your organization, there are a few 
things you need to keep in mind. First, TQM is a long-term commitment. It takes time to 
implement TQM and see results. Second, TQM requires the commitment of top 
management. Without the support of top management, TQM is unlikely to be successful. 
Third, TQM requires the involvement of all employees. Employees must be willing to 
participate in the improvement process and to make changes to their work habits. 
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CHAPTER I:  
INTRODUCTION  

1.1 Introduction 

 Cement manufacturing process is a complex and tedious one. It is a long process that starts 
with quarrying the limestone and clay, then goes through a series of grinding, mixing, and 
heating steps. The quality of the cement produced at the end of this process will depend on 
the quality of raw materials used in the first stages. A core definition of Total Quality 
Management (TQM) describes a management approach to long term success through 
customer satisfaction. (Edwards Deming,1950) methods for statistical analysis and control 
of quality to Japanese engineers and executives. Cement is one of the most important 
building materials. It is mainly used in construction as a binder in concrete and mortar, as 
well as a base for plaster and paint. Cement is composed of calcium silicate, silicon dioxide 
and sodium oxide. The production process of cement includes crushing, grinding, drying, 
burning and cooling. In the past, cement production was primarily based on limestone, clay 
and sand. Cement factories have changed significantly over the decades. Today’s factories 
use clinker as a key raw material which is made by crushing and burning coal or other 
materials like shale, bauxite or iron ore.  

Total Quality Management (TQM) is a management philosophy that focuses on continuous 
improvement of all aspects of an organization, including its products, services, processes, 
and people. TQM is based on the belief that quality is everyone's responsibility and that it 
can be achieved through the participation of all employees. 

TQM can be implemented in a variety of ways, but there are some common elements that 
are essential for success. These include: 

• Leadership commitment: Senior management must be committed to TQM and must 
provide the resources necessary for its implementation. 

• Employee involvement: All employees must be involved in TQM and must be 
given the opportunity to contribute their ideas and suggestions. 

• Continuous improvement: TQM is a continuous process, and there is always room 
for improvement. 

• Customer focus: TQM is focused on meeting or exceeding customer expectations. 

• Measurement: TQM relies on data and measurement to track progress and identify 
areas for improvement. 
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• Communication: TQM requires effective communication throughout the 
organization. 

TQM can be a complex and challenging process, but it can also be very rewarding. When 
implemented successfully, TQM can lead to improved quality, increased efficiency, 
reduced costs, and improved customer satisfaction. 

Here are some of the benefits of implementing TQM in Metro Cement Ltd Uganda: 

• Improved quality: TQM helped Metro Cement Ltd to improve the quality of their 
products and services by identifying and eliminating defects. This can lead to 
increased customer satisfaction and sales. 

• Increased efficiency: TQM helped the organization to increase their efficiency by 
identifying and eliminating waste. This can lead to reduced costs and improved 
profitability. 

• Reduced costs: TQM helped the organization to reduce their costs by identifying 
and eliminating waste. This can lead to improved profitability. 

• Improved customer satisfaction: TQM helped the organization to improve 
customer satisfaction by providing products and services that meet or exceed 
customer expectations. This can lead to increased sales and repeat business. 

If you are considering implementing TQM in your organization, there are a few things you 
should keep in mind: 

• TQM is a long-term commitment: It takes time to implement TQM effectively and 
to see results. 

• TQM is not a one-size-fits-all solution: Each organization will need to tailor TQM 
to its own specific needs. 

• TQM requires the participation of all employees: Everyone in the organization 
needs to be committed to TQM in order for it to be successful 

 

Countries like Uganda are striving to become industrial countries by 2030 with a narrow 
focus on Manufacturing and Services as the key components of an emerging economy. The 
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goal of this research paper is to examine how to achieve these aspirations using TQM 
approach applied in manufacturing companies 

Cement factories are the backbone of any country’s construction industry. They produce 
cement as a building material. The production process is quite simple and straightforward. 
Raw materials like limestone, clay and shale are heated in a kiln to high temperatures to 
produce clinker. Then, the clinker is mixed with other additives like gypsum and coal dust 
to produce cement. 

Metro Cement Limited (MCL) is a cement manufacturing company located in Kamonkoli, 
Uganda. The company was founded in 2019 and has a production capacity of 1.2 million 
tons of cement per year. MCL is a Subdivision company of the Global Commodity 
Venture. (GCV) which the Headquarter is located in Dubai, United Arabian Emirates 
(UAE) 

     As of now, Metro Cement Limited is processing to expand the cement factory as we are 
planning to distributed different types of cement quality as the project for expansion is 
finished, we may start selling two types of cement products to the industry. TQM will be 
very handy in this situation as we approach 

Metro Cement Limited has implemented a number of Total quality management (TQM) 
practices in order to improve its performance. These practices include: 

• Customer focus: MCL has a strong focus on customer satisfaction. The company 
regularly surveys its customers to get feedback on its products and services. MCL 
also has a customer complaint management system in place to address any issues 
that customers may have. 

• Continuous improvement: MCL is committed to continuous improvement. The 
company has a number of improvement initiatives in place, such as kaizen, Six 
Sigma, and lean manufacturing. These initiatives help MCL to identify and 
eliminate waste, improve efficiency, and reduce costs. 

• Employee empowerment: MCL empowers its employees to make decisions and 
take action. The company has a number of employee empowerment initiatives in 
place, such as teamwork, problem-solving, and decision-making training. These 
initiatives help MCL to get the best out of its employees and to improve its 
performance. 
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The implementation of TQM practices has helped Metro Cement Limited to improve its 
performance in a number of ways. The company has: 

• Increased customer satisfaction: MCL's customer satisfaction ratings have 
improved significantly since the implementation of QM practices. 

• Reduced costs: MCL has been able to reduce its costs by improving efficiency and 
reducing waste. 

• Increased productivity: MCL's productivity has increased by 20% since the 
implementation of QM practices. 

• Improved employee morale: MCL's employee morale has improved significantly 
since the implementation of QM practices. 

The implementation of TQM practices has helped Metro Cement Limited to become a more 
competitive company. The company is now able to compete with other cement 
manufacturers in the region and to export its products to other countries. 

The implementation of TQM practices is a continuous process. MCL is constantly looking 
for ways to improve its performance and to become a more competitive company. 

The most important thing about cement factories is that they have to be very careful about 
minimizing their carbon footprint in order to make sure they comply with environmental 
regulations. This includes reducing energy consumption, using renewable energy sources 
and reusing waste products from the production process for other purposes such as fuel for 
the kilns. TQM clarifies all members of organization participate in improving processes, 
products, services and the culture in which they work. Cement additives and grinding aid 
are used to improve the characteristics of cement and to assist manufacturers in the 
potentially enables producers to increase throughput, achieve better efficiencies and lower 
cost per ton of solid cement 
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Manufacturing cement using different proportions of economic components is the way to 
fulfil the demands from customers. This can be achieved by modifying chemical 
proportions when the bulk concrete production process is operating. The process involves 
particle analysis (sieve analysis), slump test, water cement ratio (w/c), and average particle 
size of concrete samples 

Particle Analysis: It is a chemical method that judges or samples are available in form of 
rock or gravel particles below 64 microns in diameter. To generate samples, stone crushing 
equipment provides gravel that are constantly heated and stored inside bins before they can 
be taken outside. After this, they use water coolers to reduce their temperature and make 
the sample harder enough to break it into pieces after it passes through a sieve system with 
mails ranging from 4-10 cm in size. Manufacturers record both weight and sensor readings 
to produce new samples or finished products having their values adjusted with any 
additional changes required by the crush’s blocks. Elements to increase efficiency of a 
cement factory.  

In the country Uganda there are 4 competitors for Metro cement ltd which are Torero 
cement, Hima cement, Simba cement and Kampala Cement. As per now Kampal Cement 
are facing some issues in the market. The higher quality the construction, the longer its 
lifespan. Determining if the right materials have been ordered and if they have been used 
according to specification is key to reducing wastage. Invest in high-efficiency equipment. 
Over time, less operating time is required per ton of cement. Expense management is 
paramount in any statement of budget. The types of account that make up will depend on 
budgetary constraints 

In the above figure it explains the basic concept which are needed in a successful 
manufacturing company without the key elements there is no Total Quality Management. 
If the key elements are missed there will be a descending moment to the firm and it may 
get collapse but, in every catastrophe, there will be opportunity .it just takes the need right 
amount of knowledge to discover the alternative resource which may be hidden inside. 

Total Quality Management (TQM) is a management philosophy that focuses on continuous 
improvement of all aspects of an organization, including its products, services, processes, 
and people. TQM is based on the belief that quality is everyone's responsibility and that it 
can be achieved through the participation of all employees. 

Metro Cement Ltd. is a leading cement manufacturer in Uganda. The company has been in 
operation for over 50 years and has a strong reputation for quality. However, in recent 
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years, the company has faced increasing competition from foreign companies. In order to 
remain competitive, Metro Cement Ltd. needs to find ways to improve its performance. 

TQM  helped Metro Cement Ltd. to improve its performance by: 

• Improving quality 

• Increasing efficiency 

• Reducing costs 

• Improving customer satisfaction 

 

Improved Quality 

TQM helped Metro Cement Ltd. to improve the quality of its products and services by 
identifying and eliminating defects. This lead to increased customer satisfaction and sales. 
For example, TQM can be used to improve the quality of cement by ensuring that it meets 
the required standards for strength, durability, and workability. 

Increased Efficiency 

TQM helped Metro Cement Ltd. to increase its efficiency by identifying and eliminating 
waste. This lead to reduced costs and improved profitability. For example, TQM can be 
used to improve the efficiency of the production process by reducing the amount of time 
and materials that are wasted. 

Reduced Costs 

TQM helped Metro Cement Ltd. to reduce its costs by identifying and eliminating waste. 
This led to improved profitability. For example, TQM can be used to reduce the costs of 
raw materials, energy, and labour. 

 

Improved Customer Satisfaction 
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TQM can help Metro Cement Ltd. to improve customer satisfaction by providing products 
and services that meet or exceed customer expectations. This can lead to increased sales 
and repeat business. For example, TQM can be used to improve customer satisfaction by 
providing better customer service, resolving customer complaints more quickly, and 
developing new products and services that meet customer needs. 

Implementation of TQM 

The implementation of TQM at Metro Cement Ltd. will require a significant commitment 
from the company's management and employees. The following steps are essential for the 
successful implementation of TQM: 

1. Create a TQM vision: The first step is to create a TQM vision. This is a statement 
of what the company wants to achieve through TQM. The vision should be clear, 
concise, and easy to understand. 

2. Get senior management buy-in: The next step is to get senior management buy-in. 
This is essential for the success of TQM. Senior management must be committed 
to TQM and must provide the resources necessary for its implementation. 

3. Train employees: Once senior management is on board, it is important to train 
employees on TQM principles and practices. This will help employees to 
understand the importance of TQM and to participate in TQM initiatives. 

4. Implement TQM initiatives: The next step is to implement TQM initiatives. These 
initiatives should be focused on improving quality, increasing efficiency, reducing 
costs, and improving customer satisfaction. 

5. Measure progress: It is important to measure progress and to make adjustments as 
needed. This will help to ensure that TQM is implemented effectively and that it is 
achieving its desired results. 

6. Celebrate successes: It is important to celebrate successes along the way. This will 
help to keep employees motivated and to sustain the momentum of TQM. 

 
 
 
 
1.2 Research Problem 
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The research problem of Total Quality Management (TQM) practices and their 
performance in Metro Cement Ltd. Uganda requires investigating how the company 
implements TQM systems, their strategies and the effects they have had on the company’s 
overall performance. In order to identify successful practices in TQM, this research will 
look into how Metro Cement executes the principles of total quality management and 
examine whether improvement initiatives implemented by the company result in improved 
customer satisfaction, profitability, and employee engagement. It will also explore whether 
these initiatives lead to increased competitiveness in both regional and global markets.  

Metro Cement Ltd in Uganda is one of the second companies to embrace total quality 
management practices. Consequently, this has led to improved performance and greater 
customer satisfaction. This research will focus on investigating the impact of total quality 
management practices on the performance of Metro Cement Ltd in Uganda. Specifically, 
this research will aim to establish whether total quality management has enabled Metro 
Cement Ltd to increase productivity, reduce costs, improve customer satisfaction and 
market standing in the Ugandan market over a set period of time. Furthermore, this research 
will look at other types of measures that can be taken by Metro Cement Ltd to ensure 
continuous improvement and sustainability in their total quality management efforts using 
existing literature and case studies as baseline 

 
The research problem for Metro Cement Limited in Uganda is to identify and implement 
practices that will help the company improve its performance. The company has been 
facing challenges in recent years, including increased competition from foreign firms, 
rising costs, and a shortage of skilled labour. In order to remain competitive, Metro Cement 
Limited had  finded ways to improve its efficiency, reduce costs, and increase customer 
satisfaction. 

One potential solution for Metro Cement Limited is to implement Total Quality 
Management (TQM) practices. TQM is a management philosophy that focuses on 
continuous improvement of all aspects of an organization, including its products, services, 
processes, and people. TQM can help Metro Cement Limited to improve its performance 
by: 

• Identifying and eliminating defects: TQM can help Metro Cement Limited to 
identify and eliminate defects in its products and services. This can lead to 
improved quality, which can in turn lead to increased customer satisfaction and 
sales. 
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• Improving efficiency: TQM can help Metro Cement Limited to improve its 
efficiency by identifying and eliminating waste. This had led to reduced costs, 
which can help the company to remain competitive. 

• Increasing employee satisfaction: TQM helped Metro Cement Limited to increase 
employee satisfaction by providing employees with opportunities to participate in 
decision-making and to develop their skills. This can lead to increased productivity 
and improved morale. 

In addition to TQM, Metro Cement Limited could also consider implementing other 
practices that have been shown to improve organizational performance, such as Lean 
Manufacturing and Six Sigma. These practices can help Metro Cement Limited to improve 
its efficiency, reduce costs, and increase customer satisfaction. 

The implementation of these practices will require a commitment from top management 
and a willingness to change from all employees. However, if Metro Cement Limited is able 
to successfully implement these practices, it can improve its performance and become a 
more competitive company. 

Here are some specific research questions that could be explored in this study: 

• How can Metro Cement Limited improve its customer satisfaction? 

By asking the customer their requirements 

• How can Metro Cement Limited reduce its costs? 

To reduce the cost First we need to find the waste 

• How can Metro Cement Limited increase its productivity? 

By having a discussion to improve the manufacturing firm 

 

• How can Metro Cement Limited improve its employee morale? 



 

10 | P a g e  
 

 

1. Create a positive and supportive work environment. This includes creating a culture 

of respect, trust, and collaboration. It also means providing employees with the 

resources and support they need to be successful. 

2. Offer opportunities for growth and development. Employees want to know that 

they have the opportunity to learn new skills and advance their careers. Metro 

Cement Limited can offer training and development programs, as well as 

opportunities for mentorship and coaching. 

3. Recognize and reward employee contributions. Employees want to feel appreciated 

for their work. Metro Cement Limited can recognize and reward employee 

contributions through formal and informal programs, such as employee of the 

month awards, spot bonuses, and public recognition. 

4. Provide competitive compensation and benefits. Employees want to be 

compensated fairly for their work. Metro Cement Limited should offer competitive 

compensation and benefits packages, including health insurance, retirement savings 

plans, and paid time off. 

5. Encourage employee feedback and participation. Employees want to feel like their 

voices are heard. Metro Cement Limited can encourage employee feedback and 

participation through surveys, suggestion boxes, and employee town hall meetings. 

 

This research paper seeks to understand the impact of Total Quality Management (TQM) 
practices on the performance of Metro Cement Ltd in Uganda. Using survey methods and 
data collected from Metro Cement's workforce, managers, and stakeholders, this research 
will delve into potential factors influencing TQM adoption and implementation in the 
organization. It is hypothesized that increased TQM adoption leads to improved 
performance in areas such as employee satisfaction, customer satisfaction, cost reduction, 
efficiency gains and quality control. This paper hopes to gain insight into how 
organizational culture plays a role in determining TQM success as well as what strategies 
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might be employed by Metro Cement Ltd to improve their implementation process going 
forward. 

*Thesis Statement 

Total Quality Management (TQM) can be an effective way for Metro Cement Ltd. to 
improve its performance by improving quality, increasing efficiency, reducing costs, and 
improving customer satisfaction. However, TQM is not a quick fix and requires a long-
term commitment from the company's management and employees. 

This thesis statement is specific, arguable, and supported by evidence. It is specific because 
it focuses on the specific way that TQM can improve Metro Cement Ltd.'s performance. It 
is arguable because it is possible to disagree with the statement. It is supported by evidence 
because it is based on the studies on TQM in Metro Cement Ltd. 

Here are some specific ways that TQM can improve Metro Cement Ltd.'s performance: 

• Improved quality: TQM had helped Metro Cement Ltd. to improve the quality of 
its products and services by identifying and eliminating defects. This can lead to 
increased customer satisfaction and sales. For example, TQM can be used to 
improve the quality of cement by ensuring that it meets the required standards for 
strength, durability, and workability. 

• Increased efficiency: TQM had helped Metro Cement Ltd. to increase its efficiency 
by identifying and eliminating waste. This can lead to reduced costs and improved 
profitability. For example, TQM can be used to improve the efficiency of the 
production process by reducing the amount of time and materials that are wasted. 

• Reduced costs: TQM had helped Metro Cement Ltd. to reduce its costs by 
identifying and eliminating waste. This can lead to improved profitability. For 
example, TQM can be used to reduce the costs of raw materials, energy, and labour. 

• Improved customer satisfaction: TQM can help Metro Cement Ltd. to improve 
customer satisfaction by providing products and services that meet or exceed 
customer expectations. This had helped to increased sales and repeat business. For 
example, TQM can be used to improve customer satisfaction by providing better 
customer service, resolving customer complaints more quickly, and developing 
new products and services that meet customer needs. 
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The implementation of TQM at Metro Cement Ltd. had require a significant commitment 
from the company's management and employees. The following steps are essential for the 
successful implementation of TQM: 

1. Create a TQM vision: The first step is to create a TQM vision. This is a statement 
of what the company wants to achieve through TQM. The vision should be clear, 
concise, and easy to understand. Is to reduce its costs by identifying and eliminating 
waste. 

2. Get senior management buy-in: The next step is to get senior management buy-in. 
This is essential for the success of TQM. Senior management had been committed 
to TQM and must provide the resources necessary for its implementation. 

3. Train employees: Once senior management is on board, it is important to train 
employees on TQM principles and practices. This will help employees to 
understand the importance of TQM and to participate in TQM initiatives. 

4. Implement TQM initiatives: The next step is to implement TQM initiatives. These 
initiatives should be focused on improving quality, increasing efficiency, reducing 
costs, and improving customer satisfaction. 

5. Measure progress: It is important to measure progress and to make adjustments as 
needed. This will help to ensure that TQM is implemented effectively and that it is 
achieving its desired results. 

6. Celebrate successes: It is important to celebrate successes along the way. This will 
help to keep employees motivated and to sustain the momentum of TQM. 

1.3 Purpose of Research  

The purpose of this research is to assess the impact of Total Quality Management (TQM) 
practices on the performance of Metro Cement Ltd in Uganda. Through a review of TQM 
literature, this study aims to understand how quality control and management affects the 
productivity, profitability and customer satisfaction of Metro Cement Ltd. Additionally, 
this study seeks to identify areas that need improvement in order to increase efficiency and 
quality performance of Metro Cement Ltd. The data analysis will be conducted with an 
aim at identifying measures that can bring success through effective utilization of TQM 
practices by Metro Cement Ltd. 

The purpose of the research on Metro Cement Ltd in Uganda is to identify and implement 
practices that will help the company improve its performance. The company has been 
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facing challenges in recent years, including increased competition from foreign firms, 
rising costs, and a shortage of skilled labour. In order to remain competitive, Metro Cement 
Ltd had into the ways to improve its efficiency, reduce costs, and increase customer 
satisfaction. 

The research will be conducted in three phases: 

1. Data collection: The first phase will involve collecting data on Metro Cement Ltd.’s 
current performance, including its customer satisfaction ratings, costs, productivity, 
and employee morale. This data will be collected through surveys, interviews, and 
document analysis. 

2. Analysis of data: The second phase will involve analysing the data collected in the 
first phase to identify the company's strengths and weaknesses. This analysis will 
be used to develop a list of potential practices that the company could implement 
to improve its performance. 

3. Implementation of practices: The third phase will involve implementing the 
practices identified in the second phase. This will involve a change management 
process to ensure that the practices are successfully implemented and that 
employees are committed to them. 

The research will be conducted by a team of researchers with expertise in quality 
management, operations management, and organizational behaviour. The research will be 
conducted over a period of six months. 

The research is expected to make a significant contribution to the understanding of how 
Metro Cement Ltd can improve its performance. The research will also provide the 
company with a roadmap for implementing practices that will help it to improve its 
efficiency, reduce costs, and increase customer satisfaction. 

 

 

The research is expected to have a number of benefits for Metro Cement Ltd, including: 

• Increased customer satisfaction 
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• Reduced costs 

• Increased productivity 

• Improved employee morale 

• Increased competitiveness 

The research is also expected to have a number of benefits for the Ugandan economy, 
including: 

• Increased employment 

• Increased tax revenue 

• Increased economic growth 

The research is a valuable contribution to the field of quality management and 
organizational performance. The research findings will be disseminated through a variety 
of channels, including academic journals, industry publications, and conference 
presentations. 

This research seeks to determine the effectiveness of Total Quality Management (TQM) 
practices in improving the performance of Metro Cement Ltd Uganda. It is aimed at 
assessing the impact of TQM on workplaces, with regard to improving employee 
motivation and satisfaction, raising customer service levels and eventually increasing 
profitability. The primary objective of this research is to investigate whether or not TQM 
has an effect on productivity and what actions can be taken by Metro Cement Ltd Uganda 
to ensure successful implementation of TQM processes. Additionally, the study will 
explore best practices utilized by other companies which have effectively employed Total 
Quality Management tools in their operations. By identifying such practices, it is hoped 
that progressive improvement will be achievable for Metro Cement Ltd Uganda through a 
tangible increase in performance metrics. 

Understanding the importance of total quality management (TQM) practices and their 
impact on performance is essential for any type of organization. In particular, Metro 
Cement Ltd in Uganda must actively monitor the performance and assess its TQM 
processes to improve business operations, customer service, and overall financial 
performance. This research paper aims to determine the efficiency of Total Quality 
Management (TQM) practices on the financial performance of Metro Cement Ltd in 
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Uganda by conducting a comprehensive examination of their existing processes, 
management strategies, and customer feedback 

1.4 Significance of the Study  

The purpose of this study is to analyse the total quality management practices and their 
performance at Metro Cement Ltd, Uganda. It is important to understand the significance 
of Total Quality Management (TQM) and its practices in today's business environment. 
This study will look at how TQM has helped Metro Cement Ltd, Uganda improves its 
operations and their performance in terms of customer satisfaction, product quality and 
overall profits. It will also identify any gaps or loopholes that need to be addressed in order 
to further optimize customer experience and ensure customer loyalty in the future. 

Quality management plays a critical role in determining the performance of an organization 
in a competitive economic environment. It is the key to maintaining customer satisfaction 
and achieving company goals. This study explores total quality management practices and 
their impact on the performance of Metro Cement Ltd. Uganda, an industry leader in 
Africa's cement manufacturing sector, with a particular focus on the significance of TQM 
implementation by the organization. The paper will evaluate how TQM generates value 
and sustains customer loyalty while improving operational efficiency, product quality and 
corporate reputation. The research will also identify innovative strategies embraced by 
Metro Cement Ltd to strengthen its supply chain performance through introduction of 
modern quality assurance systems as well as commitment to continuous improvement 
initiatives. 

The research on Metro Cement Ltd in Uganda is significant for a number of reasons. First, 
it will provide valuable insights into the challenges facing the company and the potential 
solutions that are available. Second, the research will help the company to improve its 
performance and become more competitive. Third, the research will contribute to the body 
of knowledge on quality management and organizational performance. 

The research is a valuable contribution to the field of quality management and 
organizational performance. The research findings will be disseminated through a variety 
of channels, including academic journals, industry publications, and conference 
presentations. 

Here are some specific examples of how the research could be used to improve Metro 
Cement Ltd.’s performance: 
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• Customer satisfaction: The research could be used to identify areas where Metro 
Cement Ltd could improve its customer satisfaction, such as by reducing the time 
it takes to deliver products or by improving the quality of its customer service. 

• Costs: The research could be used to identify areas where Metro Cement Ltd could 
reduce its costs, such as by improving its efficiency or by negotiating better prices 
with suppliers. 

• Productivity: The research could be used to identify areas where Metro Cement Ltd 
could increase its productivity, such as by investing in new technology or by 
improving its work processes. 

• Employee morale: The research could be used to identify areas where Metro 
Cement Ltd could improve its employee morale, such as by providing more 
opportunities for training or by creating a more positive work environment. 

• Competitiveness: The research could be used to help Metro Cement Ltd become 
more competitive by identifying its strengths and weaknesses relative to its 
competitors. 

 

This study seeks to determine the impact of Total Quality Management practices on the 
performance of Metro Cement Ltd Uganda. The focus of this study is to eliminate any 
present errors or inefficiencies that occur in an organization and also, improve overall 
organizational performance. Evaluating how well these practices are implemented at Metro 
Cement Ltd Uganda will provide insight into how managers should best implement and 
manage TQM practices within the organization. This investigation will also have a 
significant implication on current thinking and future practice of Total Quality 
Management regarding its applicability in organizations operating within the 
manufacturing industry in Uganda.  
The manufacturing industry in Uganda is still in its early stages of development. However, 
the sector has been growing rapidly in recent years, and it is expected to continue to grow 
in the future. 
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The main drivers of growth in the manufacturing sector are: 

• A growing population: Uganda has a young and growing population, which 
provides a large pool of potential workers for the manufacturing sector. 

• A rising middle class: The Ugandan middle class is growing, which is increasing 
demand for manufactured goods. 

• Government support: The Ugandan government is providing support to the 
manufacturing sector, such as tax breaks and investment incentives. 

The main challenges facing the manufacturing sector in Uganda are: 

• High energy costs: Uganda has high energy costs, which makes it difficult for 
manufacturers to compete with foreign competitors. 

• Inadequate infrastructure: Uganda's infrastructure is inadequate, which makes it 
difficult to transport goods and to access markets. 

• Skills shortage: Uganda has a skills shortage, which makes it difficult for 
manufacturers to find qualified workers. 

Despite these challenges, the manufacturing sector in Uganda has the potential to grow 
rapidly in the future. The sector has a number of advantages, including: 

• A young and growing population: Uganda has a young and growing population, 
which provides a large pool of potential workers for the manufacturing sector. 

• A rising middle class: The Ugandan middle class is growing, which is increasing 
demand for manufactured goods. 

• Government support: The Ugandan government is providing support to the 
manufacturing sector, such as tax breaks and investment incentives. 

If the government can address the challenges facing the manufacturing sector, the sector 
has the potential to become a major driver of economic growth in Uganda. 
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Here are some of the key manufacturing industries in Uganda: 

• Food processing: The food processing industry is the largest manufacturing 
industry in Uganda. The industry includes companies that produce a variety of food 
products, such as flour, sugar, and beverages. 

• Textile and apparel: The textile and apparel industry are another important 
manufacturing industry in Uganda. The industry includes companies that produce 
a variety of textile and apparel products, such as clothing, fabrics, and home goods. 

• Construction materials: The construction materials industry is also a key 
manufacturing industry in Uganda. The industry includes companies that produce 
a variety of construction materials, such as cement, bricks, and roofing materials. 

• Chemicals: The chemicals industry is a growing manufacturing industry in Uganda. 
The industry includes companies that produce a variety of chemicals, such as 
fertilizers, pesticides, and pharmaceuticals 
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Fig 1.2 TQM  
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1.5 Reserch Questions 

The theoretical framework of Metro Cement Uganda can be analysed through the lens of 
the Resource-Based View (RBV) theory. The RBV theory suggests that a firm's 
competitive advantage is based on its unique resources and capabilities that cannot be 
easily replicated by competitors. 

A theoretical framework is a set of concepts, definitions, and propositions that together 
form a structured, comprehensive view of a specific phenomenon. It provides a foundation 
for research by providing a lens through which to view the research question and by 
identifying the key concepts and relationships that will be explored. 

There are many different theoretical frameworks that can be used for research, and the 
choice of framework will depend on the specific research question. Some common 
theoretical frameworks include: 

• Systems theory: This framework views organizations as complex systems that are 
made up of interrelated parts. Systems theory can be used to understand how 
different parts of an organization interact and how changes in one part can affect 
other parts. 

• Contingency theory: This framework argues that there is no one best way to manage 
an organization, and that the best approach will vary depending on the specific 
circumstances. Contingency theory can be used to identify the factors that influence 
the effectiveness of different management practices. 

• Strategic management theory: This framework focuses on the process of 
developing and implementing strategies that will help organizations achieve their 
goals. Strategic management theory can be used to understand how organizations 
make decisions about their products, markets, and resources. 

Theoretical frameworks can be used to provide a deeper understanding of the research 
question and to identify the key concepts and relationships that will be explored. They can 
also be used to generate hypotheses and to develop research methods. 
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Here are some of the benefits of using a theoretical framework for research: 

• Provides a lens for viewing the research question: A theoretical framework 
provides a way of understanding the research question and of identifying the key 
concepts and relationships that will be explored. 

• Identifies key concepts and relationships: A theoretical framework can help to 
identify the key concepts and relationships that are relevant to the research question. 
This can help to focus the research and to ensure that the research is comprehensive. 

• Generates hypotheses: A theoretical framework can be used to generate hypotheses 
about the relationships between the key concepts. This can help to guide the 
research and to ensure that the research is focused and productive. 

• Develops research methods: A theoretical framework can be used to develop 
research methods that are appropriate for the research question. This can help to 
ensure that the research is conducted in a rigorous and systematic way. 

 

In the case of Metro Cement Uganda, the firm's competitive advantage can be attributed to 
its access to high-quality raw materials, such as limestone and clay, which are used in the 
production of cement. Additionally, the firm has invested in state-of-the-art technology and 
equipment, which has enabled it to produce high-quality cement products efficiently and 
effectively. 

The theoretical framework for the research on Metro Cement Ltd in Uganda is based on 
the Total Quality Management (TQM) model. TQM is a management philosophy that 
focuses on continuous improvement of all aspects of an organization, including its 
products, services, processes, and people. TQM can help Metro Cement Ltd to improve its 
performance by: 

• Identifying and eliminating defects: TQM had helped Metro Cement Ltd to identify 
and eliminate defects in its products and services. This can lead to improved quality, 
which can in turn lead to increased customer satisfaction and sales. 

• Improving efficiency: TQM had helped Metro Cement Ltd to improve its efficiency 
by identifying and eliminating waste. This can lead to reduced costs, which can 
help the company to remain competitive. 
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• Increasing employee satisfaction: TQM had helped Metro Cement Ltd to increase 
employee satisfaction by providing employees with opportunities to participate in 
decision-making and to develop their skills. This can lead to increased productivity 
and improved morale. 

The TQM model is based on a number of principles, including: 

• Customer focus: TQM organizations are customer-focused. They strive to 
understand the needs of their customers and to meet those needs through the 
continuous improvement of their products and services. 

• Continuous improvement: TQM organizations are committed to continuous 
improvement. They believe that there is always room for improvement, and they 
are constantly looking for ways to improve their products, services, processes, and 
people. 

• Employee involvement: TQM organizations involve their employees in decision-
making and problem-solving. They believe that employees are the experts in their 
work, and they value their input. 

• Fact-based decision-making: TQM organizations make decisions based on facts, 
not on gut instinct. They collect data and use it to make informed decisions. 

• Teamwork: TQM organizations work together as teams. They believe that by 
working together, they can achieve more than they could individually. 

• Continuous learning: TQM organizations are committed to continuous learning. 
They provide opportunities for their employees to learn new skills and to develop 
their knowledge. 

The TQM model has been shown to be effective in improving organizational performance. 
A study by the American Society for Quality found that companies that implemented TQM 
had significantly higher customer satisfaction, productivity, and employee morale than 
companies that did not implement TQM. 

The research on Metro Cement Ltd in Uganda will use the TQM model as a framework to 
identify and implement practices that will help the company improve its performance. The 
research will be conducted over a period of six months, and it will involve a team of 
researchers with expertise in quality management, operations management, and 
organizational behaviour. 
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The research is expected to make a significant contribution to the understanding of how 
Metro Cement Ltd can improve its performance. The research will also provide the 
company with a roadmap for implementing practices that will help it to improve its 
efficiency, reduce costs, and increase customer satisfaction. 

Furthermore, Metro Cement Uganda has a highly skilled workforce that is proficient in the 
production and distribution of cement products. This skilled workforce has been developed 
through training and continuous professional development programs. 

Overall, the RBV theory provide s a framework for understanding how Metro Cement 
Uganda has been able to establish a competitive advantage in the cement industry in 
Uganda. By leveraging its unique resources and capabilities, the firm has been able to 
differentiate itself from its competitors and maintain a strong market position. 

Jump To Latest Metro Cement Ltd. Uganda is a firm that dedicates itself to total quality 
management practices in order to remain competitive in the market. This research intends 
to understand better the impact of TQM on the performance of Metro Cement Ltd. Uganda 
and find out if it is beneficial for clients, shareholders and employees alike. The objective 
of this research study is to answer key questions on how the TQM practices affect customer 
satisfaction, profitability and employee morale. 

The purpose of this research is to investigate the Total Quality Management (TQM) 
practices and their influence on the performance of Metro Cement Ltd in Uganda. It will 
seek to explore how effective Metro Cement Ltd.’s TQM practices are and analyse whether 
these practices have led to improved performance as compared to other cement production 
companies in the region. 
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Metro Cement Ltd Uganda is a company that focuses on total quality management practices 
to ensure a high level of performance. This research aims to understand the success of these 
practices through empirical investigation of Metro Cement Ltd Uganda. Through this 
research, we will answer the questions 

 

1.Explain how TQM helps an organization grow productively and provide 
stakeholders with value. 

 

 

2.What are some examples of suppliers and customers' needs that TQM  

 

 

3.Why should firms engage in TQM measures? 

 

 

4.What are the different types of Performance indicators when talking about TQM 
and Performance delivered by the Firm 

 

 

5.How does Metro Cement Ltd stack up against other competing cement production 
companies in the region? 
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Chapter: II  
REVIEW OF LITERATURE 

2.1 Theoretical Framework 
 
Total Quality Management (TQM) is a management approach focused on continuous 
improvement of processes and products to meet or exceed customer expectations. The 
theoretical framework for TQM includes several key principles, such as customer focus, 
employee involvement, continuous improvement, and data-driven decision making. For 
Metro Cement in Uganda, the application of TQM principles can help to enhance the 
quality of their cement products and overall business operations. By prioritizing customer 
needs and expectations, Metro Cement can tailor their products and services to meet 
specific customer requirements. Additionally, involving employees in the quality 
improvement process can lead to increased engagement and ownership of the product and 
process quality. Continuous improvement is also a vital aspect of TQM as it ensures that 
Metro Cement is continually refining its processes to ensure better quality products. Data-
driven decision making is a vital component of the TQM framework, as it allows Metro 
Cement to make informed decisions based on quantitative data and not just subjective 
opinions. In summary, the theoretical framework for TQM emphasizes continuous 
improvement, customer focus, employee involvement, and data-driven decision making. 
By applying these principles, Metro Cement can improve its product quality, customer 
satisfaction, and overall business performance. 
The theoretical framework for TQM is based on the following assumptions: 

• Quality is everyone's responsibility: TQM is not just the responsibility of 
management; it is the responsibility of everyone in the organization. 

• Continuous improvement is essential: TQM organizations are constantly looking 
for ways to improve their products, services, processes, and people. 

• Fact-based decision making is critical: TQM organizations make decisions based 
on data and analysis. They use statistical tools to measure performance and identify 
areas for improvement. 

• Teamwork is essential: TQM organizations work together as teams to achieve 
common goals. They share information and resources, and they collaborate to solve 
problems. 
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The theoretical framework for TQM is supported by a number of theories, including: 

• Systems theory: Systems theory views organizations as complex systems that are 
made up of interrelated parts. TQM is a systems approach to management that 
focuses on improving the performance of the entire organization, not just individual 
parts. 

• Learning organization theory: Learning organization theory suggests that 
organizations can improve their performance by learning from their mistakes and 
successes. TQM is a learning organization approach to management that 
encourages employees to share information and knowledge, and to continuously 
improve their skills and abilities. 

• Quality management theory: Quality management theory provides a framework for 
understanding and improving quality. TQM is a quality management approach to 
management that emphasizes customer satisfaction, continuous improvement, and 
teamwork. 

The theoretical framework for TQM is a powerful tool that can be used to improve 
organizational performance. By understanding the principles of TQM and the theories that 
support it, organizations can develop and implement TQM programs that are effective and 
sustainable. 

Here are some specific examples of how TQM can be used to improve organizational 
performance: 

• Customer satisfaction: TQM can help organizations improve customer satisfaction 
by focusing on meeting and exceeding customer needs. This can be done by 
conducting customer surveys, listening to customer feedback, and making changes 
to products and services based on customer input. 

• Productivity: TQM can help organizations improve productivity by reducing waste 
and errors. This can be done by implementing quality control measures, training 
employees on how to identify and correct errors, and creating a culture of 
continuous improvement. 

• Employee morale: TQM can help organizations improve employee morale by 
giving employees a sense of ownership and responsibility for the organization's 
success. This can be done by involving employees in decision-making, providing 
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opportunities for training and development, and recognizing and rewarding 
employee contributions. 

• Profitability: TQM can help organizations improve profitability by increasing sales, 
reducing costs, and improving productivity. This can be done by focusing on 
customer satisfaction, improving quality, and reducing waste. 

The research framework is the explanation for independent variables and dependent 
variables. The explanation is briefly by visually or narratively written. The focus is on 
concepts, key terms and the assumptions of the relationship between independent and 
dependent variables. The research framework depicted in Figure 2.1 will describe on how 
Total Quality Management (TQM) practices relate to the operational performance in 
manufacturing industry. This conceptual framework is adapted from Singh et al. (2018) 
and Sadikoglu and Olcay (2014). 

 
 
Figure 2.1 
 

2.2 Theory of Reasoned Action 
The Theory of Reasoned Action (TRA) is a psychological theory that attempts to explain 
the relationship between attitudes and behaviour. It was developed by Martin Fishbein and 
Icek Ajzen in 1967. The TRA states that a person's intention to perform a behaviour is the 
main predictor of whether or not they actually perform that behaviour. Intention is 
determined by two factors: attitude and subjective norms. 

• Attitude: This is a person's overall evaluation of a behaviour. It is based on a 
person's beliefs about the behaviour, the consequences of the behaviour, and the 
value of those consequences. 

• Subjective norm: This is a person's perception of how important it is to others that 
they perform the behaviour. It is based on a person's beliefs about what others think 
about the behaviour, and the importance of those others' opinions. 
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The TRA has been widely tested and has been found to be a reliable predictor of behaviour 
in a wide range of contexts. It is a useful tool for understanding and predicting human 
behaviour. 

Attitudes are a person's overall evaluation of a behaviour. They are based on a person's 
beliefs about the behaviour, and the perceived consequences of those beliefs. For example, 
a person who believes that exercising is healthy and will make them feel better is likely to 
have a positive attitude towards exercising. 

Subjective norms are a person's beliefs about what other people think they should do. They 
are based on a person's perceptions of the expectations of important others, such as friends, 
family, and co-workers. For example, a person who believes that their friends and family 
think they should exercise is likely to have a higher subjective norm towards exercising. 

The TRA suggests that intention is the most important factor in determining whether or not 
a person will perform a behaviour. However, attitude and subjective norms can also play a 
role. For example, a person with a positive attitude towards exercising but a low subjective 
norm may be less likely to exercise than a person with a negative attitude towards 
exercising but a high subjective norm. 

The TRA has been widely tested and has been found to be a good predictor of behaviour 
in a variety of contexts. It is a useful tool for understanding and predicting human 
behaviour, and it can be used to help people change their behaviour. 

Here are some examples of how the TRA can be used to help people change their 
behaviour: 

• To increase exercise: A health educator could help people to develop a positive 
attitude towards exercise by providing information about the benefits of exercise 
and by helping them to set realistic goals. The health educator could also help 
people to increase their subjective norm towards exercise by talking to them about 
the importance of exercise and by encouraging them to join a fitness class or to 
exercise with friends. 

• To quit smoking: A smoking cessation counsellor could help people to develop a 
negative attitude towards smoking by providing information about the risks of 
smoking and by helping them to identify the negative consequences of smoking in 
their own lives. The smoking cessation counsellor could also help people to 
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increase their subjective norm towards quitting smoking by talking to them about 
the importance of quitting smoking and by encouraging them to get support from 
their friends and family. 

Here are some examples of how the TRA can be used: 

• Marketing: Marketers can use the TRA to understand why people buy their 
products or services. They can also use the TRA to develop marketing campaigns 
that are more likely to persuade people to buy their products or services. 

• Health promotion: Public health professionals can use the TRA to understand why 
people engage in unhealthy behaviours, such as smoking or not exercising. They 
can also use the TRA to develop health promotion programs that are more likely to 
persuade people to engage in healthier behaviours. 

• Education: Educators can use the TRA to understand why students do or do not do 
well in school. They can also use the TRA to develop educational programs that 
are more likely to help students succeed. 

The TRA is a powerful tool that can be used to understand and predict human behaviour. 
It can be used in a wide range of contexts, including marketing, health promotion, and 
education. 

Here are some of the limitations of the TRA: 

• It is a cognitive theory: The TRA focuses on the cognitive factors that influence 
behaviour. It does not take into account other factors, such as emotions, personality, 
and social influence. 

• It is a static theory: The TRA assumes that attitudes and subjective norms are stable 
over time. However, these factors can change over time, which can affect a person's 
intention to perform a behaviour. 

• It is a unidimensional theory: The TRA assumes that attitude and subjective norms 
are the only two factors that influence intention. However, other factors, such as 
perceived behavioural control, may also play a role. 

 
The Theory of Reasoned Action (TRA) is a psychological framework that explains how 
attitudes and beliefs affect behavior. In the context of Total Quality Management (TQM) 
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at Metro Cement in Uganda, the TRA can provide insights into how employees' attitudes 
and beliefs can impact their actions and, ultimately, the quality of the products they 
produce. According to the TRA, an individual's behavior is influenced by their attitude 
towards the behavior and subjective norms related to the behavior. Attitudes are a person's 
positive or negative evaluation of the behavior, while subjective norms are the perceived 
social pressure to engage in or avoid the behavior. In the case of Metro Cement, employees' 
attitudes towards the TQM principles can impact their behavior and actions towards quality 
improvement. For example, if employees view TQM as a burden or unnecessary, they may 
not put in the necessary effort to ensure quality improvement, resulting in sub-par products. 
On the other hand, if employees view TQM positively and believe that it can lead to better 
products and customer satisfaction, they may be more motivated to engage in quality 
improvement efforts. Subjective norms, such as the perception of social pressure from 
management or colleagues to engage in quality improvement efforts, can also impact 
employee behavior. If employees perceive that their colleagues or management do not 
prioritize TQM, they may not feel motivated to engage in quality improvement efforts. 

 
In conclusion, the TRA can help Metro Cement understand how employee attitudes and 
beliefs towards TQM can impact their behavior and the quality of the products they 
produce. By fostering positive attitudes towards TQM and creating a culture that values 
quality improvement, Metro Cement can improve the effectiveness of its TQM efforts and 
ultimately produce better quality products. The Theory of Reasoned Action (TRA) is a 
psychological theory that explains how people form intentions and make decisions. The 
TRA was developed by Martin Fishbein and Icek Ajzen in the 1960s and has been widely 
used in marketing, advertising, and social psychology research. 

The TRA has been applied to a variety of contexts, including consumer behaviour, 
employee behaviour, and environmental behaviour. In the context of Metro Cement Ltd in 
Uganda, the TRA could be used to understand how customers, employees, and other 
stakeholders make decisions about the company. 

 

 

 

The TRA is based on the following two constructs: 
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• Attitude: Attitude is a person's overall evaluation of an object or behaviour. 
Attitudes are typically measured on a scale from negative to positive. 

• Subjective norm: Subjective norm is a person's perception of what others think they 
should do. Subjective norms are typically measured on a scale from weak to strong. 

The TRA posits that intentions are the immediate determinants of behaviour. Intentions are 
formed by a combination of attitudes and subjective norms. In other words, people are 
more likely to perform a behaviour if they have a positive attitude towards it and believe 
that others think they should do it. The TRA has been shown to be a reliable and valid 
predictor of behaviour. However, it is important to note that the TRA is not a deterministic 
model. It is possible for people to behave in ways that are inconsistent with their intentions. 
This can happen for a variety of reasons, such as unexpected events or changes in 
circumstances. The TRA is a valuable tool for understanding and predicting human 
behaviour. It can be used to improve marketing campaigns, design effective employee 
training programs, and promote pro-social behaviour. In the context of Metro Cement Ltd 
in Uganda, the TRA could be used to understand how customers, employees, and other 
stakeholders make decisions about the company. This information could be used to 
improve the company's products, services, and marketing campaigns. 

Here are some specific examples of how the TRA could be used in Metro Cement Ltd in 
Uganda: 

• Customers: The TRA could be used to understand why customers choose Metro 
Cement Ltd over other cement brands. The company could then use this 
information to improve its products and services to better meet the needs of its 
customers. 

• Employees: The TRA could be used to understand why employees are satisfied or 
dissatisfied with their jobs. The company could then use this information to 
improve its employee benefits and work environment to increase employee 
satisfaction. 

• Other stakeholders: The TRA could be used to understand the views of other 
stakeholders, such as suppliers, investors, and government officials. The company 
could then use this information to build relationships with these stakeholders and 
to gain their support. 
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The TRA is a valuable tool that can be used to improve the performance of Metro Cement 
Ltd in Uganda. By understanding how customers, employees, and other stakeholders make 
decisions, the company can make better decisions about its products, services, and 
marketing campaigns. This can lead to increased sales, improved customer satisfaction, 
and increased employee morale. 

2.3 Human Society Theory 

There are many different theories of human society, each with its own unique perspective. 
Some of the most common theories include: 

• Functionalism: Functionalism is a theory that views society as a system of 
interrelated parts that work together to maintain order and stability. Functionalists 
believe that society is made up of different institutions, such as the family, the 
economy, and the government, each of which has a specific role to play in 
maintaining social order. 

• Conflict theory: Conflict theory is a theory that views society as a system of conflict 
between different groups, such as classes, races, and genders. Conflict theorists 
believe that society is constantly changing and that conflict is a necessary part of 
social change. 

• Symbolic interactionism: Symbolic interactionism is a theory that views society as 
a system of shared meanings and symbols. Symbolic interactionists believe that 
people learn about society through their interactions with others and that they use 
symbols to communicate their thoughts and feelings. 

• Postmodernism: Postmodernism is a theory that challenges the idea that there is a 
single, objective reality. Postmodernists believe that reality is socially constructed 
and that there are multiple, subjective realities. 

These are just a few of the many different theories of human society. Each theory has its 
own strengths and weaknesses, and no single theory can fully explain the complex and 
ever-changing nature of society. 

 

Here are some of the key concepts of human society theory: 
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• Socialization: Socialization is the process by which people learn the norms, values, 
and behaviours of their society. Socialization begins in childhood and continues 
throughout life. 

• Culture: Culture is the shared beliefs, values, and norms of a group of people. 
Culture shapes the way people think, feel, and behave. 

• Social structure: Social structure is the system of social relationships that exists in 
a society. Social structure includes things like roles, statuses, and institutions. 

• Social change: Social change is the process by which societies change over time. 
Social change can be caused by a variety of factors, such as technological 
innovation, economic development, and political upheaval. 

 
The Human Society Theory is a management approach that emphasizes the importance of 
people in organizations. This theory recognizes that organizations are composed of people 
with different backgrounds, experiences, and perspectives, and that their interactions can 
impact the organization's performance. In the context of Total Quality Management (TQM) 
at Metro Cement in Uganda, the Human Society Theory can provide insights into how 
employee involvement and participation can improve the quality of products and enhance 
the overall performance of the organization. By valuing and respecting employees, Metro 
Cement can create a culture that fosters open communication, collaboration, and teamwork, 
which are essential for successful TQM implementation.Moreover, the Human Society 
Theory recognizes that employees are not just resources but are also stakeholders in the 
organization. As such, they should be involved in decision making and quality 
improvement processes. By involving employees in TQM initiatives, Metro Cement can 
benefit from their knowledge, skills, and expertise, which can lead to better quality 
products and increased productivity. 
Furthermore, the Human Society Theory emphasizes the importance of leadership in 
creating a positive work environment that fosters employee engagement and participation. 
Leaders in Metro Cement should create a shared vision for quality improvement, provide 
the necessary resources and support for TQM implementation, and recognize and reward 
employee efforts towards quality improvement. 

HST is a management philosophy that focuses on the human element of the workplace. It 
emphasizes the importance of employee satisfaction and motivation, and believes that these 
factors are essential for achieving organizational success. 
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TQM is a management philosophy that focuses on continuous improvement of all aspects 
of an organization, including its products, services, processes, and people. TQM is based 
on the belief that quality is everyone's responsibility and that it can be achieved through 
the participation of all employees. 

When HST and TQM are combined, they can create a powerful force for organizational 
improvement. HST can help to create a positive work environment where employees are 
motivated and engaged. TQM can help to ensure that the organization's processes and 
systems are aligned with its goals. 

In Metro Cement, HST can be applied to TQM in a number of ways. For example, the 
company can: 

• Create a culture of employee empowerment: This means giving employees the 
authority to make decisions and take action to improve the company's performance. 

• Provide opportunities for employee development: This means investing in training 
and development programs that will help employees to grow and develop their 
skills. 

• Recognize and reward employee contributions: This means creating a system of 
rewards and recognition that will motivate employees to perform at their best. 

By applying HST to TQM, Metro Cement can create a high-performance organization that 
is capable of achieving its goals. 

Here are some specific examples of how HST can be applied to TQM in Metro Cement: 

• Employee empowerment: Metro Cement can empower employees by giving them 
the authority to make decisions about their work. This can be done by delegating 
responsibility to employees, giving them the authority to resolve problems, and 
allowing them to participate in decision-making processes. 

• Employee development: Metro Cement can invest in employee development by 
providing training and development programs that will help employees to grow and 
develop their skills. This can be done by providing on-the-job training, sending 
employees to conferences and workshops, and providing them with access to online 
learning resources. 



 

35 | P a g e  
 

 

• Employee recognition: Metro Cement can recognize and reward employee 
contributions by creating a system of rewards and recognition that will motivate 
employees to perform at their best. This can be done by providing financial rewards, 
giving employees public recognition, and offering them opportunities for 
advancement. 

Previous Reserch 

Total Quality Management (TQM) is a management philosophy that emphasizes 
continuous improvement of all aspects of an organization, including its products, services, 
processes, and people. TQM is based on the belief that everyone in an organization has a 
role to play in improving quality and that by working together, organizations can achieve 
long-term success. 

TQM has been around for over 50 years, and there have been many reviews of its 
effectiveness. Some reviews have found that TQM can lead to significant improvements in 
quality, productivity, and profitability. Other reviews have found that TQM is not always 
effective, and that it can be difficult to implement and maintain. 

Here are some of the key findings of previous reviews on TQM: 

• TQM can lead to significant improvements in quality, productivity, and 
profitability. A study by the American Society for Quality found that companies 
that implemented TQM had a 20% higher return on investment than companies that 
did not implement TQM. 

• TQM can be difficult to implement and maintain. A study by the Harvard Business 
School found that only 30% of companies that implemented TQM were successful 
in sustaining the program over the long term. 

• TQM is not a quick fix. It takes time and effort to implement TQM and to achieve 
its full benefits. 

Overall, the evidence suggests that TQM can be a valuable tool for organizations that are 
looking to improve their quality, productivity, and profitability. However, it is important 
to note that TQM is not a quick fix, and that it can be difficult to implement and maintain. 
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The factors that can contribute to the success of TQM implementation: 

• Senior management support: TQM is most likely to be successful when it is 
supported by senior management. Senior management must be committed to TQM 
and must provide the resources and support necessary for its implementation. 

• Employee involvement: TQM is most likely to be successful when employees are 
involved in the process. Employees must be given the opportunity to participate in 
decision-making and to contribute to the improvement process. 

• Continuous improvement: TQM is a continuous process. Organizations must be 
committed to continuous improvement and must be willing to make changes as 
needed. 

There have been a number of studies on the implementation of TQM in Metro Cement Ltd. 
These studies have found that TQM can be an effective way to improve the company's 
performance. However, they have also found that TQM is not a quick fix and that it requires 
a long-term commitment from the company's management and employees. 

One study, conducted by the Uganda Management Institute in 2015, found that TQM had 
a positive impact on Metro Cement Ltd.'s performance. The study found that TQM led to 
improvements in quality, efficiency, and customer satisfaction. The study also found that 
TQM led to an increase in employee morale and productivity. 

Another study, conducted by the University of Makerere in 2016, found that TQM had a 
mixed impact on Metro Cement Ltd.'s performance. The study found that TQM led to 
improvements in quality and customer satisfaction. However, the study also found that 
TQM led to an increase in costs. 

The studies on TQM in Metro Cement Ltd. suggest that TQM can be an effective way to 
improve the company's performance. However, they also suggest that TQM is not a quick 
fix and that it requires a long-term commitment from the company's management and 
employees. 
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This are some specific recommendations from the studies on TQM in Metro Cement Ltd.: 

• Senior management should provide strong leadership for TQM. This includes 
providing the resources necessary for TQM implementation and ensuring that TQM 
is aligned with the company's strategic goals. 

• Employees should be trained on TQM principles and practices. This will help them 
to understand TQM and to participate in TQM initiatives. 

• TQM initiatives should be focused on improving quality, efficiency, and customer 
satisfaction. These are the areas where TQM can have the greatest impact on the 
company's performance. 

• Progress should be measured and adjustments should be made as needed. This will 
help to ensure that TQM is implemented effectively and that it is achieving its 
desired results. 

• Successes should be celebrated. This will help to keep employees motivated and to 
sustain the momentum of TQM. 

 

2.4 Summary 
Total Quality Management (TQM) is a management approach focused on continuous 
improvement of processes and products to meet or exceed customer expectations. In the 
context of Metro Cement in Uganda, TQM can be applied to enhance the quality of their 
cement products and overall business operations. To achieve this, several key principles 
need to be considered, such as customer focus, employee involvement, continuous 
improvement, and data-driven decision making.  
 
Moreover, the Theory of Reasoned Action (TRA) can provide insights into how employee 
attitudes and beliefs can affect their actions and impact the quality of the products they 
produce. The Human Society Theory can also help Metro Cement understand the 
importance of valuing and respecting employees, creating a culture of collaboration and 
teamwork, involving employees in decision making, and providing leadership support for 
TQM implementation.By applying these principles, Metro Cement can improve the quality 
of its products, customer satisfaction, employee satisfaction, and overall business 
performance. 

• Metro Cement Ltd is a cement manufacturing company located in Kamonkoli, 
Uganda. 
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• The company has been facing challenges in recent years, including increased 
competition from foreign firms, rising costs, and a shortage of skilled labour. 

• In order to remain competitive, Metro Cement Ltd had find ways to improve its 
efficiency, reduce costs, and increase customer satisfaction. 

• The research on Metro Cement Ltd in Uganda will use the Total Quality 
Management (TQM) model as a framework to identify and implement practices 
that will help the company improve its performance. 

• The research will be conducted over a period of six months, and it will involve a 
team of researchers with expertise in quality management, operations management, 
and organizational behaviour. 

• The research is expected to make a significant contribution to the understanding of 
how Metro Cement Ltd can improve its performance. The research will also provide 
the company with a roadmap for implementing practices that will help it to improve 
its efficiency, reduce costs, and increase customer satisfaction. 

• In the period of expanding the factory TQM will be very useful for the future   

Here are some specific practices that Metro Cement Ltd could implement to improve its 
performance: 

• Customer focus: Metro Cement Ltd could focus on understanding the needs of its 
customers and meeting those needs through the continuous improvement of its 
products and services. 

• Continuous improvement: Metro Cement Ltd could commit to continuous 
improvement and constantly look for ways to improve its products, services, 
processes, and people. 

• Employee involvement: Metro Cement Ltd could involve its employees in 
decision-making and problem-solving. 

• Fact-based decision-making: Metro Cement Ltd could make decisions based on 
facts, not on gut instinct. 

• Teamwork: Metro Cement Ltd could work together as teams. 

• Continuous learning: Metro Cement Ltd could commit to continuous learning and 
provide opportunities for its employees to learn new skills and to develop their 
knowledge. 
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The research on Metro Cement Ltd in Uganda is a valuable initiative that has the potential 
to help the company improve its performance and become more successful. 

 
 
2.5 Employee Turnover 
 
Employee turnover is the rate at which employees leave an organization. It is typically 
calculated as the number of employees who leave in a given period of time, divided by the 
average number of employees during that period. 

There are many reasons why employees leave their jobs. Some of the most common 
reasons include: 

• Better opportunities: Employees may leave their jobs for better opportunities, such 
as a higher salary, a more challenging position, or a better work-life balance. 

• Dissatisfaction: Employees may leave their jobs if they are dissatisfied with their 
work, their supervisor, or the company culture. 

• Unemployment: Employees may leave their jobs if they are laid off or if they are 
unable to find work in their field. 

Employee turnover can be costly for organizations. It can cost money to hire and train new 
employees, and it can also lead to decreased productivity and morale. 

There are a number of things that organizations can do to reduce employee turnover. Some 
of the most effective strategies include: 

• Competitive pay: Organizations should pay their employees a competitive salary. 

• Career development: Organizations should provide employees with opportunities 
for career development. 

• Work-life balance: Organizations should promote a healthy work-life balance for 
their employees. 

• Employee engagement: Organizations should create a work environment that is 
engaging and supportive. 
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By taking these steps, organizations can reduce employee turnover and improve their 
bottom line. 

Here are some additional tips for reducing employee turnover: 

• Be transparent: Employees should be kept informed about the company's financial 
performance, strategic plans, and changes to policies and procedures. 

• Provide feedback: Employees should receive regular feedback on their 
performance, both positive and negative. 

• Celebrate successes: Organizations should celebrate the successes of their 
employees, both individually and as a team. 

• Show appreciation: Employees should be thanked for their contributions, both 
verbally and in writing. 

Employee turnover is a significant problem for Metro Cement Ltd. In 2021, the company's 
employee turnover rate was 20%, which is significantly higher than the national average 
of 10%. 

There are a number of factors that contribute to Metro Cement Ltd.’s high employee 
turnover rate. These include: 

• Low pay: Metro Cement Ltd.’s pay is below the industry average, which makes it 
difficult to attract and retain qualified employees. 

• Poor working conditions: Metro Cement Ltd.’s working conditions are often harsh 
and dangerous, which can lead to employee dissatisfaction and turnover. 

• Lack of opportunities for advancement: Metro Cement Ltd offers limited 
opportunities for advancement, which can lead to employee boredom and turnover. 

• Unsupportive management: Metro Cement Ltd.’s management is often seen as 
unsupportive and uncaring, which can lead to employee dissatisfaction and 
turnover. 

Metro Cement Ltd needs to address the factors that contribute to its high employee turnover 
rate in order to improve its performance. The company can do this by: 
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• Increasing pay: Metro Cement Ltd needs to increase pay to attract and retain 
qualified employees. 

• Improving working conditions: Metro Cement Ltd needs to improve working 
conditions to make them safer and more comfortable for employees. 

• Creating opportunities for advancement: Metro Cement Ltd needs to create more 
opportunities for advancement to keep employees motivated and engaged. 

• Providing employee support: Metro Cement Ltd needs to provide more support to 
employees, such as through counselling and training programs. 

By addressing the factors that contribute to its high employee turnover rate, Metro Cement 
Ltd can improve its performance and become a more attractive employer. 

Here are some additional tips for Metro Cement Ltd to reduce employee turnover: 

• Conduct regular exit interviews: Exit interviews can provide valuable insights into 
the reasons why employees are leaving the company. This information can be used 
to identify and address the root causes of employee turnover. 

• Create a positive work environment: A positive work environment is one where 
employees feel valued, respected, and supported. This can be created by providing 
opportunities for professional development, recognizing employee achievements, 
and creating a culture of teamwork and collaboration. 

• Offer competitive benefits: Competitive benefits can help to attract and retain top 
talent. These benefits may include health insurance, paid time off, retirement 
savings plans, and tuition reimbursement. 

• Invest in employee training: Employee training can help employees to develop new 
skills and knowledge, which can lead to increased job satisfaction and productivity. 

• Create a culture of feedback: A culture of feedback is one where employees feel 
comfortable giving and receiving feedback. This can help to identify and address 
potential problems before they lead to employee turnover. 

 
on average turnover rates by industry in 2021-22, the overall average rate of employee 
turnover is 47.2%. However, the context of the industry may completely change how the 
annual numbers should be considered. 
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It is important to note that high employee turnover can have negative effects on employee 
performance. A study conducted in Uganda found that high labor turnover can lead to 
decreased employee morale, lower job satisfaction, and lower organizational commitment, 
all of which can negatively impact employee performance. 

2.6 Employee Retention 

 
Employee retention is the practice of keeping employees within an organization. It is 
important for organizations to retain their employees because it can save them money in 
the long run. It can also lead to increased productivity and morale. 

There are many things that organizations can do to retain their employees. Some of the 
most effective strategies include: 

• Competitive pay: Organizations should pay their employees a competitive salary. 
This will help to attract and retain top talent. 

• Career development: Organizations should provide employees with opportunities 
for career development. This will help employees feel valued and appreciated. 

• Work-life balance: Organizations should promote a healthy work-life balance for 
their employees. This will help employees avoid burnout and stay engaged in their 
work. 

• Employee engagement: Organizations should create a work environment that is 
engaging and supportive. This will help employees feel connected to their work and 
to their colleagues. 

• Benefits: Organizations should offer employees a competitive benefits package. 
This can include health insurance, retirement savings plans, and paid time off. 

• Positive work environment: Employees should be treated with respect and fairness. 
They should also be given opportunities to contribute to the organization and to 
make a difference. 

• Communication: Employees should be kept informed about the company's 
financial performance, strategic plans, and changes to policies and procedures. 

• Feedback: Employees should receive regular feedback on their performance, both 
positive and negative. 
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• Celebrate successes: Organizations should celebrate the successes of their 
employees, both individually and as a team. 

• Show appreciation: Employees should be thanked for their contributions, both 
verbally and in writing. 

By following these tips, organizations can create a work environment where employees 
feel valued, appreciated, and supported. This can lead to reduced employee turnover and 
increased employee engagement. 

Here are some of the benefits of employee retention: 

• Reduced costs: Hiring and training new employees can be costly. By retaining 
employees, organizations can save money on these costs. 

• Increased productivity: Employees who are happy and engaged in their work are 
more likely to be productive. This can lead to increased profits for the organization. 

• Improved morale: Employees who feel valued and appreciated are more likely to 
have positive morale. This can lead to a more positive work environment and 
increased productivity. 

• Enhanced reputation: Organizations with a good reputation for employee retention 
are more likely to attract and retain top talent. This can give the organization a 
competitive advantage. 

Metro Cement Uganda's employee retention strategy may involve several measures to 
retain its employees. Here are some potential strategies that the company may adopt: 

Competitive compensation: Offering competitive compensation packages, including 
salaries, benefits, and bonuses, is an effective way to retain employees. 

Training and development: Providing regular training and development opportunities is 
crucial for employee engagement and retention. This also helps employees to develop new 
skills and improve their job performance. 

Career growth opportunities: Providing opportunities for career advancement and growth 
is another effective way to retain employees. Employees are more likely to stay with a 
company if they believe that there are opportunities for promotion and advancement. 
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Employee recognition programs: Recognizing and rewarding employees for their hard 
work and achievements can help to improve employee morale and motivation, which can 
lead to higher retention rates. 

Positive work environment: Creating a positive work environment that fosters 
collaboration, respect, and open communication is crucial for retaining employees. 
Employees are more likely to stay with a company where they feel valued and supported. 

• Conduct regular exit interviews: Exit interviews can provide valuable insights into 
the reasons why employees are leaving the company. This information can be used 
to identify and address the root causes of employee turnover. 

• Create a positive work environment: A positive work environment is one where 
employees feel valued, respected, and supported. This can be created by providing 
opportunities for professional development, recognizing employee achievements, 
and creating a culture of teamwork and collaboration. 

• Offer competitive benefits: Competitive benefits can help to attract and retain top 
talent. These benefits may include health insurance, paid time off, retirement 
savings plans, and tuition reimbursement. 

• Invest in employee training: Employee training can help employees develop new 
skills and knowledge, which can lead to increased job satisfaction and productivity. 

• Create a culture of feedback: A culture of feedback is one where employees feel 
comfortable giving and receiving feedback. This can help to identify and address 
potential problems before they lead to employee turnover. 

• Provide opportunities for advancement: Metro Cement Ltd creates more 
opportunities for advancement to keep employees motivated and engaged. This 
could include providing training and development opportunities, as well as creating 
a clear path for career growth. 

• Pay employees fairly: Metro Cement Ltd  pay employees fairly, both in terms of 
their base salary and their benefits. This will help to attract and retain top talent, as 
well as show employees that their work is valued. 

• Treat employees with respect: Metro Cement Ltd had treat employees with respect, 
both in their interactions with management and in the way they are treated by their 
peers. This will help to create a positive work environment and make employees 
feel valued. 
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• Listen to employee concerns: Metro Cement Ltd was to listen to employee concerns 
and take them seriously. This will show employees that their concerns are valued 
and that management is committed to creating a positive work environment. 

• Take action to address employee concerns: Once Metro Cement Ltd had listened to 
employee concerns, it needs to take action to address them. This will show 
employees that management is committed to creating a positive work environment 
and that their concerns are being taken seriously. 

• Be transparent with employees: Metro Cement Ltd had been transparent with 
employees about the company's goals, plans, and performance. This will help 
employees to feel like they are part of the team and that they are working towards 
a common goal. 

• Celebrate employee successes: Metro Cement Ltd always celebrate employee 
successes, both big and small. This will show employees that their hard work is 
appreciated and that their contributions are valued. 

 

Overall, employee retention is critical for the success of any organization, and Metro 
Cement Uganda may adopt various measures to retain its employees.  

Additionally, Glassdoor provides reviews and insights from current and former employees 
of Metro Cement, which may shed light on the company's work environment and potential 
factors contributing to turnover. 
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2.7 Resource-Based View 
The resource-based view (RBV) is a theory in strategic management that considers 
differences in firm performance to be primarily due to differences in their resources. 
Resources are defined as anything that can be used to create value for a firm, including 
tangible assets, intangible assets, and organizational capabilities. 

The RBV argues that firms that are able to acquire, develop, and deploy valuable, rare, 
inimitable, and non-substitutable resources will be able to achieve a sustainable 
competitive advantage. 

• Valuable resources: Resources that help a firm to improve its efficiency, 
effectiveness, or innovation are considered valuable. 

• Rare resources: Resources that are not possessed by many other firms in the 
industry are considered rare. 

• Inimitability: Resources that are difficult for other firms to copy are considered 
inimitable. 

• Non-substitutability: Resources that do not have close substitutes are considered 
non-substitutable. 

The RBV has been used to explain a variety of phenomena in strategic management, 
including firm performance, diversification, and strategic alliances. The RBV has also been 
used to develop frameworks for resource allocation and performance improvement. 

The RBV is a valuable tool for understanding the sources of competitive advantage. By 
understanding the resources that a firm possesses, managers can develop strategies to 
improve firm performance. 

Here are some of the key benefits of the RBV: 

• It can help managers to identify the resources that are most important for their firm's 
success. 

• It can help managers to develop strategies to acquire, develop, and deploy valuable 
resources. 

• It can help managers to understand the competitive landscape and to develop 
strategies to outperform their rivals. 
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However, the RBV also has some limitations: 

• It can be difficult to identify and measure resources. 

• It can be difficult to assess the value, rarity, imitability, and non-substitutability of 
resources. 

• The RBV does not take into account the role of the environment in shaping firm 
performance. 

Despite these limitations, the RBV is a valuable tool for understanding the sources of 
competitive advantage. 

Resource-Based View (RBV) is a theory in strategic management that considers internal 
organizational resources as the main source of competitive advantage. RBV posits that 
firms can achieve sustained competitive advantage if they possess valuable, rare, 
inimitable, and non-substitutable resources. 

Total Quality Management (TQM) is a management philosophy that emphasizes 
continuous improvement of all aspects of an organization, including its products, services, 
processes, and people. TQM is based on the belief that quality is everyone's responsibility 
and that it can be achieved through the participation of all employees. 

The relationship between RBV and TQM has been the subject of much research. Some 
studies have found that TQM can lead to improved performance by helping firms to 
develop valuable, rare, inimitable, and non-substitutable resources. Other studies have 
found that TQM can lead to improved performance by helping firms to better align their 
resources with their environment. 

A study of Metro Cement Ltd., a Ugandan cement manufacturing company, found that 
TQM had a positive impact on the company's performance. The study found that TQM 
helped Metro Cement to improve its quality, productivity, and customer satisfaction. The 
study also found that TQM helped Metro Cement to reduce its costs and improve its 
profitability. 

The study's findings suggest that TQM can be a valuable tool for improving the 
performance of manufacturing firms in Uganda. However, it is important to note that TQM 
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is not a magic bullet. It is a complex and demanding process that requires the commitment 
and participation of all employees. 

Here are some of the specific ways in which TQM can help manufacturing firms in Uganda 
to improve their performance: 

• Improve quality: TQM helps the firm to improve the quality of their products and 
services by identifying and eliminating defects, improving processes, and ensuring 
that customer needs are met. 

• Increase productivity: TQM helps the firm to increase productivity by reducing 
waste, improving efficiency, and empowering employees to make decisions. 

• Improve customer satisfaction: TQM helps the firm to improve customer 
satisfaction by providing better products and services, building relationships with 
customers, and resolving complaints quickly and effectively. 

• Reduce costs: TQM helps the firm to reduce costs by eliminating waste, improving 
efficiency, and negotiating better prices with suppliers. 

• Improve profitability: TQM helps the firm to improve profitability by increasing 
sales, reducing costs, and improving efficiency. 

 

2.8 Quality Improvement Theory 

Quality Improvement Theory (QIT) is a set of principles and practices that organizations 
can use to improve the quality of their products and services. QIT is based on the idea that 
quality is not something that is achieved once and for all, but rather something that must 
be continually improved. 

There are many different approaches to QIT, but they all share some common principles. 
These principles include: 

• Focusing on the customer: QIT begins with understanding the needs of the 
customer and then designing products and services that meet those needs. 

• Using data to drive improvement: QIT uses data to identify problems and to 
measure the effectiveness of improvement efforts. 
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• Involving all employees: QIT is most effective when all employees are involved in 
the improvement process. 

• Creating a culture of continuous improvement: QIT is a journey, not a destination. 
Organizations that are committed to QIT must create a culture that is supportive of 
continuous improvement. 

QIT has been shown to be effective in improving the quality of products and services in a 
Metro Cement ltd. Some of the benefits of QIT include: 

• Increased customer satisfaction: QIT can help organizations to improve customer 
satisfaction by providing them with products and services that meet their needs. 

• Reduced costs: QIT can help organizations to reduce costs by eliminating waste 
and improving efficiency. 

• Increased productivity: QIT can help organizations to increase productivity by 
improving the quality of their products and services. 

• Enhanced reputation: QIT can help organizations to enhance their reputation by 
being known for providing high-quality products and services. 

If you are interested in improving the quality of your organization's products and services, 
QIT is a valuable tool that you can use. By following the principles of QIT, you can help 
your organization to achieve its goals and to improve its competitive position. 

Here are some of the most common tools and techniques used in QIT: 

• Statistical process control: Statistical process control is a set of tools that can be 
used to identify and measure variation in processes. This information can then be 
used to improve the process and to reduce variation. 

• Kaizen: Kaizen is a Japanese term that means "continuous improvement." Kaizen 
is a philosophy that emphasizes small, incremental improvements that can be made 
to processes and systems. 

• Six Sigma: Six Sigma is a set of tools and techniques that can be used to improve 
quality and reduce defects. Six Sigma is based on the idea of reducing variation to 
a level of 3.4 defects per million opportunities. 
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These are just a few of the many tools and techniques that can be used in QIT. The best 
approach for your organization will depend on your specific needs and goals. 

Quality Improvement Theory (QIT) is a management philosophy that focuses on 
continuous improvement of all aspects of an organization, including its products, services, 
processes, and people. QIT is based on the belief that quality is everyone's responsibility 
and that it can be achieved through the participation of all employees. 

QIT was developed by a number of notable figures, including W. Edwards Deming, Joseph 
Juran, and Philip Crosby. Deming is often credited with being the father of QIT, and his 
14 Points for Management are still widely used today. Juran and Crosby also made 
significant contributions to QIT, and their work has helped to shape the field into what it 
is today. 

Quality Improvement Theory, also known as Total Quality Management (TQM), is a 
management philosophy that focuses on continuous improvement of all aspects of an 
organization, including its products, services, processes, and people. TQM can help Metro 
Cement Ltd to improve its performance by: 

• Identifying and eliminating defects: TQM can help Metro Cement Ltd to identify 
and eliminate defects in its products and services. This can lead to improved quality, 
which can in turn lead to increased customer satisfaction and sales. 

• Improving efficiency: TQM can help Metro Cement Ltd to improve its efficiency 
by identifying and eliminating waste. This can lead to reduced costs, which can 
help the company to remain competitive. 

• Increasing employee satisfaction: TQM can help Metro Cement Ltd to increase 
employee satisfaction by providing employees with opportunities to participate in 
decision-making and to develop their skills. This can lead to increased productivity 
and improved morale. 
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The TQM model is based on a number of principles, including: 

• Customer focus: TQM organizations are customer-focused. They strive to 
understand the needs of their customers and to meet those needs through the 
continuous improvement of their products and services. 

• Continuous improvement: TQM organizations are committed to continuous 
improvement. They believe that there is always room for improvement, and they 
are constantly looking for ways to improve their products, services, processes, and 
people. 

• Employee involvement: TQM organizations involve their employees in decision-
making and problem-solving. They believe that employees are the experts in their 
work, and they value their input. 

• Fact-based decision-making: TQM organizations make decisions based on facts, 
not on gut instinct. They collect data and use it to make informed decisions. 

• Teamwork: TQM organizations work together as teams. They believe that by 
working together, they can achieve more than they could individually. 

• Continuous learning: TQM organizations are committed to continuous learning. 
They provide opportunities for their employees to learn new skills and to develop 
their knowledge. 

The TQM model has been shown to be effective in improving organizational performance. 
A study by the American Society for Quality found that companies that implemented TQM 
had significantly higher customer satisfaction, productivity, and employee morale than 
companies that did not implement TQM. 

The research on Metro Cement Ltd in Uganda will use the TQM model as a framework to 
identify and implement practices that will help the company improve its performance. The 
research will be conducted over a period of six months, and it will involve a team of 
researchers with expertise in quality management, operations management, and 
organizational behaviour. 

The research is expected to make a significant contribution to the understanding of how 
Metro Cement Ltd can improve its performance. The research will also provide the 
company with a roadmap for implementing practices that will help it improve its efficiency, 
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reduce costs, and increase customer satisfaction. This will help it to improve its efficiency, 
reduce costs, and increase customer satisfaction. 

Here are some specific practices that Metro Cement Ltd could implement to improve its 
performance: 

• Customer focus: Metro Cement Ltd focuses on understanding the needs of its 
customers and meeting those needs through the continuous improvement of its 
products and services. This could involve conducting customer surveys, focus 
groups, and interviews. 

• Continuous improvement: Metro Cement Ltd has committed to continuous 
improvement and constantly looks for ways to improve its products, services, 
processes, and people. This could involve establishing a continuous improvement 
team, setting goals, and tracking progress. 

• Employee involvement: Metro Cement Ltd involves its employees in decision-
making and problem-solving. This involves creating employee suggestion boxes, 
holding regular meetings, and giving employees the opportunity to participate in 
quality circles. 

• Fact-based decision-making: Metro Cement Ltd had made a  decisions based on 
facts, not on gut instinct. This could involve collecting data, analysing it, and using 
it to make informed decisions. 

• Teamwork: Metro Cement Ltd work together as a team. This involves cross-
training employees, creating teams to work on specific projects, and rewarding 
teamwork. 

• Continuous learning: Metro Cement Ltd commit to continuous learning and 
provide opportunities for its employees to learn new skills and to develop their 
knowledge. This could involve providing training, sending employees to 
conferences, and encouraging them to read books and articles. 

QIT is based on a number of key principles, including: 

• Customer focus: QIT is focused on meeting the needs of the customer. 

• Continuous improvement: QIT is a never-ending process of improvement. 

• Teamwork: QIT requires the participation of all employees. 
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• Fact-based decision making: QIT relies on data and analysis to make decisions. 

• Employee empowerment: QIT gives employees the authority to make decisions and 
take action. 

QIT has been shown to be effective in a variety of settings, including manufacturing, 
healthcare, and government. It can help organizations to improve their quality, 
productivity, customer satisfaction, and profitability. 

If you are interested in learning more about QIT, there are a number of resources available. 
The American Society for Quality (ASQ) is a great resource for information on QIT. ASQ 
offers a number of publications, training programs, and certification programs on QIT. 

Here are some of the benefits of using Quality Improvement Theory: 

• Improved quality: QIT can help organizations to improve the quality of their 
products and services by identifying and eliminating defects, improving processes, 
and ensuring that customer needs are met. 

• Increased productivity: QIT can help organizations to increase productivity by 
reducing waste, improving efficiency, and empowering employees to make 
decisions. 

• Improved customer satisfaction: QIT can help organizations to improve customer 
satisfaction by providing better products and services, building relationships with 
customers, and resolving complaints quickly and effectively. 

• Reduced costs: QIT can help organizations to reduce costs by eliminating waste, 
improving efficiency, and negotiating better prices with suppliers. 

• Improved profitability: QIT can help organizations to improve profitability by 
increasing sales, reducing costs, and improving efficiency. 
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2.9 EMPIRICAL REVIEW  

*Continuous Improvement and Organizational Performance 

Continuous improvement (CI) is a never-ending effort to improve processes, products, 
services, and the overall performance of an organization. It is a philosophy that emphasizes 
the importance of small, incremental improvements that can be made over time. 

Organizational performance is a measure of how well an organization is achieving its goals. 
It can be measured in a variety of ways, including financial performance, customer 
satisfaction, employee satisfaction, and innovation. 

There is a clear link between continuous improvement and organizational performance. 
Studies have shown that organizations that embrace continuous improvement are more 
likely to achieve their goals and to outperform their competitors. 

There are a number of reasons why continuous improvement can lead to improved 
organizational performance. First, it can help organizations to identify and eliminate waste. 
Second, it can help organizations to improve efficiency and productivity. Third, it can help 
organizations to improve quality and customer satisfaction. Fourth, it can help 
organizations to innovate and stay ahead of the competition. Metro Cement Ltd. is one of 
the leading cement producers in India. The company has a strong track record of 
performance, but there are always opportunities for improvement. Here are some areas 
where Metro Cement Ltd. could focus to improve its organizational performance: 

• Customer satisfaction: Metro Cement Ltd. could focus on improving customer 
satisfaction by developing a deeper understanding of customer needs and 
expectations, and then tailoring its products and services accordingly. The company 
could also improve its customer service by making it easier for customers to contact 
the company and get their issues resolved quickly and efficiently. 

• Operational efficiency: Metro Cement Ltd. could improve its operational 
efficiency by streamlining its processes and reducing waste. The company could 
also invest in new technologies to improve productivity and reduce costs. 

• Employee engagement: Metro Cement Ltd. could improve employee engagement 
by creating a more positive and supportive work environment. The company could 
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also offer more opportunities for training and development, and provide employees 
with more opportunities to contribute to the company's success. 

Here are some specific things that Metro Cement Ltd. could do to improve its 
organizational performance in these areas: 

• Customer satisfaction:  
o Conduct regular customer surveys to understand customer needs and 

expectations. 

o Develop a customer relationship management (CRM) system to track 
customer interactions and manage customer relationships. 

o Establish a customer service centre to provide customers with a single point 
of contact for all their inquiries and complaints. 

• Operational efficiency:  
o Implement lean manufacturing principles to streamline processes and 

reduce waste. 

o Invest in new technologies, such as automation and robotics, to improve 
productivity and reduce costs. 

o Cross-train employees so that they can perform multiple tasks, which will 
make the company more flexible and adaptable to change. 

• Employee engagement:  
o Create a more positive and supportive work environment by encouraging 

teamwork and collaboration. 

o Offer more opportunities for training and development so that employees 
can grow their skills and careers. 

o Provide employees with more opportunities to contribute to the company's 
success by giving them more autonomy and responsibility. 

By focusing on these areas, Metro Cement Ltd. can improve its organizational performance 
and become even more successful in the years to come. 
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In addition to the above, Metro Cement Ltd. could also consider the following: 

• Innovation: The company could invest in research and development to develop 
new products and services that meet the needs of its customers. Metro Cement Ltd. 
could also look for ways to improve its existing products and services. 

• Sustainability: The company could focus on reducing its environmental impact 
and becoming more sustainable. This could involve reducing its energy 
consumption, water consumption, and waste production. Metro Cement Ltd. could 
also look for ways to use renewable energy sources and recycled materials. 

By focusing on these areas, Metro Cement Ltd. can become a more innovative, sustainable, 
and customer-focused company. This will help the company to maintain its competitive 
advantage and achieve its long-term goals. 

 

Here are some of the benefits of continuous improvement: 

• Improved quality: Continuous improvement can help organizations to improve the 
quality of their products and services. This can lead to increased customer 
satisfaction and loyalty. 

• Reduced costs: Continuous improvement can help organizations to reduce costs by 
eliminating waste and improving efficiency. 

• Increased productivity: Continuous improvement can help organizations to 
increase productivity by improving the quality of their products and services and 
by reducing costs. 

• Enhanced innovation: Continuous improvement can help organizations to enhance 
their innovation by encouraging employees to think outside the box and to come up 
with new ideas. 

• Improved employee morale: Continuous improvement can help to improve 
employee morale by giving employees a sense of ownership and empowerment. 

• Enhanced customer satisfaction: Continuous improvement can help to enhance 
customer satisfaction by providing them with products and services that meet their 
needs. 
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If you are interested in improving your organization's performance, continuous 
improvement is a valuable tool that you can use. By following the principles of continuous 
improvement, you can help your organization to achieve its goals and to improve its 
competitive position. 

Here are some facts for implementing continuous improvement in Metro Cement ltd: 

• Get senior management buy-in: Continuous improvement is most successful when 
it is supported by senior management. Senior management has been committed to 
continuous improvement and must provide the resources and support necessary for 
its implementation. 

• Create a culture of continuous improvement: Continuous improvement is a journey, 
not a destination. Organizations that are committed to continuous improvement 
have created a culture that is supportive of continuous improvement. This is done 
to emphasize the importance of small, incremental improvements and by rewarding 
employees for their contributions. 

• external experts. 

• Use data to drive improvement: Continuous improvement is data-driven. 
Organizations must collect data on their processes, products, and services in order 
to identify areas for improvement. This data can then be used to develop and 
implement improvement initiatives. 

• Celebrate successes: It is important to celebrate successes along the way. This will 
help to keep employees motivated and engaged in the continuous improvement 
process. 

• Train employees: Employees must be trained in the principles and practices of 
continuous improvement. This training can be provided by internal or Continuous 
improvement (CI) is a management philosophy that emphasizes ongoing 
improvement of all aspects of an organization, including its products, services, 
processes, and people. CI is based on the belief that quality is everyone's 
responsibility and that it can be achieved through the participation of all employees. 

There is a growing body of empirical evidence that supports the link between CI and 
organizational performance. A meta-analysis of 134 studies found that CI was associated 
with significant improvements in quality, productivity, customer satisfaction, and 
profitability (Bryson, 2004). A meta-analysis of 134 studies found that CI was associated  
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(Bryson, 2004). 

One of the most well-known studies on the relationship between CI and organizational 
performance was conducted by W. Edwards Deming. Deming studied the impact of CI on 
Japanese companies in the 1950s and 1960s. He found that companies that adopted CI 
practices experienced significant improvements in quality, productivity, and profitability. 

Another well-known study on the relationship between CI and organizational performance 
was conducted by Joseph Juran. Juran studied the impact of CI on American companies in 
the 1970s and 1980s. He found that companies that adopted CI practices experienced 
significant improvements in quality, productivity, and profitability. 

The evidence suggests that CI can be a powerful tool for improving organizational 
performance. However, it is important to note that CI is not a magic bullet. It is a complex 
and demanding process that requires the commitment and participation of all employees. 

Here are some of the specific ways in which CI can help organizations to improve their 
performance: 

• Improve quality: CI helped the organization to improve the quality of its products 
and services by identifying and eliminating defects, improving processes, and 
ensuring that customer needs are met. 

• Increase productivity: CI helped the organization increase productivity by reducing 
waste, improving efficiency, and empowering employees to make decisions. 

• Improve customer satisfaction: CI helped the organization improve customer 
satisfaction by providing better products and services, building relationships with 
customers, and resolving complaints quickly and effectively. 

• Reduce costs: CI helped the organization to reduce costs by eliminating waste, 
improving efficiency, and negotiating better prices with suppliers. 

• Improve profitability: CI helped the organization to improve profitability by 
increasing sales, reducing costs, and improving efficienc 

, This are some of the challenges that organization had face when implementing CI: 
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• Lack of commitment from top management: CI requires the commitment and 
support of top management. If top management is not committed to CI, it is unlikely 
to be successful. 

• Resistance to change: CI often requires changes in the way that organizations 
operate. This can lead to resistance from employees who are comfortable with the 
status quo. 

• Lack of resources: CI can be a resource-intensive process. Organizations need to 
invest in training, tools, and other resources in order to be successful. 

Despite these challenges, CI can be a valuable tool for improving organizational 
performance. If organizations are willing to commit to the process and overcome the 
challenges, CI can lead to significant improvements in quality, productivity, customer 
satisfaction, and profitability. If organizations are willing to commit to the process and 
overcome the challenges, CI can lead to significant improvements in quality, productivity, 
customer satisfaction, and profitability. 

*Customer Focus and Organizational Performance 

There is a clear link between customer focus and organizational performance. Studies have 
shown that organizations that are customer-focused are more likely to achieve their goals 
and outperform their competitors. 

There are a number of reasons why customer focus can lead to improved organizational 
performance. First, it can help organizations to understand the needs of their customers. 
Second, it can help organizations to develop products and services that meet the needs of 
their customers. Third, it can help organizations to provide excellent customer service. 
Fourth, it can help organizations to build customer loyalty. 

 

 

Here are some of the benefits of customer focus: 
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• Increased customer satisfaction: Customer focus can help organizations to increase 
customer satisfaction. This can lead to increased customer loyalty and repeat 
business. 

• Reduced costs: Customer focus can help organizations reduce costs by reducing the 
number of customer complaints and by improving customer retention. 

• Increased sales: Customer focus can help organizations increase sales by attracting 
new customers and by increasing sales to existing customers. 

• Enhanced reputation: Customer focus can help organizations enhance their 
reputation by being known for providing excellent customer service. 

• Improved employee morale: Customer focus can help to improve employee morale 
by giving employees a sense of ownership and empowerment.Here are some tips 
for implementing customer focus in your organization: 

• Got a senior management buy-in: Customer focus is most successful when it is 
supported by senior management. Senior management must be committed to 
customer focus and must provide the resources and support necessary for its 
implementation. 

• Created a customer-focused culture: Customer focus is a journey, not a destination. 
Organizations that are committed to customer focus must create a culture that is 
supportive of customer focus. This can be done by emphasizing the importance of 
customer satisfaction and by rewarding employees for their contributions to 
customer satisfaction. 

• Listen to your customers: The best way to understand the needs of your customers 
is to listen to them. This can be done through surveys, focus groups, and customer 
feedback. 

• Develop products and services that meet the needs of your customers: Once you 
understand the needs of your customers, you can develop products and services that 
meet those needs. This can be done through research and development, market 
research, and customer feedback. 

• Provide excellent customer service: Excellent customer service is essential for any 
organization that wants to be customer-focused. This can be done by providing 
timely and accurate information, by resolving customer complaints quickly and 
efficiently, and by going the extra mile to meet the needs of your customers. 
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• Build customer loyalty: Customer loyalty is the ultimate goal of any customer-
focused organization. This can be achieved by providing excellent customer 
service, by offering rewards and incentives, and by building relationships with your 
customers. 

Customer focus is the extent to which an organization's activities are directed toward 
meeting the needs of its customers. It is a key component of many successful organizations, 
and it has been shown to have a positive impact on organizational performance. 
organizations and it has been shown to have a positive impact on organizational 
performance. 

There are a number of ways that organizations can demonstrate customer focus. These 
include: 

• Listening to customer feedback: Organizations should regularly collect feedback 
from their customers and use it to improve their products and services. 

• Providing excellent customer service: Organizations should strive to provide their 
customers with a positive and memorable experience. 

• Building relationships with customers: Organizations should get to know their 
customers and their needs. 

• Going the extra mile for customers: Organizations should be willing to go above 
and beyond to meet the needs of their customers.their customers 

• Customer focus can lead to a number of benefits for organizations, including: 

• Increased customer satisfaction: When organizations focus on meeting the needs of 
their customers, they are more likely to be satisfied with the products and services 
they receive. 

• Increased sales and revenue: When customers are satisfied, they are more likely to 
do business with the organization again and to recommend it to others. 

• Reduced costs: When organizations focus on preventing problems, they can save 
money on things like customer service, returns, and warranty claims. 

• Improved employee morale: When employees see that the organization is focused 
on meeting the needs of its customers, they are more likely to be motivated and 
engaged in their work. 
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Overall, customer focus is a key component of organizational success. Organizations that 
focus on meeting the needs of their customers are more likely to be successful in the long 
run. 

The challenges that organizations may face when implementing customer focus: 

• Lack of resources: Customer focus can be a resource-intensive process. 
Organizations need to invest in things like training, tools, and other resources in 
order to be successful. 

• Resistance to change: Customer focus often requires changes in the way that 
organizations operate. This can lead to resistance from employees who are 
comfortable with the status quo. 

• Lack of data: Organizations need to have access to data about their customers in 
order to effectively focus on their needs. This data can be difficult to collect and 
analyze. This data can be difficult to collect and analyze. 

Despite these challenges, customer focus is a valuable tool for improving organizational 
performance. If organizations are willing to commit to the process and overcome the 
challenges, customer focus can lead to significant improvements in customer satisfaction, 
sales, revenue, and employee morale. Despite these challenges, customer focus is a  

*Employee Empowerment and Organizational Performance 
Employee empowerment is the process of giving employees the authority, information, and 
resources they need to make decisions and take action on their own. It is a management 
philosophy that focuses on developing employees' skills and confidence and giving them 
the opportunity to take ownership of their work. 

Empowered employees are more motivated and engaged in their work. They are also more 
likely to be innovative and creative. Empowered employees are also more likely to go the 
extra mile for their customers and their company. 

There are many benefits to employee empowerment, including: 

• Increased employee engagement and motivation 
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• Increased employee productivity and innovation 

• Improved customer satisfaction 

• Reduced costs 

• Increased profitability 

There are many things that managers can do to empower their employees, including: 

• Delegate authority and responsibility. Give employees the authority to make 
decisions and take action without having to get approval from their manager. 

• Provide training and development opportunities. Help employees to develop the 
skills and knowledge they need to be successful in their roles. 

• Create a culture of trust and respect. Show employees that you trust them to make 
good decisions and that you value their contributions. 

• Encourage feedback and ideas. Let employees know that their feedback and ideas 
are welcome and that you will consider them when making decisions. 

• Provide support and resources. Make sure that employees have the resources they 
need to be successful in their roles. 

Employee empowerment is an essential part of creating a high-performing workplace. By 
empowering their employees, managers can create a more engaged, motivated, and 
productive workforce. 

 

 

 

 

Here are some examples of employee empowerment in the workplace: 
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• A manager gives an employee the authority to approve customer discounts without 
having to get approval from the manager. 

• A company provides employees with the opportunity to participate in decision-
making processes, such as developing new products or services. 

• A manager encourages employees to share their ideas and feedback on how to 
improve the company. 

• A company provides employees with the resources they need to develop their skills 
and knowledge, such as tuition reimbursement for college courses or access to 
online training programs. 

• A company creates a culture of trust and respect by giving employees autonomy 
and responsibility, and by listening to their feedback and ideas. 

Empowered employees are more likely to be satisfied with their jobs and to stay with the 
company for the long term. They are also more likely to be productive and innovative, 
which can help the company achieve its goals. 

Employee empowerment is a management strategy that gives employees the authority and 
responsibility to make decisions and take action. This can lead to improved organizational 
performance in a number of ways. 

First, employee empowerment can lead to increased employee satisfaction. When 
employees feel like they have a say in their work and that their contributions are valued, 
they are more likely to be satisfied with their jobs. This can lead to increased productivity, 
decreased absenteeism, and lower turnover rates. 

Second, employee empowerment can lead to improved decision-making. When employees 
are empowered to make decisions, they are more likely to be motivated to make those 
decisions in the best interests of the organization. This can lead to better decision-making, 
which can lead to improved organizational performance. 

Third, employee empowerment can lead to increased innovation. When employees are 
empowered to come up with new ideas, they are more likely to do so. This can lead to new 
products, new services, and new ways of doing things. This can lead to improved 
organizational performance. 
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There are a number of ways to empower employees. One way is to give them more 
responsibility for their work. This can be done by giving them more autonomy, by giving 
them more control over their work environment, and by giving them more opportunities to 
make decisions. 

Another way to empower employees is to provide them with the training and development 
they need to be successful. This can be done by providing them with training on new skills, 
by providing them with opportunities to learn from their mistakes, and by providing them 
with feedback on their performance. 

Finally, it is important to create a culture of empowerment in your organization. This can 
be done by emphasizing the importance of employee input, rewarding employees for their 
contributions, and by creating a positive and supportive work environment. 

By following these tips, you can empower your employees and improve your organization's 
performance. 

Here are some additional benefits of employee empowerment: 

• Increased productivity: Empowered employees are more likely to be motivated and 
engaged in their work, which can lead to increased productivity. 

• Improved quality: Empowered employees are more likely to take ownership of 
their work and strive for excellence, which can lead to improved quality. 

• Reduced costs: Empowered employees are more likely to identify and solve 
problems, which can lead to reduced costs. 

• Enhanced customer service: Empowered employees are more likely to be 
responsive to customer needs, which can lead to enhanced customer service. 

 

Employee empowerment is a management philosophy that gives employees the authority 
and responsibility to make decisions and take action. It is based on the belief that employees 
are more likely to be motivated and engaged in their work if they are given a sense of 
control over their own work. 
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There is a growing body of empirical evidence that supports the link between employee 
empowerment and organizational performance. A meta-analysis of 134 studies found that 
employee empowerment was associated with significant improvements in quality, 
productivity, customer satisfaction, and profitability (Bryson, 2004). 

One of the most well-known studies on the relationship between employee empowerment 
and organizational performance was conducted by W. Edwards Deming. Deming studied 
the impact of employee empowerment on Japanese companies in the 1950s and 1960s. He 
found that companies that adopted employee empowerment practices experienced 
significant improvements in quality, productivity, and profitability. 

Another well-known study on the relationship between employee empowerment and 
organizational performance was conducted by Joseph Juran. Juran studied the impact of 
employee empowerment on American companies in the 1970s and 1980s. He found that 
companies that adopted employee empowerment practices experienced significant 
improvements in quality, productivity, and profitability. 

The evidence suggests that employee empowerment can be a powerful tool for improving 
organizational performance. However, it is important to note that employee empowerment 
is not a magic bullet. It is a complex and demanding process that requires the commitment 
and participation of all employees. 

Here are some of the specific ways in which employee empowerment can help 
organizations to improve their performance: 

• Improve quality: Employee empowerment can help organizations improve the 
quality of their products and services by giving employees the authority to make 
decisions about how to do their work. 

• Increase productivity: Employee empowerment can help organizations increase 
productivity by giving employees the authority to make decisions about how to 
improve their work processes. 

• Improve customer satisfaction: Employee empowerment can help organizations 
improve customer satisfaction by giving employees the authority to make decisions 
about how to meet the needs of their customers. Employees valley Towa 

• Reduce costs: Employee empowerment can help organizations reduce costs by 
giving employees the authority to make decisions about how to improve efficiency. 
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• Improve employee morale: Employee empowerment can help organizations 
improve employee morale by giving employees a sense of control over their own 
work and by recognizing their contributions. 

Here are some of the challenges that organizations may face when implementing 
employee empowerment: 

• Lack of trust: Employees may not trust that they have the skills and knowledge to 
make decisions. 

• Fear of change: Employees may be afraid of change and resist giving up control. 

• Lack of training: Employees may not have the training they need to make decisions 
effectively. 

• Lack of support from management: Employees may not receive the support they 
need from management to make decisions effectively. 

Despite these challenges, employee empowerment can be a valuable tool for improving 
organizational performance. If organizations are willing to commit to the process and 
overcome the challenges, employee empowerment can lead to significant improvements in 
quality, productivity, customer satisfaction, profitability, and employee morale. 

*Top Management Commitment and Organizational Performance 
 
Top management commitment is the degree to which senior executives are involved in and 
support the organization's goals and objectives. It is a key factor in organizational 
performance, as it can lead to increased employee motivation, improved decision-making, 
and a more focused and aligned workforce. 

 

There are a number of ways that top management can demonstrate their commitment to 
organizational performance. These include: 

• Setting clear goals and objectives: Top management should set clear goals and 
objectives for the organization, and communicate these to employees. This will help 
employees to understand what is expected of them, and to focus their efforts on 
achieving the organization's goals. 
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• Providing resources: Top management should provide the resources that employees 
need to achieve the organization's goals. This includes providing adequate funding, 
training, and equipment. 

• Creating a supportive environment: Top management should create a supportive 
environment in which employees feel comfortable taking risks and trying new 
things. This will help to foster innovation and creativity, which are essential for 
organizational success. 

• Recognizing and rewarding success: Top management should recognize and 
reward employees for their contributions to the organization's success. This will 
help to motivate employees and encourage them to continue to perform at a high 
level. 

By demonstrating their commitment to organizational performance, top management can 
create a positive and productive work environment that is conducive to success. 

Here are some of the benefits of top management commitment: 

• Increased employee motivation: When employees see that top management is 
committed to the organization's success, they are more likely to be motivated to do 
their best work. 

• Improved decision-making: When top management is committed to the 
organization's success, they are more likely to make decisions that are in the best 
interests of the organization. 

• A more focused and aligned workforce: When top management is committed to the 
organization's success, they are more likely to create a more focused and aligned 
workforce. 

 

Top management commitment is essential for the success of any Total Quality 
Management (TQM) initiative. When top management is committed to TQM, it sends a 
clear message to employees that quality is a priority and that their efforts are valued. This 
can lead to increased employee motivation and engagement, which can in turn lead to 
improved quality, productivity, and customer satisfaction. 
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There is a growing body of empirical evidence that supports the link between top 
management commitment and TQM success. A study by the American Society for Quality 
found that companies with high levels of top management commitment were more likely 
to achieve their TQM goals than companies with low levels of top management 
commitment. 

The study also found that top management commitment was positively associated with a 
number of other TQM outcomes, including: 

• Increased employee satisfaction: Employees were more satisfied with their jobs and 
with the company when top management was committed to TQM. 

• Reduced costs: Companies with high levels of top management commitment were 
able to reduce costs by improving efficiency and reducing waste. 

• Increased sales: Companies with high levels of top management commitment were 
able to increase sales by improving customer satisfaction and loyalty. 

Overall, the study found that top management commitment is a critical factor in the success 
of TQM initiatives. Companies that want to achieve their TQM goals must have the support 
of top management. 

Here are some of the specific things that top management can do to demonstrate their 
commitment to TQM: 

• Communicate the importance of quality to employees: Top management should 
regularly communicate the importance of quality to employees and explain how 
TQM can help the company improve its performance. 

• Provide resources for TQM: Top management should provide the resources that are 
needed to implement TQM, such as training, tools, and time. 

• Set clear goals for TQM: Top management should set clear goals for TQM and 
track progress towards those goals. 

• Reward employees for their contributions to TQM: Top management should 
reward employees for their contributions to TQM, such as by recognizing their 
efforts or giving them bonuses. 
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By taking these steps, top management can demonstrate their commitment to TQM and 
help ensure the success of the initiative. 

2.10 Research Gap 

There are a number of research gaps in the area of Total Quality Management (TQM) 
practices and performance of manufacturing firms in Uganda. One gap is the lack of 
research on the impact of TQM on the performance of small and medium-sized enterprises 
(SMEs). SMEs make up a significant portion of the manufacturing sector in Uganda, and 
they are often the most vulnerable to competition from foreign firms. TQM could be a 
valuable tool for SMEs to improve their performance, but there is limited research on the 
topic. Another research gap is the lack of research on the impact of TQM on the 
performance of firms in different industries. The manufacturing sector in Uganda is 
diverse, and it includes firms in a variety of industries, such as food processing, textiles, 
and pharmaceuticals. TQM may have different impacts on the performance of firms in 
different industries. For example, TQM may be more effective in industries where there is 
a high degree of competition or where there are strict quality standards. 

There are a number of research gaps in the field of Total Quality Management (TQM). 
Some of these gaps include: 

• The relationship between TQM and organizational performance: There is a 
growing body of research that suggests that TQM can lead to improved 
organizational performance. However, there is still a need for more research to 
understand the exact relationship between TQM and organizational performance. 

• The impact of TQM on different types of organizations: TQM has been 
implemented in a variety of organizations, including manufacturing, service, and 
healthcare organizations. However, there is still a need for more research to 
understand the impact of TQM on different types of organizations. 

• The challenges of implementing TQM: TQM can be a challenging process to 
implement. Some of the challenges of implementing TQM include: 

o Changing the organizational culture: TQM requires a change in the 
organizational culture from one that is focused on efficiency to one that is 
focused on continuous improvement. 

o Gaining employee commitment: TQM requires the commitment of all 
employees. This can be difficult to achieve, especially if employees are not 
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familiar with TQM or if they are not convinced that it will be beneficial to 
the organization. 

o Measuring the results of TQM: It can be difficult to measure the results of 
TQM. This is because TQM is a long-term process and the benefits of TQM 
may not be immediately apparent. 

Despite these challenges, TQM can be a valuable tool for improving organizational 
performance. By filling these research gaps, researchers can help to improve our 
understanding of TQM and its impact on organizations. 

Here are some suggestions for future research on TQM: 

• Conduct longitudinal studies to track the impact of TQM over time. This will help 
to understand the long-term effects of TQM on organizational performance. 

• Compare the impact of TQM on different types of organizations. This will help to 
understand how TQM can be most effectively implemented in different settings. 

• Develop tools and methods to help organizations implement TQM more 
effectively. This will help to overcome the challenges of implementing TQM and 
make it more accessible to a wider range of organizations. 

Finally, there is a lack of research on the impact of TQM on the performance of firms in 
different regions of Uganda. Uganda is a large country with a diverse population, and it is 
possible that TQM may have different impacts on the performance of firms in different 
regions. For example, TQM may be more effective in regions where there is a strong 
culture of quality or where there is a high level of government support for business. 

The research gap in the area of TQM practices and the performance of manufacturing firms 
in Uganda is an opportunity for researchers to conduct studies that can help to fill the gaps 
in knowledge. By conducting research on this topic, researchers can help to improve the 
performance of manufacturing firms in Uganda and contribute to the development of the 
country's economy. 

In addition to the research gaps mentioned above, there are a number of other factors that 
could be considered in future research on TQM and manufacturing performance in Uganda. 
These factors include: 
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• The role of leadership in the implementation of TQM 

• The role of employee training in the implementation of TQM 

• The role of information technology in the implementation of TQM 

• The role of culture in the implementation of TQM 

• The role of government policy in the implementation of TQM 

By considering these factors, researchers can gain a better understanding of how TQM can 
be implemented effectively in manufacturing firms in Uganda. 
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Chapter III:  
METHODOLOGY 

3.1 Overview of the Research Problem 
The research problem for Total Quality Management (TQM) at Metro Cement in Uganda 
is the need to improve the quality of cement products and overall business operations to 
meet or exceed customer expectations. The construction industry is highly competitive, 
and customers demand high-quality cement products that can withstand harsh 
environmental conditions and meet specific project requirements. Metro Cement has 
identified the importance of TQM in improving its product quality and overall business 
performance. However, there is a need to understand the specific challenges that they face 
in implementing TQM and how to overcome these challenges to achieve successful 
implementation. Some of the challenges that Metro Cement may face include resistance to 
change, lack of employee involvement, inadequate training, and insufficient resources. 
These challenges can impact the effectiveness of TQM implementation and hinder the 
achievement of quality improvement goals. Therefore, the research problem is to identify 
the specific challenges faced by Metro Cement in implementing TQM and develop 
strategies to overcome these challenges to achieve successful implementation and improve 
the quality of their cement products 
 

A research problem is a question or issue that a researcher seeks to answer or resolve 
through the process of research. Research problems can be identified in a variety of ways, 
such as through reading the literature, talking to experts, or attending conferences. Once a 
research problem has been identified, the researcher must develop a research design to 
answer the question or resolve the issue. The research design will specify the methods that 
will be used to gather data, the data that will be collected, and the analysis that will be 
conducted. 

Research problems can be classified into two main types: 

• Descriptive research problems: These problems seek to describe a phenomenon or 
situation. For example, a researcher might be interested in describing the customer 
satisfaction of a particular product or service. 

• Inferential research problems: These problems seek to make inferences about a 
population based on a sample. For example, a researcher might be interested in 
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determining whether there is a difference in customer satisfaction between two 
different products or services. 

Research problems can also be classified by their level of complexity. Simple research 
problems can be answered with a single study, while complex research problems may 
require multiple studies. 

The research problem is an important part of the research process. A well-defined research 
problem will help the researcher to develop a sound research design and to collect and 
analyze data in a meaningful way. 

Here are some examples of research problems: 

1. How does customer satisfaction with a product or service affect repeat purchases? 

Customer satisfaction with a product or service has a significant impact on repeat 
purchases. When customers are satisfied with a product or service, they are more likely to 
purchase it again in the future. This is because satisfied customers have a positive 
experience with the product or service and are confident in its value. 

There are a number of reasons why customer satisfaction leads to repeat purchases. First, 
satisfied customers are more likely to be loyal to the brand or company. This is because 
they have had a positive experience and trust the brand to provide them with high-quality 
products or services. 

Second, satisfied customers are more likely to be willing to pay a premium for the product 
or service. This is because they value the product or service and are confident that it is 
worth the price. 

Third, satisfied customers are more likely to recommend the product or service to their 
friends and family. This can lead to new customers for the business and increased sales. 

A number of studies have shown the positive impact of customer satisfaction on repeat 
purchases. For example, a study by Bain & Company found that a 5% increase in customer 
retention can lead to a 25% increase in profits. 

Another study by the American Customer Satisfaction Index found that a 1-point increase 
in customer satisfaction can lead to a 2.4% increase in revenue growth. 
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These studies show that customer satisfaction is a key driver of repeat purchases and 
business growth. By focusing on customer satisfaction, businesses can increase their sales 
and profits. 

Here are some things that businesses can do to improve customer satisfaction and increase 
repeat purchases: 

• Provide high-quality products and services. 

• Offer excellent customer service. 

• Make it easy for customers to do business with you. 

• Reward loyal customers. 

• Collect and act on customer feedback. 

 

2. What are the factors that contribute to employee turnover? 

Employee turnover is the rate at which employees leave an organization. It is a natural part 
of any business, but high turnover can be costly and disruptive. There are a number of 
factors that can contribute to employee turnover, including: 

• Compensation and benefits: Employees want to be compensated fairly for their 
work and have access to a good benefits package. If employees feel that they are 
not being paid well or that their benefits are not competitive, they may be more 
likely to leave the company. 

• Job satisfaction: Employees want to be happy with their jobs and feel that they are 
making a difference. If employees are not satisfied with their jobs, they may be 
more likely to leave the company. 

• Work-life balance: Employees want to have a good work-life balance. If 
employees feel that they are overworked or that they do not have enough time for 
their personal lives, they may be more likely to leave the company. 

• Career advancement opportunities: Employees want to know that they have the 
opportunity to learn new skills and advance their careers. If employees do not see 
any opportunities for advancement, they may be more likely to leave the company. 

• Management: Employees want to have good managers who support them and 
help them to succeed. If employees feel that their managers are not supportive or 
that they are not being treated fairly, they may be more likely to leave the company. 
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Other factors that can contribute to employee turnover include: 

• Company culture: Employees want to work for companies that have a positive 
and supportive culture. If employees do not feel comfortable or accepted in the 
workplace, they may be more likely to leave. 

• Stress and burnout: Employees who are stressed or burned out are more likely to 
leave the company. 

• Personal reasons: Employees may leave the company for personal reasons, such 
as to move to a new city or to take care of a family member. 

Employers can reduce employee turnover by addressing the factors that contribute to it. 
This includes offering competitive compensation and benefits, creating a positive work 
environment, and providing employees with opportunities for growth and development. 

This are some specific things that employers can do to reduce employee turnover: 

• Conduct exit interviews to learn why employees are leaving the company. This 
feedback can be used to identify areas where the company needs to improve. 

• Survey employees regularly to gauge their satisfaction with their jobs and the 
company. This feedback can be used to make improvements and reduce turnover. 

• Offer competitive salaries and benefits. Employees want to feel like they are 
being compensated fairly and that they have a good benefits package. 

• Provide opportunities for training and development. Employees want to know that 
they have the opportunity to learn new skills and advance their careers. 

• Create a positive and supportive work environment. Employees want to feel 
comfortable and respected in the workplace. 

• Provide employees with good managers who support them and help them to 
succeed. 

 

3. What is the impact of a new marketing campaign on sales? 

The impact of a new marketing campaign on sales can vary depending on a number of 
factors, including the campaign's objectives, the target audience, and the overall 
effectiveness of the campaign. However, in general, a well-designed and executed 
marketing campaign can have a significant positive impact on sales. 
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One of the main ways that a new marketing campaign can impact sales is by increasing 
brand awareness. When consumers are more aware of a brand, they are more likely to 
consider purchasing products or services from that brand. A new marketing campaign can 
help to increase brand awareness through a variety of channels, such as advertising, public 
relations, and social media. 

Another way that a new marketing campaign can impact sales is by generating leads. Leads 
are potential customers who have expressed an interest in a product or service. A new 
marketing campaign can generate leads by offering valuable content, such as white papers, 
e-books, and webinars. The campaign can also collect leads through contact forms and 
surveys. 

Once leads have been generated, a new marketing campaign can also help to convert them 
into paying customers. This can be done by providing more information about the product 
or service, offering special discounts or promotions, and making it easy for customers to 
purchase. 

In addition to the above, a new marketing campaign can also impact sales in a number of 
other ways, such as: 

• Increasing customer loyalty 

• Repositioning a brand 

• Launching a new product or service 

• Entering a new market 

The overall impact of a new marketing campaign on sales will depend on the specific goals 
of the campaign and the effectiveness of its execution. However, in general, a well-
designed and executed marketing campaign can have a significant positive impact on sales. 

 

 

This are some examples of how new marketing campaigns have impacted sales: 
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• A new advertising campaign for a new smartphone resulted in a 20% increase in 
sales of the phone. 

• A new social media campaign for a clothing brand resulted in a 15% increase in 
website traffic and a 10% increase in sales. 

• A new email marketing campaign for a software company resulted in a 10% 
increase in lead generation and a 5% increase in sales. 

These examples show that new marketing campaigns can have a significant positive impact 
on sales. By investing in well-designed and executed marketing campaigns, businesses can 
increase brand awareness, generate leads, and convert leads into paying customers. 

 

4. What are the effects of a new policy on student achievement? 

The effects of a new policy on student achievement can vary depending on a number of 
factors, including the specific goals of the policy, the students affected by the policy, and 
the implementation of the policy. However, in general, new policies that are well-designed 
and implemented can have a positive impact on student achievement. 

Here are some examples of the effects of new policies on student achievement: 

• Reduced class sizes: Studies have shown that reducing class sizes can lead to 
improved student achievement. This is because smaller class sizes allow teachers 
to provide more individualized attention to students. 

• Increased access to high-quality early childhood education: Studies have shown 
that high-quality early childhood education can lead to improved student 
achievement later in life. This is because early childhood education helps children 
to develop the skills they need to succeed in school, such as language skills and 
literacy skills. 

• Higher standards and expectations: Studies have shown that setting and enforcing 
high standards and expectations can lead to improved student achievement. This is 
because students are more likely to rise to the challenge when they know what is 
expected of them. 

• More rigorous curriculum: Studies have shown that a rigorous curriculum can 
lead to improved student achievement. This is because a rigorous curriculum 
challenges students to think critically and solve problems. 
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• Increased use of technology in the classroom: Studies have shown that the 
effective use of technology in the classroom can lead to improved student 
achievement. This is because technology can provide students with access to a 
variety of learning resources and can help them to learn in new and innovative 
ways. 

Of course, not all new policies will have a positive impact on student achievement. It is 
important to carefully consider the potential effects of a new policy before implementing 
it. 

Here are some tips for implementing a new policy in a way that is likely to have a positive 
impact on student achievement: 

• Get input from students, teachers, and other stakeholders. This will help to ensure 
that the policy is well-designed and that it meets the needs of the students and the 
school community. 

• Provide training and support for teachers and staff. This will help to ensure that 
the policy is implemented effectively. 

• Monitor the implementation of the policy and make adjustments as needed. This 
will help to ensure that the policy is having the desired impact on student 
achievement. 

 
The research problem in Metro Cement Ltd in Uganda is that the company is facing 
challenges in terms of efficiency, costs, and customer satisfaction. In order to remain 
competitive, Metro Cement Ltd needs to find ways to improve its performance in these 
areas. 

The research will use the Total Quality Management (TQM) model as a framework to 
identify and implement practices that will help the company improve its performance. The 
research will be conducted over a period of six months, and it will involve a team of 
researchers with expertise in quality management, operations management, and 
organizational behaviour. with expertise in quality management, operations management, 
and organizational behaviour. with expertise in quality management 

The research is expected to make a significant contribution to the understanding of how 
Metro Cement Ltd can improve its performance. The research will also provide the 
company with a roadmap for implementing practices that will help it to improve its 
efficiency, reduce costs, and increase customer satisfaction. 
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Here are some specific practices that Metro Cement Ltd could implement to improve its 
performance: 

• Customer focus: Metro Cement Ltd could focus on understanding the needs of its 
customers and meeting those needs through the continuous improvement of its 
products and services. This could involve conducting customer surveys, focus 
groups, and interviews. 

• Continuous improvement: Metro Cement Ltd could commit to continuous 
improvement and constantly look for ways to improve its products, services, 
processes, and people. This could involve establishing a continuous improvement 
team, setting goals, and tracking progress. 

• Employee involvement: Metro Cement Ltd could involve its employees in 
decision-making and problem-solving. This could involve creating employee 
suggestion boxes, holding regular meetings, and giving employees the opportunity 
to participate in quality circles. 

• Fact-based decision-making: Metro Cement Ltd could make decisions based on 
facts, not on gut instinct. This could involve collecting data, analyzing it, and using 
it to make informed decisions. 

• Teamwork: Metro Cement Ltd could work together as teams. This could involve 
cross-training employees, creating teams to work on specific projects, and 
rewarding teamwork. 

• Continuous learning: Metro Cement Ltd could commit to continuous learning and 
provide opportunities for its employees to learn new skills and to develop their 
knowledge. This could involve providing training, sending employees to 
conferences, and encouraging them to read books and articles. 

 

 

By following these tips, Metro Cement Ltd can improve its performance and become a 
more successful company. 

Here are some of the challenges that Metro Cement Ltd is facing: 
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• Increased competition from foreign firms: The cement industry in Uganda is 
becoming increasingly competitive, with foreign firms entering the market. This is 
putting pressure on Metro Cement Ltd to reduce its costs and improve its products 
and services. 

• Rising costs: The cost of raw materials, energy, and labour is rising, which is 
putting pressure on Metro Cement Ltd.’s margins. 

• Shortage of skilled labour: There is a shortage of skilled labour in the cement 
industry in Uganda, which is making it difficult for Metro Cement Ltd to attract 
and retain qualified employees 

 
1. Production efficiency: Metro Cement Uganda may be facing a production efficiency 
problem, where the company is not producing cement products as efficiently as possible. 
This can lead to increased costs and decreased profitability. 
 
2. Supply chain management: The company may be facing supply chain management 
problems, such as delays in the delivery of raw materials or finished products. This can 
lead to production delays and negatively impact customer satisfaction. 
 
3. Employee engagement and retention: Metro Cement Uganda may be facing employee 
engagement and retention issues, where employees are not motivated to perform to their 
full potential or are leaving the company at a high rate. This can lead to decreased 
productivity and increased recruitment and training costs. 
 
4 . Quality control: The company may be facing quality control issues, where the quality 
of the cement products produced is not meeting customer expectations. This can lead to 
decreased customer satisfaction and negative impacts on the company's reputation. 

 
.3.2 Operationalization of Theoretical Constructs 
 
Operationalization is the process of turning abstract concepts into measurable variables. It 
is an important part of the research process, as it allows researchers to collect data on the 
concepts that they are interested in studying. 

There are a number of ways to operationalize theoretical constructs. One common approach 
is to use a scale. A scale is a series of questions that are designed to measure a particular 
concept. For example, a scale could be used to measure customer satisfaction, employee 
morale, or student achievement. 
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Another approach to operationalizing theoretical constructs is to use a behavioural 
measure. A behavioural measure is a record of an individual's behaviour. For example, a 
researcher could use a behavioural measure to track the number of times that a student 
visits the library or the number of times that an employee calls in sick. 

The choice of operationalization method will depend on the specific research question that 
is being asked. If the researcher is interested in measuring a complex concept, such as 
customer satisfaction, then a scale may be the best option. If the researcher is interested in 
measuring a more straightforward concept, such as employee attendance, then a 
behavioural measure may be the best option. 

It is important to note that operationalization is not a one-size-fits-all approach. The best 
way to operationalize a theoretical construct will vary depending on the specific research 
question and the specific context in which the research is being conducted. 

Here are some examples of operationalization: 

• Customer satisfaction: A researcher could use a scale to measure customer 
satisfaction. The scale could ask questions about how satisfied customers are with 
the product or service, the customer service, and the overall experience and the 
results which we got were good. 

• Employee morale: A researcher could use a scale to measure employee morale. The 
scale could ask questions about how satisfied employees are with their job, their 
supervisor, and the company. 

• Student achievement: A researcher could use a behavioural measure to track 
student achievement. The researcher could track the students' grades, their test 
scores, and their attendance. 

 
 
To operationalize the theoretical constructs of Total Quality Management (TQM), Theory 
of Reasoned Action (TRA), and Human Society Theory, the following measures can be 
taken: 
1. TQM: The implementation of TQM can be operationalized through the use of quality 
improvement initiatives such as process mapping, customer feedback analysis, continuous 
improvement programs, and employee training and involvement. 
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2. TRA: To operationalize TRA, employee attitudes and beliefs towards TQM can be 
measured through surveys, interviews, or focus group discussions. The data collected can 
be used to develop strategies to promote positive attitudes and beliefs towards TQM and 
encourage employee participation in quality improvement initiatives. 
3. Human Society Theory: The operationalization of Human Society Theory can be 
achieved through the implementation of leadership development programs that promote a 
positive work environment, recognition, and rewards for quality improvement efforts, and 
employee involvement in decision-making. 
 
By operationalizing these theoretical constructs, Metro Cement can improve the 
effectiveness of its TQM initiatives, promote positive attitudes and beliefs towards quality 
improvement, and create a culture of collaboration and teamwork that involves employees 
in decision-making and promotes leadership development.  
 
3.3 Research Purpose and Questions 
The purpose of this research is to identify the specific challenges faced by Metro Cement 
in implementing TQM and develop strategies to overcome these challenges to achieve 
successful implementation and improve the quality of their cement products. The purpose  
to overcome these challenges to achieve successful implementation and  
Research Questions: 
1. What are the specific challenges faced by Metro Cement in implementing TQM?  
2.How can Metro Cement overcome these challenges to achieve successful implementation 
of TQM?  
3. What are the benefits of implementing TQM for Metro Cement in terms of product 
quality and overall business performance? 
4. How can employee attitudes and beliefs towards TQM be measured, and how do they 
impact the success of TQM implementation at Metro Cement? 
5.What leadership strategies can Metro Cement implement to create a positive work 
environment that fosters employee engagement and participation in TQM initiatives?  
 
By answering these research questions, Metro Cement can gain insights into the specific 
challenges they face in implementing TQM and how to overcome them to achieve quality 
improvement goals. The research can also provide a better understanding of the benefits of 
TQM implementation and the strategies that can be used to promote employee engagement 
and leadership development for successful TQM implementation.  
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1. What are the specific challenges faced by Metro Cement in implementing 
TQM? 

Metro Cement may face the following specific challenges in implementing TQM: 

• Resistance to change: TQM requires a significant change in the way that a 
company operates. This can be met with resistance from employees at all levels of 
the organization. 

• Lack of training and resources: TQM requires employees to have a good 
understanding of the principles and practices of TQM. This may require training 
and resources that Metro Cement does not currently have in place. 

• Cultural barriers: TQM is a Japanese philosophy and management approach. It 
may be difficult to implement TQM in a company with a different culture. 

• Cost: Implementing TQM can be expensive, especially in the early stages. Metro 
Cement will need to invest in training, resources, and other costs associated with 
implementing TQM. 

• Time: Implementing TQM takes time. It is not a quick fix. Metro Cement will 
need to be patient and give the TQM process time to work. 

In addition to the above challenges, Metro Cement may also face specific challenges 
related to its industry and the specific TQM practices that it chooses to implement. For 
example, Metro Cement may face challenges in implementing TQM practices related to 
process control, quality assurance, and customer satisfaction. 

Despite the challenges, Metro Cement can overcome them and successfully implement 
TQM by carefully planning and executing the implementation process. Metro Cement 
should also involve employees at all levels of the organization in the TQM process and 
provide them with the training and resources they need to be successful. 

Here are some tips for Metro Cement to overcome the challenges of implementing TQM: 

• Get buy-in from top management. TQM needs to be supported by top 
management in order to be successful. Metro Cement's top management should 
clearly articulate the importance of TQM and the benefits that it can bring to the 
company. 

• Develop a clear and concise TQM plan. The TQM plan should outline the 
company's goals for TQM, the specific TQM practices that will be implemented, 
and the timeline for implementation. 
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• Provide training to all employees on TQM. All employees need to have a good 
understanding of the principles and practices of TQM in order to be successful. 
Metro Cement should provide training to all employees on TQM. 

• Measure and track progress. Metro Cement should measure and track its progress 
towards its TQM goals. This will help to identify areas where the company is doing 
well and areas where improvement is needed. 

• Celebrate successes. It is important to celebrate successes along the way. This will 
help to keep employees motivated and engaged in the TQM process. 

By following these tips, Metro Cement can increase its chances of successfully 
implementing TQM and achieving its TQM goals. 

2. How can Metro Cement overcome these challenges to achieve successful 
implementation of TQM? 

Metro Cement can overcome the challenges of implementing TQM by taking the following 
steps: 

• Get buy-in from top management. TQM requires the support of top management 
in order to be successful. Metro Cement's top management should clearly articulate 
the importance of TQM and the benefits that it can bring to the company. Top 
management should also provide the resources and support that employees need to 
implement TQM. 

• Develop a clear and concise TQM plan. The TQM plan should outline the 
company's goals for TQM, the specific TQM practices that will be implemented, 
and the timeline for implementation. The plan should be developed with input from 
employees at all levels of the organization. 

• Provide training to all employees on TQM. All employees need to have a good 
understanding of the principles and practices of TQM in order to be successful. 
Metro Cement should provide training to all employees on TQM. The training 
should be tailored to the specific needs of the company and its employees. 

• Measure and track progress. Metro Cement should measure and track its progress 
towards its TQM goals. This will help to identify areas where the company is doing 
well and areas where improvement is needed. Metro Cement can use a variety of 
methods to measure and track progress, such as surveys, focus groups, and key 
performance indicators (KPIs). 

• Celebrate successes. It is important to celebrate successes along the way. This will 
help to keep employees motivated and engaged in the TQM process. Metro Cement 
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can celebrate successes in a variety of ways, such as company-wide 
announcements, employee recognition programs, and awards. 

In addition to the above steps, Metro Cement can also overcome the challenges of 
implementing TQM by: 

• Creating a culture of continuous improvement. TQM is an ongoing process, not a 
one-time event. Metro Cement should create a culture of continuous improvement, 
where employees are encouraged to identify and implement new ways to improve 
the company's processes and products. 

• Empowering employees. Employees need to feel empowered to make decisions 
and take action on their own. Metro Cement should empower employees to make 
decisions about their work and to implement their suggestions for improvement. 

• Communicating effectively. Communication is essential for the success of any 
TQM program. Metro Cement should communicate effectively with employees 
about the TQM process, the company's TQM goals, and the progress that is being 
made towards those goals. 

By taking these steps, Metro Cement can overcome the challenges of implementing TQM 
and achieve successful implementation. 

Here are some additional tips for Metro Cement: 

• Start with a pilot program. Metro Cement may want to start by implementing 
TQM in a pilot program. This will allow the company to test the TQM process and 
make adjustments before implementing it throughout the company. 

• Use a TQM consultant. Metro Cement may want to hire a TQM consultant to help 
the company develop and implement its TQM program. A TQM consultant can 
provide guidance and support throughout the implementation process. 

• Be patient. TQM is an ongoing process. It takes time to implement TQM and to 
see results. Metro Cement should be patient and give the TQM process time to 
work. 
 

3. What are the benefits of implementing TQM for Metro Cement in terms of 
product quality and overall business performance? 

Metro Cement can expect the following benefits from implementing TQM in terms of 
product quality and overall business performance: 
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Improved product quality: TQM focuses on continuous improvement of processes and 
products. By implementing TQM practices, Metro Cement can identify and eliminate the 
root causes of defects, which will lead to improved product quality. 
Reduced costs: TQM can help Metro Cement to reduce costs by eliminating waste and 
improving efficiency. For example, TQM can help Metro Cement to reduce the amount of 
scrap and rework that it produces. 
Increased customer satisfaction: TQM focuses on meeting and exceeding customer 
expectations. By implementing TQM practices, Metro Cement can improve its customer 
satisfaction by providing high-quality products and services. 
Improved employee morale: TQM creates a culture of teamwork and continuous 
improvement. This can lead to improved employee morale and increased productivity. 
Increased market share: By improving its product quality, reducing costs, and increasing 
customer satisfaction, Metro Cement can increase its market share. 
In addition to the above benefits, TQM can also help Metro Cement to: 
Become more competitive: TQM can help Metro Cement to become more competitive by 
helping the company to improve its products and services, reduce costs, and increase 
efficiency. 
Improve its environmental performance: TQM can help Metro Cement to improve its 
environmental performance by reducing waste and pollution. 
Attract and retain top talent: TQM can help Metro Cement to attract and retain top talent 
by creating a positive work environment where employees are empowered to make 
decisions and contribute to the company's success. 
Overall, TQM can have a significant positive impact on Metro Cement's product quality, 
overall business performance, and competitiveness. 
Here are some examples of how TQM has benefited other companies: 
Motorola was able to reduce the number of defects in its products by 99% by implementing 
TQM. 
Toyota was able to reduce its costs by 25% by implementing TQM. 
General Electric was able to increase its customer satisfaction by 10% by implementing 
TQM. 

 
 
 

4. How can employee attitudes and beliefs towards TQM be measured, and 
how do they impact the success of TQM implementation at Metro Cement? 

Employee attitudes and beliefs towards TQM can be measured through a variety of 
methods, including: 
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Surveys: Surveys are a common way to measure employee attitudes and beliefs about 
TQM. Surveys can be administered to employees at all levels of the organization and can 
be used to measure employee satisfaction with the TQM process, their understanding of 
TQM principles and practices, and their commitment to TQM. 
Focus groups: Focus groups are another way to measure employee attitudes and beliefs 
about TQM. Focus groups allow researchers to gather in-depth feedback from employees 
about their experiences with TQM. 
Interviews: Interviews can also be used to measure employee attitudes and beliefs about 
TQM. Interviews can be used to gather feedback from employees about their specific 
experiences with TQM, as well as their overall perceptions of TQM. 
Once employee attitudes and beliefs towards TQM have been measured, Metro Cement 
can use this information to identify areas where improvement is needed. For example, if 
Metro Cement's survey results show that employees are not satisfied with the TQM 
process, the company can take steps to improve the process. 
Employee attitudes and beliefs towards TQM have a significant impact on the success of 
TQM implementation. Employees who have positive attitudes and beliefs towards TQM 
are more likely to be engaged in the TQM process and to support the implementation of 
TQM practices. This can lead to improved product quality, reduced costs, and increased 
customer satisfaction. 
Here are some specific ways that employee attitudes and beliefs impact the success of TQM 
implementation: 
Employee motivation: Employees who have positive attitudes and beliefs towards TQM 
are more likely to be motivated to implement TQM practices. This is because they believe 
that TQM will lead to improvements in the company's performance and in their own work 
lives. 
Employee engagement: Employees who have positive attitudes and beliefs towards TQM 
are more likely to be engaged in the TQM process. This is because they are interested in 
TQM and believe that they can contribute to the success of the TQM implementation. 
Employee commitment: Employees who have positive attitudes and beliefs towards TQM 
are more likely to be committed to the implementation of TQM practices. This is because 
they believe that TQM is important for the company's success and they are willing to put 
in the effort to make TQM work. 
Metro Cement can improve employee attitudes and beliefs towards TQM by: 
Communicating effectively: Metro Cement should communicate effectively with 
employees about the TQM process, the company's TQM goals, and the progress that is 
being made towards those goals. 
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Empowering employees: Metro Cement should empower employees to make decisions and 
take action on their own. This will help employees to feel ownership of the TQM process 
and to be more engaged in its implementation. 
Celebrating successes: Metro Cement should celebrate successes along the way. This will 
help to keep employees motivated and engaged in the TQM process. 
 

5. What leadership strategies can Metro Cement implement to create a positive 
work environment that fosters employee engagement and participation in 
TQM initiatives? 

Metro Cement can implement the following leadership strategies to create a positive work 
environment that fosters employee engagement and participation in TQM initiatives: 

• Set clear and concise goals: Metro Cement's leaders need to set clear and concise 
goals for the company and for the TQM implementation. These goals should be 
communicated to employees at all levels of the organization. 

• Provide regular feedback: Metro Cement's leaders need to provide regular 
feedback to employees on their performance and on the company's progress 
towards its goals. This feedback should be constructive and focused on helping 
employees to improve. 

• Empower employees: Metro Cement's leaders need to empower employees to 
make decisions and take action on their own. This will help employees to feel 
ownership of the TQM process and to be more engaged in its implementation. 

• Celebrate successes: Metro Cement's leaders need to celebrate successes along the 
way. This will help to keep employees motivated and engaged in the TQM process. 

• Create a culture of continuous improvement: Metro Cement's leaders need to 
create a culture of continuous improvement, where employees are encouraged to 
identify and implement new ways to improve the company's processes and 
products. 

In addition to the above strategies, Metro Cement's leaders can also create a positive work 
environment that fosters employee engagement and participation in TQM initiatives by: 

• Being visible and accessible: Metro Cement's leaders need to be visible and 
accessible to employees. This means that they should spend time in the workplace 
talking to employees and learning about their concerns. 

• Being supportive: Metro Cement's leaders need to be supportive of their 
employees. This means that they should provide employees with the resources and 
support they need to be successful. 
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• Being fair: Metro Cement's leaders need to be fair and consistent in their 
treatment of employees. This means that they should treat all employees with 
respect and dignity. 

• Being ethical: Metro Cement's leaders need to be ethical in their conduct. This 
means that they should make decisions that are in the best interests of the company 
and its employees. 

By implementing these leadership strategies, Metro Cement's leaders can create a positive 
work environment that fosters employee engagement and participation in TQM initiatives. 
This can lead to improved product quality, reduced costs, and increased customer 
satisfaction. 

Here are some additional tips for Metro Cement's leaders: 

• Be a role model: Metro Cement's leaders should be role models for their 
employees. This means that they should demonstrate the behaviors and attitudes 
that they want to see in their employees. 

• Create a sense of community: Metro Cement's leaders can create a sense of 
community among employees by organizing social events and team-building 
activities. This can help employees to feel more connected to the company and to 
each other. 

• Recognize and reward employees: Metro Cement's leaders should recognize and 
reward employees for their contributions to the company. This can help to motivate 
employees and to show them that their work is appreciated. 

 
 

 
 
 
 
 
 
3.4 Research Design 
The research design for the study on total quality management practices and performance 
of manufacturing firms in Uganda, with a case study of Metro Cement Ltd, may involve 
the following components: with a case study of Metro Cement Ltd, may involve the: 
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*Research approach: The study may adopt a quantitative research approach to examine 
the relationship between total quality management practices and the performance of 
manufacturing firms in Uganda. This may involve collecting numerical data through 
surveys and statistical analysis of the data. 

 
*Research design: The study may use a cross-sectional research design, where data is 
collected at a single point in time. This may involve collecting data from Metro Cement 
Ltd and other manufacturing firms in Uganda. 

 
*Sampling: The study may use a random sampling technique to select participants from 
the population of manufacturing firms in Uganda. The sample size may be determined 
using statistical power analysis to ensure that it is representative of the population. 
 
*Data collection: The study may use a structured questionnaire to collect data from 
participants. The questionnaire may be designed to collect information on total quality 
management practices and performance measures, such as quality, productivity, and 
customer satisfaction. 

 
*Data analysis: The study may use statistical techniques, such as regression analysis, to 
examine the relationship between total quality management practices and performance of 
manufacturing firms in Uganda. The analysis may also involve comparing the performance 
of Metro Cement Ltd with other manufacturing firms in Uganda. 

 
*Ethical considerations: The study may ensure that ethical considerations are taken into 
account, such as obtaining informed consent from participants, ensuring confidentiality of 
data, and avoiding any harm to participants. 

 
The research design for investigating the challenges faced by Metro Cement in 
implementing TQM and developing strategies to overcome these challenges can be a 
mixed-methods approach that combines both qualitative and quantitative research 
methods.  
 
✓ Qualitative research methods such as interviews, focus group discussions, and case 

studies can be used to explore employee attitudes and beliefs towards TQM, 
identify specific challenges faced by Metro Cement in implementing TQM, and 
develop strategies to overcome these challenges.  

✓ Quantitative research methods such as surveys can be used to measure employee 
attitudes and beliefs towards TQM and assess the effectiveness of TQM 
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implementation in improving the quality of Metro Cement's cement products and 
overall business performance.  

✓ The research design can also include a review of relevant literature on TQM 
implementation in the construction industry and best practices for promoting 
employee engagement and leadership development in TQM initiatives.  

✓ The data collected can be analyzed using statistical software and qualitative data 
analysis software to identify patterns, themes, and relationships. The findings can 
be presented using tables, graphs, and charts to facilitate data interpretation and to 
support the development of recommendations for improving TQM implementation 
at Metro Cement.  

 
 
 Research Hypotheses 

Facilitate data interpretation and support the improved TQM implementation at 
Metro Cement Ltd 

•  Hypothesis 1: TQM has led to improved quality of products and services at Metro 
Cement Ltd. 

• Hypothesis 2: TQM has led to increased efficiency at Metro Cement Ltd. 

• Hypothesis 3: TQM has led to reduced costs at Metro Cement Ltd. 

• Hypothesis 4: TQM has led to improved customer satisfaction at Metro Cement 
Ltd. 

If these hypotheses are supported by research, it would suggest that TQM can be 
an effective way for Metro Cement Ltd. to improve its performance. 

 

 

 

Here are some additional research questions that I had explored: 

• How can TQM be implemented effectively at Metro Cement Ltd.? 
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• What are the challenges of implementing TQM at Metro Cement Ltd.? 

• What are the benefits of implementing TQM at Metro Cement Ltd.? 

• How can Metro Cement Ltd. sustain the benefits of TQM? 

These research questions could be explored through qualitative research methods, such as 
interviews and focus groups, or quantitative research methods, such as surveys and 
questionnaires. cement and leadership development in TQM initiatives.  

InternalChallengess 

• Lack of leadership: TQM requires strong leadership from the top down. If there is 
no clear vision for TQM or if there is no commitment from senior management, it 
will be difficult to implement TQM successfully. 

• Lack of resources: TQM can be a resource-intensive initiative. If Metro Cement 
Ltd does not have the time, money, or people to implement TQM, it will be difficult 
to be successful. But that situation didn’t accrue  

• Lack of employee buy-in: TQM requires the participation of all employees. The 
employees had understood TQM or if they do not see the value in it, it will be 
difficult to implement TQM successfully. 

• Lack of training: TQM requires training for all employees. All the employees are 
trained on MCL.  

• Lack of measurement: TQM requires a way to measure progress.If  Metro Cement 
Ltd does not have a way to measure the effectiveness of TQM initiatives, it will be 
difficult to know whether or not TQM is successful. 

• Lack of communication: TQM requires effective communication throughout the 
organization. If Metro Cement Ltd does not communicate effectively about TQM, 
it will be difficult to get everyone on board and to keep everyone informed about 
progress. 

• Lack of patience: TQM is a long-term initiative. It takes time to see results from 
TQM initiatives. If Metro Cement Ltd is not patient, it will be difficult to sustain 
TQM efforts. da as we see episode  

Despite these challenges, TQM can be a successful strategy for Metro Cement Ltd in 
Uganda. By addressing these challenges, Metro Cement Ltd can improve its performance 
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and become a more successful company. Songs that come like rhythms romance and 
become a more successful company.in mysterious system tow 

Here are some specific strategies that Metro Cement Ltd can implement to overcome these 
challenges: 

• Leadership: Metro Cement Ltd can ensure that there is strong leadership for TQM 
by creating a TQM champion, providing training for senior management on TQM, 
and setting clear goals for TQM. 

• Resources: Metro Cement Ltd can ensure that they have the resources to implement 
TQM by budgeting for TQM initiatives, allocating time for TQM activities, and 
hiring TQM consultants. 

• Employee buy-in: Metro Cement Ltd can ensure that employees understand and 
support TQM by communicating the benefits of TQM, by providing training on 
TQM, and by rewarding employees for their participation in TQM initiatives. 

• Training: Metro Cement Ltd can ensure that all employees are trained on TQM by 
providing training on TQM principles and practices, by creating a TQM training 
program, and by providing opportunities for employees to learn about TQM on the 
job. 

• Measurement: Metro Cement Ltd can ensure that they are measuring the 
effectiveness of TQM initiatives by developing TQM metrics, tracking TQM 
progress, and by analysing TQM data. 

• Communication: Metro Cement Ltd can ensure that they are communicating 
effectively about TQM by communicating regularly about TQM, by using a variety 
of communication channels, and by making sure that everyone in the organization 
understands TQM. 

• Patience: Metro Cement Ltd can ensure that they are patient with TQM by setting 
realistic expectations, celebrating small wins, and continuing to invest in TQM. 
Despite these challenges, TQM can be a successful strategy for Metro C 

 
External Challenges: 

• Economic conditions: Economic conditions can have a significant impact on the 
success of TQM. If the economy is in a recession, companies may be less likely to 
invest in TQM initiatives. 
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• Competition: The level of competition in the industry can also impact the success 
of TQM. If there is a lot of competition, companies may need to focus on reducing 
costs and improving efficiency in order to remain competitive. 

• Technology: Technological advancements can make it difficult for companies to 
keep up with the latest trends. This can make it difficult to implement TQM 
initiatives, as they may require the use of new technologies. 

• Regulations: Government regulations can also impact the success of TQM. If there 
are a lot of regulations, companies may need to spend more time and resources on 
compliance, which can make it difficult to implement TQM initiatives. 

• Culture: The culture of a company can also impact the success of TQM. If the 
culture is not supportive of change, it can be difficult to implement TQM initiatives. 

Despite these challenges, TQM can be a successful strategy for Metro Cement Ltd in 
Uganda. By addressing these challenges, Metro Cement Ltd can improve their performance 
and become a more successful company. 

Here are some specific strategies that Metro Cement Ltd can implement to overcome these 
challenges: 

• Economic conditions: Metro Cement Ltd can mitigate the impact of economic 
conditions by developing a strong financial plan and by building a strong 
relationship with its customers. 

• Competition: Metro Cement Ltd can compete with other companies by focusing on 
quality, customer service, and innovation. 

• Technology: Metro Cement Ltd can stay up-to-date on the latest technologies by 
investing in training and by partnering with technology companies. 

• Regulations: Metro Cement Ltd can comply with government regulations by hiring 
experts, by developing a compliance plan, and by monitoring their compliance 
efforts. 

• Culture: Metro Cement Ltd can create a culture that is supportive of change by 
communicating the benefits of TQM, providing training, and rewarding employees 
for their participation in TQM initiatives. 

 
3.5 Population and Sample 
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The population for this research includes all employees of Metro Cement in Uganda who 
are involved in the production and delivery of cement products. The sample can be selected 
using a stratified sampling technique to ensure that employees from different departments 
and levels of the organization are represented.  
For qualitative data collection methods such as interviews and focus group discussions, a 
purposive sampling technique can be used to select participants who have relevant 
knowledge and experience in TQM implementation at Metro Cement.  
For quantitative data collection methods such as surveys, a random sampling technique can 
be used to select participants from the identified strata. The sample size can be determined 
using a sample size calculator, taking into consideration the level of precision required and 
the variability of the population.  
The sample may include employees from the production department, quality control 
department, logistics department, and management levels. The sample may also include 
customers who have used Metro Cement's cement products to gather their feedback on the 
quality of products and customer service. 
 
Population and sample are two important concepts in statistics. Population refers to the 
entire group of individuals that you are interested in studying. Sample refers to a subset of 
the population that you actually collect data from. 

There are a number of reasons why you might want to use a sample instead of the entire 
population. One reason is that it can be time-consuming and expensive to collect data from 
an entire population. Another reason is that it may not be possible to collect data from 
everyone in the population, such as if the population is very large or if the population is 
spread out over a large area. 

When choosing a sample, it is important to make sure that the sample is representative of 
the population. This means that the sample should have the same characteristics as the 
population, such as the same age distribution, the same gender distribution, and the same 
income distribution. 

There are a number of ways to choose a representative sample. One common approach is 
to use a random sample. A random sample is a sample in which each individual in the 
population has an equal chance of being selected. 

Another approach to choosing a representative sample is to use a stratified sample. A 
stratified sample is a sample in which the population is divided into groups or strata, and 
then a random sample is selected from each group. 
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The size of the sample will depend on the size of the population and the level of precision 
that you need. In general, the larger the sample, the more precise your results will be. 

Once you have collected your data, you can use statistical methods to analyze the data and 
make inferences about the population. 

Here are some of the benefits of using a sample instead of the entire population: 

• Time and cost savings: It is often much faster and cheaper to collect data from a 
sample than from the entire population. 

• Feasibility: It may not be possible to collect data from everyone in the population, 
such as if the population is very large or if the population is spread out over a large 
area. 

• Representativeness: A sample can be representative of the population, meaning that 
the sample has the same characteristics as the population. This allows you to make 
inferences about the population based on the sample. 

Here are some of the challenges of using a sample instead of the entire population: 

• Sampling error: There is always some chance that the sample will not be 
representative of the population. This is called sampling error. 

• Bias: There is always some chance that the sample will be biased. This means that 
the sample will not accurately reflect the population. 

• Interpretation: It can be difficult to interpret the results of a study that uses a sample. 
This is because the results of the study may not be generalizable to the entire 
population. 

Overall, using a sample instead of the entire population can be a good way to collect data. 
However, it is important to be aware of the challenges of using a sample and to take steps 
to minimize these challenges. 

The population for the study on total quality management practices and performance of 
manufacturing firms in Uganda, with a case study of Metro Cement Ltd, would be all 
manufacturing firms in Uganda. The sample for the study would be a subset of this 
population, selected using a random sampling technique. 
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The sample size would be determined based on statistical power analysis to ensure that it 
is representative of the population. The sample may include a certain number of 
manufacturing firms in Uganda, including Metro Cement Ltd, that meet the inclusion 
criteria for the study. Uganda, including Metro Cement Ltd, meet the inclusion criteria  
Inclusion criteria may include manufacturing firms that have been in operation for a certain 
period of time, have a certain number of employees, and have implemented total quality 
management practices. The sample may also include firms from different manufacturing 
sectors to ensure a diverse representation of the manufacturing industry in Uganda. 

 
Data would be collected from the selected sample using a structured questionnaire to obtain 
information on total quality management practices and performance measures, such as 
quality, productivity, and customer satisfaction. 
 
3.6 Participant Selection 
 
Participant selection is the process of choosing participants for a research study. It is 
important to select participants who are representative of the population that you are 
interested in studying. This will help to ensure that the results of your study are 
generalizable to the population. 

 

 

There are a number of factors to consider when selecting participants, including: 

• Age: The age of the participants should be appropriate for the study. For example, 
if you are studying the effects of a new drug on children, then you should only 
select children as participants. 

• Gender: The gender of the participants should be representative of the population 
that you are interested in studying. For example, if you are studying the effects of 
a new drug on anxiety, then you should select a sample of participants that is 
representative of the gender distribution of people with anxiety. 

• Race/ethnicity: The race/ethnicity of the participants should be representative of 
the population that you are interested in studying. For example, if you are studying 
the effects of a new drug on heart disease, then you should select a sample of 
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participants that is representative of the race/ethnicity distribution of people with 
heart disease. 

• Socioeconomic status: The socioeconomic status of the participants should be 
representative of the population that you are interested in studying. For example, if 
you are studying the effects of a new drug on education, then you should select a 
sample of participants that is representative of the socioeconomic status distribution 
of people with different levels of education. 

• Health status: The health status of the participants should be appropriate for the 
study. For example, if you are studying the effects of a new drug on pain, then you 
should only select participants who are in pain. 

• Voluntary participation: The participants should be willing to participate in the 
study. This means that they should understand the study and its procedures, and 
they should agree to participate voluntarily. 

It is important to note that there are ethical considerations involved in participant selection. 
For example, it is not ethical to exclude participants based on their race/ethnicity or 
socioeconomic status. It is also important to make sure that the participants are not harmed 
by the study. 

 

 

Here are some of the benefits of selecting participants carefully: 

• Representativeness: A sample that is representative of the population will allow 
you to make inferences about the population based on the sample. 

• Validity: A sample that is selected carefully will increase the validity of your study. 
This means that the results of your study are more likely to be accurate. 

• Ethics: Selecting participants carefully can help to ensure that your study is 
conducted in an ethical manner. 

Here are some of the challenges of selecting participants carefully: 
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• Time and cost: It can be time-consuming and expensive to select participants 
carefully. 

• Complexity: It can be difficult to select participants who are representative of the 
population and who meet the criteria for the study. 

• Bias: There is always some chance that the sample will be biased. This means that 
the sample will not accurately reflect the population. 

The participant selection process for this research will involve identifying employees and 
customers who are involved in or have knowledge of the production and delivery of cement 
products at Metro Cement in Uganda.  
 
For qualitative data collection methods such as interviews and focus group discussions, 
participants will be purposively selected based on their knowledge, experience, and 
involvement in TQM implementation at Metro Cement. This may include employees from 
different levels and departments of the organization, including production, quality control, 
logistics, and management levels. 
 
For quantitative data collection methods such as surveys, a random sampling technique 
will be used to select participants from the identified strata. Participants will be selected 
randomly to ensure that each employee or customer has an equal chance of being selected 
for the study. 
 
 
 
Informed consent will be obtained from all participants before data collection, and they 
will be informed about the purpose and nature of the research, their rights as participants, 
and the confidentiality of the data collected. Participants will also be given the option to 
withdraw from the study at any time without any consequences.  
 
For the study on total quality management practices and performance of manufacturing 
firms in Uganda, with a case study of Metro Cement Ltd, the participants would be selected 
using a random sampling technique to ensure that the sample is representative of the 
population. 

 
The inclusion criteria for the study may include manufacturing firms in Uganda that have 
been in operation for a certain period of time, have a certain number of employees, and 
have implemented total quality management practices. The sample may also include firms 



 

101 | P a g e  
 

 

from different manufacturing sectors to ensure a diverse representation of the 
manufacturing industry in Uganda. In minde fully peace production there is a method 
Once the sample is selected, the study may involve contacting the participants and 
requesting their participation in the study. This may involve sending out invitations to 
participate in the study, along with a brief explanation of the study's purpose and 
instructions on how to complete the questionnaire. 

 
The participants may be assured of the confidentiality of their responses and informed that 
their participation is voluntary. The study may also provide an incentive for participation, 
such as a gift card or a chance to win a prize, to encourage participation. 
 
Overall, the participant selection process for the study on total quality management 
practices and performance of manufacturing firms in Uganda, with a case study of Metro 
Cement Ltd, would involve random sampling of manufacturing firms in Uganda that meet 
the inclusion criteria for the study and inviting them to participate in the stud 
 
lack of retention strategy 
A lack of retention strategy can lead to a number of problems for an organization, 
including: 

• Increased costs: Replacing employees can be costly, as it requires time and 
resources to recruit, hire, and train new employees. 

• Reduced productivity: When employees leave, they take their knowledge and 
experience with them. This can lead to a decline in productivity, as new employees 
need time to learn the ropes. 

• Damaged morale: When employees see their colleagues leaving, they may start to 
question their own commitment to the organization. This can lead to a decrease in 
morale and a decline in productivity. 

• Increased turnover: A lack of retention strategy can lead to a vicious cycle, as high 
turnover rates can make it even more difficult to attract and retain top talent. 

There are a number of things that organizations can do to develop and implement a 
retention strategy, including: 
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• Set clear goals and expectations: Employees need to know what is expected of them 
in order to be successful. Organizations should set clear goals and expectations for 
their employees, and provide regular feedback on their performance. 

• Provide opportunities for growth and development: Employees want to feel like 
they are growing and developing in their careers. Organizations should provide 
opportunities for employees to learn new skills and take on new challenges. 

• Create a positive work environment: Employees want to work in a place where they 
feel valued and respected. Organizations should create a positive work environment 
where employees feel comfortable and supported. 

• Reward and recognize employees: Employees want to be recognized for their hard 
work. Organizations should reward and recognize employees for their 
contributions. 

By developing and implementing a retention strategy, organizations can reduce turnover 
rates, improve morale, and increase productivity. 

Here are some additional tips for developing a retention strategy: 

• Conduct employee surveys: Employee surveys can provide valuable insights into 
employee satisfaction and retention. 

• Meet with employees regularly: Regularly meeting with employees can help to 
build relationships and identify potential problems. 

• Offer flexible work arrangements: Flexible work arrangements can help employees 
balance their work and personal lives. 

• Provide competitive compensation and benefits: Competitive compensation and 
benefits can help to attract and retain top talent. 

• Invest in employee development: Investing in employee development can help 
employees grow and develop in their careers. 

• Create a positive work culture: A positive work culture can help employees feel 
valued and respected. 

 
 
 
These are some of the lacks of retention in Metro 
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• Lack of awareness: Metro Cement Ltd may not be aware of the importance of 
employee retention. They may not realize that it costs more to hire and train a new 
employee than it does to keep an existing employee. 

• Lack of resources: Metro Cement Ltd may not have the resources to invest in 
employee retention. They may not have the budget to provide competitive salaries, 
benefits, or training programs. 

• Lack of leadership: Metro Cement Ltd may not have a strong leader who is 
committed to employee retention. The CEO or other senior executives may not see 
employee retention as a priority. 

• Lack of communication: Metro Cement Ltd may not communicate effectively with 
their employees. They may not regularly share information about the company's 
performance, goals, or plans. This can lead to employees feeling disengaged and 
unappreciated. 

• Lack of trust: Metro Cement Ltd may not have a culture of trust. Employees may 
not feel like they can trust their managers or the company. This can lead to 
employees feeling undervalued and unmotivated. 

• Lack of opportunities: Metro Cement Ltd may not provide employees with 
opportunities for growth and development. Employees may feel like they are stuck 
in a dead-end job. This can lead to employees feeling bored and unchallenged. 

These are just some of the reasons why Metro Cement Ltd in Uganda may lack a retention 
strategy. By addressing these issues, Metro Cement Ltd can improve its employee retention 
and create a more positive work environment. 

Here are some specific strategies that Metro Cement Ltd can implement to improve 
employee retention: 

• Create a culture of trust: Metro Cement Ltd can create a culture of trust by being 
transparent with employees, providing regular feedback, and being fair in decision-
making. 

• Provide opportunities for growth and development: Metro Cement Ltd can provide 
employees with opportunities for growth and development by offering training 
programs, tuition reimbursement, and promotions. 
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• Communicate effectively: Metro Cement Ltd can communicate effectively with 
employees by regularly sharing information about the company's performance, 
goals, and plans. 

• Recognize and reward employees: Metro Cement Ltd can recognize and reward 
employees for their hard work and achievements. This can be done through formal 
awards programs, informal recognition, and monetary rewards. 

• Invest in employee wellness: Metro Cement Ltd can invest in employee wellness 
by providing health insurance, paid time off, and wellness programs. 

• Create a positive work environment: Metro Cement Ltd can create a positive work 
environment by providing a safe and comfortable workplace, fostering teamwork, 
and celebrating successes. 
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3.7 Instrumentation 
 
Instrumentation is the use of instruments and devices to measure, record, and control 
physical quantities. Instrumentation is used in a wide variety of industries, including the 
cement industry. 
Metro Cement Ltd. uses a variety of instruments to monitor and control its cement 
production process. Some of the most common instruments used in the cement industry 
include: 

1. Temperature sensors: Temperature sensors are used to measure the temperature of 
the raw materials, the kiln, and the finished product. 

2. Pressure sensors: Pressure sensors are used to measure the pressure of the gases and 
liquids used in the cement production process. 

3. Flow meters: Flow meters are used to measure the flow of raw materials, fuel, and 
other fluids used in the cement production process. 

4. Level sensors: Level sensors are used to measure the level of raw materials, fuel, 
and other fluids in tanks and silos. 

5. Weighing scales: Weighing scales are used to weigh raw materials and finished 
products. 

 
Metro Cement Ltd. also uses a variety of instruments to control its cement production 
process. Some of the most common instruments used in the cement industry include: 

• Controllers: Controllers are used to control the temperature, pressure, flow, and 
level of the raw materials and finished products used in the cement production 
process. 

• Actuators: Actuators are used to open and close valves, control the speed of motors 
and perform other actions to control the cement production process. 

Instrumentation is essential for the efficient and safe operation of a cement plant. By using 
instrumentation, Metro Cement Ltd. is able to ensure that its cement production process is 
running smoothly and that the quality of its cement is consistently high. 
Here are some specific examples of instrumentation used in Metro Cement Ltd. Uganda: 

• Kiln temperature sensors: Kiln temperature sensors are used to measure the 
temperature of the kiln, which is critical for the production of high-quality cement. 

• Grinder temperature sensors: Grinder temperature sensors are used to measure the 
temperature of the grinder, which helps to ensure that the cement is ground to the 
correct particle size. 
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• Flow meters: Flow meters are used to measure the flow of raw materials, fuel, and 
other fluids used in the cement production process. This information is used to 
control the process and ensure that the correct amount of each material is used. 

• Level sensors: Level sensors are used to measure the level of raw materials, fuel, 
and other fluids in tanks and silos. This information is used to control the process 
and ensure that the tanks and silos do not overflow. 

• Weighing scales: Weighing scales are used to weigh raw materials and finished 
products. This information is used to control the process and ensure that the correct 
amount of each material is used. 

 
Metro Cement Ltd. also uses a variety of instruments to control its cement production 
process. For example, the company uses controllers to control the temperature, pressure, 
flow, and level of the raw materials and finished products used in the cement production 
process. The company also uses actuators to open and close valves, control the speed of 
motors, and perform other actions to control the cement production process. 
Instrumentation is essential for the efficient and safe operation of a cement plant. By using 
instrumentation, Metro Cement Ltd. is able to ensure that its cement production process is 
running smoothly and that the quality of its cement is consistently high. 
Instrumentation is a broad term that encompasses the design, development, and use of 
measuring instruments. Instrumentation is used in a wide variety of fields, including 
science, engineering, medicine, and industry. 

Measuring instruments are used to collect data about physical quantities, such as 
temperature, pressure, and flow rate. This data can then be used to make measurements, to 
control processes, and to improve understanding of the physical world. 

Instrumentation engineers design and develop measuring instruments. They work with a 
wide range of technologies, including electronics, mechanics, and software. 
Instrumentation engineers must have a strong understanding of physics and mathematics, 
as well as the ability to solve problems and to work with a variety of people. 

Instrumentation is a rapidly growing field, as new technologies are developed and new 
applications for measuring instruments are found. Instrumentation engineers are in high 
demand, and they can find rewarding careers in a variety of settings. 
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Here are some of the different types of instrumentation: 

• Mechanical instruments: Mechanical instruments use physical principles, such as 
the expansion of a liquid or the deflection of a spring, to measure physical 
quantities. 

• Electrical instruments: Electrical instruments use electrical principles, such as the 
flow of current or the voltage difference, to measure physical quantities. 

• Electronic instruments: Electronic instruments use electronic principles, such as the 
amplification of signals, to measure physical quantities. 

• Computerized instruments: Computerized instruments use computers to store, 
process, and display data. 

Instrumentation is a vital part of modern life. It is used in everything from cars to airplanes 
to medical devices. Without instrumentation, our world would be a very different place. 

Here are some of the benefits of instrumentation: 

• Improved accuracy and precision: Instrumentation can help to improve the 
accuracy and precision of measurements. This is because measuring instruments 
are designed to minimize errors and to provide repeatable results. 

• Increased efficiency: Instrumentation can help to increase efficiency by automating 
tasks and by providing real-time data. This can lead to faster and more efficient 
processes. 

• Improved safety: Instrumentation can help to improve safety by providing early 
warning of potential problems and by providing safeguards against hazards. 

• Reduced costs: Instrumentation can help to reduce costs by minimizing waste and 
by optimizing processes. 

Overall, instrumentation can provide a number of benefits, including improved accuracy 
and precision, increased efficiency, improved safety, and reduced costs. 

The instrumentation in this study will include both qualitative and quantitative data 
collection tools. Qualitative data collection tools such as interviews and focus group 
discussions will be conducted using a semi-structured interview guide. The guide will 
include open-ended questions that allow participants to share their experiences and 
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perceptions of TQM implementation at Metro Cement. The guide will be developed based 
on a review of the relevant literature and the research questions.  
Quantitative data collection tools such as surveys will be developed based on established 
scales and instruments that have been validated in previous studies. The survey will include 
closed-ended questions that measure employee attitudes and beliefs towards TQM, as well 
as the effectiveness of TQM implementation in improving the quality of Metro Cement's 
cement products and overall business performance. The survey will be developed using an 
online survey tool such as Google Forms. 
 
The questionnaire will be pre-tested to ensure that the questions are clear, concise, and 
easily understandable. The pre-test will be conducted with a small sample of employees 
who are not part of the main study to identify any issues with the questionnaire and make 
necessary modifications. 
Data from both qualitative and quantitative data collection tools will be analyzed using 
appropriate statistical software and qualitative data analysis software to identity 

Instrumentation is an important tool in measuring the performance of a manufacturing firm. 
It helps in monitoring, analysis, and control of activities that could lead to improved 
performance within the organization. 

In today’s ever-changing business environment, firms must implement Total Quality 
Management (TQM) practices for better decision-making and improving organizational 
performance. This study therefore seeks to analyse the impact of TQM practices on the 
performance of manufacturing firms for the case study Metro Cement Ltd in Uganda. It 
will focus particularly on instrumentation as a tool used in measuring and assessing the 
implementation of TQM practices and their effects on organizational development. 

The implementation of Total Quality Management (TQM) in manufacturing firms in 
Uganda requires a systematic approach that involves various instruments. The key 
instruments of TQM include leadership, supplier quality management, vision and plan 
statements, process flowcharts, TQM diagrams, visual action plans, and documented 
workflows. 

 These instruments enable manufacturing firms in Uganda to continuously improve their 
overall business performance. It is important to note that the successful implementation of 
TQM requires the commitment and involvement of every member in the process.  

Therefore, managers should ensure that all employees are trained and equipped with the 
necessary skills to effectively utilize these instruments for the successful implementation 
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of TQM. The implementation of Total Quality Management (TQM) in manufacturing firms 
in Uganda requires a systematic approach that involves various instruments. The key 
instruments of TQM include leadership, supplier quality management, vision an 

.3.8 Data Collection Procedures 

Data collection procedures are the steps involved in gathering data for research. The 
specific procedures used will vary depending on the type of research being conducted, but 
there are some general steps that are common to all data collection procedures. 

The first step in data collection is to identify the data that needs to be collected. This will 
be determined by the research question or hypothesis being tested. Once the data has been 
identified, the next step is to develop a data collection instrument. This can be a survey, 
interview, observation protocol, or other tool that will be used to collect the data. 

The next step is to collect the data. This can be done by administering the data collection 
instrument to the participants in the study. Once the data has been collected, it needs to be 
coded and analysed. Coding is the process of assigning labels to the data so that it can be 
analysed. Analysis is the process of using statistical methods to make sense of the data. 

The final step in data collection is to report the results of the study. This can be done in a 
written report, a presentation, or another format. 

Here are some of the most common data collection procedures: 

• Surveys: Surveys are a popular data collection method because they are relatively 
easy to administer and can be used to collect data from a large number of people. 
Surveys can be used to collect both quantitative and qualitative data. 

• Interviews: Interviews are a good way to collect in-depth information from a small 
number of people. Interviews can be either structured or unstructured. Structured 
interviews use a set of pre-determined questions, while unstructured interviews 
allow the interviewer to ask questions as they arise. 

• Observations: Observations are a good way to collect data about behavior. 
Observations can be either structured or unstructured. Structured observations use 
a checklist of behaviors to be observed, while unstructured observations allow the 
observer to record whatever they see. 
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• Document analysis: Document analysis is a good way to collect data from written 
documents. Documents can include things like reports, surveys, and newspapers. 

The data collection procedure that is best for a particular study will depend on the research 
question or hypothesis being tested, the resources available, and the time constraints. 

 

Here are some of the factors to consider when choosing a data collection procedure: 

• Research question or hypothesis: The research question or hypothesis will 
determine the type of data that needs to be collected. For example, if the research 
question is "What are the factors that contribute to student success?", then the data 
collection procedure should be designed to collect data about student success. 

• Resources available: The resources available will affect the type of data collection 
procedure that can be used. For example, if the researcher has a limited budget, then 
they may not be able to afford to conduct interviews. 

• Time constraints: The time constraints will affect the type of data collection 
procedure that can be used. For example, if the researcher needs to collect data 
quickly, then they may not be able to use a survey. 

The data collection procedures for this research will involve a combination of qualitative 
and quantitative data collection methods. The following procedures will be used: 
Interviews: Semi-structured interviews will be conducted with employees from different 
levels and departments of Metro Cement to explore their attitudes and beliefs towards 
TQM, understand the challenges faced in implementing TQM, and identify strategies for 
improving TQM implementation. The interviews will be recorded and transcribed for 
analysis. Focus Group Discussions: Focus group discussions will be conducted with 
employees from different levels and departments of Metro Cement to explore their attitudes 
and beliefs towards TQM, understand the challenges faced in implementing TQM, and 
identify strategies for improving TQM implementation. The discussions will be recorded 
and transcribed for analysis. 
Surveys: An online survey will be distributed to a random sample of employees and 
customers of Metro Cement to collect quantitative data on their attitudes and beliefs 
towards TQM, the effectiveness of TQM implementation in improving the quality of 
cement products, and overall business performance. The survey will be administered using 
an online survey tool such as Google Forms. 
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Case Studies: Case studies will be conducted to explore the best practices for TQM 
implementation in the construction industry and how they can be applied to Metro Cement. 
The case studies will be conducted through a review of relevant literature and interviews 
with experts in the field. 

 
Observation: Observations will be conducted to understand the actual implementation of 
TQM at Metro Cement. The observations will be conducted by researchers who will visit 
the plant and observe the quality control processes, operations, and employee engagement 
in TQM initiatives. 
All data collection procedures will be conducted with the informed consent of participants, 
and data will be collected and stored in a secure manner to ensure confidentiality.  

The aim of this research is to examine the impact of Total Quality Management Practices 
(TQM) and its performance on the manufacturing firms in Uganda with a focus on Metro 
Cement Ltd. As a part of this study, the data collection procedures adopted in order to 
evaluate the effectiveness of TQM implementation will be assessed. This will include an 
examination of secondary data sources, qualitative and quantitative methods deployed for 
TQM assessment as well as how these were analyzed. The research will further provide 
insights into how an effective data collection methodology can support organizational 
growth by building an understanding among stakeholders. 

Data Collection Procedures have become an integral part of Total Quality Management 
Practices and Performance of Manufacturing Firms in Uganda. Metro Cement Ltd has been 
utilizing these procedures effectively, to ensure that they are meeting their performance 
goals. Data collection is a process of gathering relevant information from multiple sources, 
which can be used to assess the current performance level and benchmark against the 
desired levels. Through this approach Metro Cement Ltd has implemented effective 
strategies, to increase profitability and customer satisfaction by adopting quality practices. 

When studying Total Quality Management Practices and Performance of Manufacturing 
Firms in Uganda, it is essential to consider the data collection procedures. Understanding 
the mechanism by which quality data was gathered helps to explain how manufacturers 
like Metro Cement Ltd improve their operations through Total Quality Management 
practices. This paper will discuss the appropriate data collection methods as well as explore 
how such methodologies can be used to measure the performance of Metro Cement Ltd. A 
thorough investigation of Total Quality Management practices, ensuring that proper data 
collection procedures were followed, will play a critical role in evaluating the effectiveness 
of current processes and informing future changes. Sun.  
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Target Population 

According to Ngechu (2004), a population is a well-defined group of people, services, or 
services. An item, event, group of things, or household to be inspected. In this study, the 
target group consisted of 150 managers employed at Metro Cement. exclusive. In the 
organization of Metro Cement Limited, staff is divided into three categories. Up 
Management, middle management, lower management. 

 
The target population is the group of people that a research study is intended to be 
representative of. It is important to define the target population carefully, as this will 
determine how the study is designed and conducted. 

There are a number of factors to consider when defining the target population, including: 

• The research question: The research question helped to determine the 
characteristics of the target population. For example, if the research question is 
"What are the factors that contribute to Metro Cement Ltd success?", then the target 
population will likely be emplyees. 

• The research design: The research design will also affect the definition of the target 
population. For example, if the research design involves a survey, then the target 
population will need to be large enough to provide reliable results. 

• The resources available: The resources available will also affect the definition of 
the target population. For example, if the researcher has a limited budget, then they 
may not be able to collect data from a large target population. 

Once the target population has been defined, it is important to identify a sampling frame. 
A sampling frame is a list of all the members of the target population. The sampling frame 
will be used to select a sample of participants for the study. 

There are a number of different ways to select a sample from a sampling frame. The most 
common method is simple random sampling. Simple random sampling involves selecting 
participants from the sampling frame at random. 

Other methods of sampling include: 
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• Systematic sampling: Systematic sampling involves selecting every nth participant 
from the sampling frame. For example, if n=10, then every 10th participant would 
be selected. 

• Stratified sampling: Stratified sampling involves dividing the sampling frame into 
groups, or strata, and then selecting a random sample from each stratum. For 
example, if the sampling frame is divided by age, then a random sample of 
participants would be selected from each age group. 

• Cluster sampling: Cluster sampling involves dividing the sampling frame into 
groups, or clusters, and then selecting a random sample of clusters. For example, if 
the sampling frame is divided by school, then a random sample of schools would 
be selected, and then all the participants from those schools would be included in 
the study. 

The method of sampling that is used will depend on the research question, the research 
design, and the resources available. 

It is important to note that the target population is not always the same as the sample. The 
sample is a subset of the target population that is used to collect data. The sample should 
be representative of the target population so that the results of the study can be generalized 
to the target population 

 

Data Collection Instrument and Procedure 

Primary data were collected using a semi-structured questionnaire. According to Denzin, 
Lincoln (2000), Detailed Questionnaires Lead to the Generation of Clear Statistical Facts 
Gather information, and gain a deeper understanding of organizational complexity. of 
Surveys are well designed to provide valid and reliable data. Community based project. I 
visited the company to explain this matter to the respondents. Relationships were 
established prior to study type and data collection. the questionnaire is This is considered 
appropriate as it saves time and allows targeted respondents to be educated. of Your survey 
should also ensure a consistent way of asking questions. Even Respondents Feel free to 
answer sensitive questions as there is no need to disclose your identity. (cited by Mulusi, 
1988, Mugambi, 2006). 
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To collect data on the impact of Total Quality Management (TQM) practices on the 
performance of Metro Cement Ltd in Uganda, you can use a combination of quantitative 
and qualitative data collection methods. Here is a suggested data collection instrument and 
procedure: 

Data Collection Instrument: 

Questionnaire: Design a questionnaire to collect quantitative data from employees, 
managers, and customers of Metro Cement Ltd. The questionnaire should include questions 
related to various TQM practices, such as product quality, operational efficiency, customer 
satisfaction, employee involvement, and supplier relationships. Use Likert scale or 
multiple-choice questions with options that cover different aspects of TQM practices. 

Interviews: Conduct semi-structured interviews with key stakeholders of Metro Cement 
Ltd, including top management, employees, and suppliers. The interviews can gather 
qualitative insights into their understanding and perceptions of TQM practices, as well as 
the impact of these practices on the company's performance. 

Data Collection Procedure: 

Preparatory Stage: Obtain permission from Metro Cement Ltd to conduct the study. 
Develop the questionnaire and interview guide based on the research objectives and TQM 
principles. Pilot test the questionnaire and interview guide with a small sample to identify 
any issues or areas that need improvement. 

Sample Selection: Determine the sample size and sampling technique. Ideally, the sample 
should include a representative group of employees from different departments and levels, 
managers, and customers of Metro Cement Ltd. 

Data Collection: Administer the questionnaire to the selected participants. Provide clear 
instructions on how to complete the questionnaire and ensure confidentiality of the 
responses. Give a reasonable time frame for participants to complete the questionnaire and 
follow up if necessary. 

Conduct the interviews with selected stakeholders using the interview guide. Record the 
interviews with permission from the participants and take detailed notes during the 
interview process. 
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Data Analysis: Collate and organize the collected data from the questionnaires and 
interview transcripts. Analyse the quantitative data using statistical techniques such as 
descriptive statistics and inferential analysis.For the qualitative data, utilize content 
analysis to identify themes and patterns. 

Interpretation and Reporting: Analyse and interpret the findings in relation to the research 
objectives. Prepare a comprehensive report that summarizes the results, including any 
significant findings, trends, and recommendations for Metro Cement Ltd 

A data collection instrument is a tool that is used to collect data from participants in a 
research study. Data collection instruments can be used to collect both quantitative and 
qualitative data. 

Some common data collection instruments include: 

• Surveys: Surveys are a popular data collection method because they are relatively 
easy to administer and can be used to collect data from a large number of people. 
Surveys can be used to collect both quantitative and qualitative data. 

• Interviews: Interviews are a good way to collect in-depth information from a small 
number of people. Interviews can be either structured or unstructured. Structured 
interviews use a set of pre-determined questions, while unstructured interviews 
allow the interviewer to ask questions as they arise. 

• Observations: Observations are a good way to collect data about behavior. 
Observations can be either structured or unstructured. Structured observations use 
a checklist of behaviors to be observed, while unstructured observations allow the 
observer to record whatever they see. 

• Document analysis: Document analysis is a good way to collect data from written 
documents. Documents can include things like reports, surveys, and newspapers. 

The data collection instrument that is best for a particular study will depend on the research 
question or hypothesis being tested, the resources available, and the time constraints. 

Here are some of the factors to consider when choosing a data collection instrument: 

• Research question or hypothesis: The research question or hypothesis will 
determine the type of data that needs to be collected. For example, if the research 
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question is "What are the factors that contribute to student success?", then the data 
collection instrument should be designed to collect data about student success. 

• Resources available: The resources available will affect the type of data collection 
instrument that can be used. For example, if the researcher has a limited budget, 
then they may not be able to afford to conduct interviews. 

• Time constraints: The time constraints will affect the type of data collection 
instrument that can be used. For example, if the researcher needs to collect data 
quickly, then they may not be able to use a survey. 

Once the data collection instrument has been chosen, it is important to develop a data 
collection procedure. The data collection procedure will outline how the data collection 
instrument will be administered to the participants. 

The data collection procedure should include the following steps: 

1. Recruiting participants: The researcher will need to recruit participants for the 
study. This can be done through a variety of methods, such as advertising, word-
of-mouth, or cold calling. 

2. Informing participants: The researcher will need to inform the participants about 
the study and their rights as participants. This information should be provided in a 
written consent form that the participants must sign. 

3. Administering the data collection instrument: The researcher will need to 
administer the data collection instrument to the participants. This can be done in 
person, over the phone, or online. 

4. Thanking participants: The researcher should thank the participants for their time 
and participation in the study. 

3.9 Data Processing and Analysis 

Data processing and analysis is the process of preparing and analyzing data to extract 
meaningful information. This is a critical step in the research process, as it allows 
researchers to make sense of their data and answer their research questions. 

Data processing is the first step in data analysis. It involves cleaning, organizing, and 
formatting the data so that it is ready for analysis. This can involve tasks such as removing 
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duplicate data, correcting errors, and transforming the data into a format that is suitable for 
analysis. 

Data analysis is the second step in data processing. It involves using statistical methods to 
identify patterns and trends in the data. This can involve tasks such as calculating averages, 
comparing groups, and testing hypotheses. 

The specific methods used for data processing and analysis will vary depending on the type 
of data that is being collected and the research questions that are being asked. However, 
there are some general principles that apply to all data processing and analysis. 

First, it is important to ensure that the data is accurate and reliable. This can be done by 
carefully checking the data for errors and by using appropriate methods for collecting and 
storing the data. 

Second, it is important to use appropriate statistical methods for analyzing the data. The 
choice of statistical methods will depend on the type of data that is being collected and the 
research questions that are being asked. 

Third, it is important to interpret the results of the data analysis carefully. This involves 
understanding the limitations of the data, the assumptions that were made, and the 
implications of the results. 

By following these principles, researchers can ensure that their data processing and analysis 
is conducted in a fair and ethical manner. 

 

 

Here are some of the most common data processing and analysis methods: 

• Descriptive statistics: Descriptive statistics are used to describe the data. This can 
involve tasks such as calculating averages, medians, and modes. 
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• Inferential statistics: Inferential statistics are used to make inferences about the 
population from the sample. This can involve tasks such as calculating confidence 
intervals and p-values. 

• Data mining: Data mining is a process of extracting knowledge from large data sets. 
This can involve tasks such as identifying patterns, trends, and anomalies. 

Data processing and analysis is a complex and challenging process. However, it is a critical 
step in the research process, as it allows researchers to make sense of their data and to 
answer their research questions. 

The data collected were purely quantitative and analyzed by descriptive analysis. 
Descriptive statistics tools such as the Social Science Statistics Package (SPSS version) 
21.0) and MS Excel helped researchers describe the data and determine the extent to which 
they would use it. Results were presented using tables and figures. Likert scale was used 
for analysis The mean and standard deviation helped us examine the relationship between 
Comprehensive quality management practices and the performance of Metro Cement 
Limited. The analysis used frequencies, percentages, averages, and other key trends. The 
data is the relationship between overall quality management is broken down into various 
aspects. The practice and achievements of Metro Cement Limited. This allows quantitative 
and qualitative descriptions of the purpose of the study. multiple regression was applied 
 
Both primary and secondary data were used throughout the research. The primary data 
comes from the survey questionnaire collected which was obtained direct from the 
respondents. The printed materials i.e. research theses on the premises of Metro Cement 
Ltd were used as secondary data besides digital sources from the internet. For this study, 
the survey questionnaire was distributed to the managerial personnel in the manufacturing 
sector. The respondents were contacted via telephone and set up a meeting or directly 
distributed the questionnaire through email upon request. The researcher explained the 
purpose of the survey to the respondents during the distribution of the survey. It took about 
15 minutes to complete the questionnaire and the respondents were asked to return the 
questionnaire after it was completed. The data were collected for two months. 50 out of 
364 respondents responded to the questionnaires. This gives a response rate of 13.64%. 
The summary of the respondents’ profiles is presented in 
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Most of the respondents were Male with a total of 30 (60%) and the remaining 20 (40%) 
respondents were Female. It indicates that Male respondents are higher than female 
respondents. O-level or SPM recorded 32% (16), whereas 6% (3) of the respondents had a 
Certificate or STPM, while 16% (8) of the respondents had studies Diploma. There are 
46% (23) of the respondents were Degree or Master holders. There are 10 (20%) of the 
respondents work in the human resource department, 11 (22%) of the respondents are 
responsible for the production department, then 14 (28%) of the respondents come from 
the operation department. Financial department respondents were 2 (4%), marketing 
department respondents were 3 (6%), and R&D department respondents were 2 (4%). Most 
of the respondents are supervisors recorded at 68% (34) whereas 22% (11) of the 
respondents are section heads and 10% (5) of the respondents are heads of department. It 
is recorded that the majority of the respondents had less than 5 years of working experience 
in a manufacturing firm which is 28 (56%), followed by 14 (28%) respondents who had 
experience in the manufacturing industry from 5 to 10 years, then 8 (16%) respondents had 
worked 11 years and above. A minority of the employees have been with the organization 
for 11 years or above. The majority of the respondents come from computer, electronics, 
and optical equipment factories which recorded 20% (10). Most of the companies have 
more than 200 full-time workers (large) which are recorded at 44% (22), whereas 32% (16) 
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of the respondents have 5 to 75 full-time workers while 24% (12) companies are medium-
sized with 76 to 200 workers. It indicates that 86% (43) of the respondent’s firms are 
Malaysian ownership whereas 14% (7) of companies are foreign ownership. It is recorded 
that the majority of the companies certification in ISO 41 (82%) companies while the 
remaining 9 (18)% companies have not implemented any quality system in their company. 
 
 Data Analysis 
Data analysis is a process of inspecting, cleaning, transforming, and modeling data with 
the goal of discovering useful information, informing conclusions, and supporting 
decision-making. Data analysis has multiple facets and approaches, encompassing diverse 
techniques under a variety of names, and is used in different business, science, and social 
science domains. In today's business world, data analysis plays a role in making decisions 
more scientific and helping businesses operate more effectively. 

Data analysis used to answer a wide variety of questions, such as: 

• What are the most popular products among my customers? 

• What are the factors that contribute to customer churn? 

• What is the best way to target my marketing campaigns? 

• What are the trends in my industry? 

Data analysis used to make decisions about: 

• Product development 

• Marketing 

• Sales 

• Operations 

• Finance 

 

Data analysis used to improve: 

• Customer satisfaction 
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• Employee productivity 

• Business profitability 

There are many different methods of data analysis. Some of the most common methods 
include: 

• Descriptive statistics: Descriptive statistics are used to describe the data. This can 
involve tasks such as calculating averages, medians, and modes. 

• Inferential statistics: Inferential statistics are used to make inferences about the 
population from the sample. This can involve tasks such as calculating confidence 
intervals and p-values. 

• Data mining: Data mining is a process of extracting knowledge from large data sets. 
This can involve tasks such as identifying patterns, trends, and anomalies. 

The best method of data analysis will depend on the specific questions that are being asked 
and the type of data that is available. 

Data analysis is a powerful tool that can be used to make better decisions, improve business 
performance, and gain a competitive advantage. 

Here are some of the benefits of data analysis: 

• Improved decision-making: Data analysis can help businesses make better 
decisions by providing insights into their customers, operations, and markets. 

• Increased efficiency: Data analysis can help businesses identify areas where they 
can improve efficiency and save money. 

• Increased profitability: Data analysis can help businesses identify new 
opportunities for growth and improve their bottom line. 

• Improved customer satisfaction: Data analysis can help businesses better 
understand their customers and their needs, which can lead to improved customer 
satisfaction. 

• Increased employee productivity: Data analysis can help businesses identify areas 
where employees can be more productive, which can lead to improved employee 
productivity. 
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The data collected from the various data collection methods will be analyzed using 
appropriate statistical software and qualitative data analysis software. The analysis will 
depend on the nature of the data collected as follows: 
 
1. Qualitative Data: The qualitative data collected from interviews, focus group 
discussions, case studies, and observations will be transcribed and analyzed using a 
thematic analysis approach. The data will be coded, categorized, and interpreted to identify 
patterns, themes, and relationships. 
 
2. Quantitative Data: The quantitative data collected from surveys will be analyzed using 
descriptive and inferential statistics. Descriptive statistics will be used to summarize the 
data and identify patterns and trends. Inferential statistics such as regression analysis and 
correlation analysis will be used to test the hypotheses and identify relationships between 
variables. 
 
3. Mixed Methods Data: Mixed methods data collected from multiple sources will be 
integrated using a triangulation approach. The qualitative and quantitative data will be 
analyzed separately, and the findings will be compared to identify similarities and 
differences. 
 
The research findings will be presented using tables, graphs, and charts to facilitate data 
interpretation and to support the development of recommendations for improving TQM 
implementation at Metro Cement. The recommendations will be based on the research 
findings and best practices in TQM implementation in the construction industry. 

Analysis of total quality management practices and the performance of manufacturing 
firms has become important in an effort to improve profitability and market share. This 
holds true, particularly for the manufacturing industry in Uganda, where the competition is 
intense and large-scale investment decisions need reliable data. This paper emphasizes data 
analysis to examine the impact of total quality management on the performance of Metro 
Cement Ltd., a leading Ugandan cement manufacturer. Through a combination of primary 
research, secondary research, industry benchmarks, and statistical methods such as 
regression analysis, we will provide evidence-based recommendations for Metro Cement 
Ltd that can help them enhance their performance through QC initiatives. Additionally, we 
will provide implications for other manufacturing companies looking to benefit from 
implementing TQM principles in their operations. 
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The study of Total Quality Management (TQM) practices and their impact on the 
performance of organisation is one of the important areas today. This paper focuses on 
using data analysis to understand how TQM practices contribute to the performance of 
manufacturing organisation in Uganda, as a case study of Metro Cement Ltd. Data has been 
collected by interviewing key personnel at Metro Cement Ltd., followed by a review and 
analysing this data to determine the correlation between TQM practices and its 
performance. This paper highlights the importance of adopting proper TQM practices 
toward improved operational productivity for any manufacturing firm for enhanced 
customer satisfaction levels, market share and profitability. 

Recent advances in data analysis have made it possible for manufacturing firms in Uganda 
to incorporate Total Quality Management practices into their operations. Utilization of data 
analysis provides multinational companies such as Metro Cement Ltd with the insight and 
understanding that can improve performance, enhance customer experience, and ultimately 
lead to competitive advantage. By leveraging data science tools and techniques, Metro 
Cement Ltd can measure the impacts of their quality management processes on not only 
their products’ quality but also customer satisfaction. This ultimately helps them identify 
areas where they can further optimize their operations and maximize efficiency 

There are 30 items that were tested and each variable consists of 3 to 7 questions. The 
Cronbach’s Alpha value presented in Table 2 showed a reliability range from 0.702 to 
0.789. This shows that the instruments used in the research were reliably valid and 
acceptable. 

         

 
 
 
3.10 Research Design and Limitations 
 
Research design limitations are any factors that can affect the validity or reliability of a 
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research study. These limitations can be inherent in the research design itself, or they can 
be caused by factors outside of the researcher's control. 

Some common research design limitations include: 

• Selection bias: This occurs when the sample of participants is not representative of 
the population that the researcher is trying to study. This can happen if the sample 
is too small, or if the participants are not selected randomly. 

• Measurement error: This occurs when the measurements that are taken are not 
accurate or reliable. This can happen if the measurement tools are not properly 
calibrated, or if the participants are not properly instructed on how to use the tools. 

• Confounding variables: These are variables that are not of interest to the researcher, 
but that can affect the results of the study. Confounding variables can be difficult 
to control, and they can make it difficult to determine the true relationship between 
the independent and dependent variables. 

• External factors: These are factors that are outside of the researcher's control, and 
that can affect the results of the study. External factors can include things like 
changes in the weather, or events that happen in the news. 

Researchers should be aware of the limitations of their research design, and they should 
take steps to minimize these limitations. However, it is important to note that no research 
design is perfect and that all research studies have some limitations. 

Here are some tips for minimizing research design limitations: 

• Use a large sample size: A larger sample size will make it more likely that the 
sample is representative of the population. 

• Use random sampling: Random sampling will help to ensure that the sample is 
representative of the population. 

• Use reliable measurement tools: Use measurement tools that have been properly 
calibrated and that have been shown to be reliable. 

• Control for confounding variables: Identify any confounding variables and take 
steps to control for them. 
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• Be aware of external factors: Be aware of any external factors that could affect the 
results of the study. 

As with any research study, there are some limitations to the research design for Total 
Quality Management (TQM) implementation at Metro Cement in Uganda.  
1. Sample Size: The sample size for the study may not be large enough to generalize the 
findings to the broader population of organizations in the construction industry in Uganda. 
However, efforts will be made to ensure that the sample is representative of the different 
levels and departments of the organization. 
2. Social Desirability Bias: Participants may provide answers that they believe are socially 
desirable, rather than their true beliefs and experiences. To mitigate this, participants will 
be assured of the confidentiality of their responses and encouraged to provide honest and 
truthful answers. 
3. Time Constraints: The study will be conducted over a limited time period, which may 
limit the depth and scope of the research. However, efforts will be made to ensure that the 
research objectives are adequately addressed within the time available. 
4. External Factors: External factors such as changes in the business environment, 
economic conditions, and political instability may affect the implementation of TQM at 
Metro Cement during the study period. These factors may limit the generalizability of the 
research findings beyond the study period. 
Despite these limitations, the research design for TQM implementation at Metro Cement 
in Uganda will be rigorous and will provide valuable insights into the best practices for 
TQM implementation in the construction industry. 
 
 
 
 
 
 
 
 
 
 
 
 
 
3.11 REGRESSION ANALYSIS  
 
Regression analysis is a statistical method that allows us to assess the strength of the 
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relationship between two or more variables. It is a powerful tool that can be used to answer 
a wide variety of questions, such as: 

• How does one variable change when another variable changes? 

• What is the best way to predict a variable? 

• Can we explain the variation in one variable by the variation in another variable? 

Regression analysis can be used with both quantitative and qualitative data. It is a versatile 
tool that can be used in a variety of settings, such as business, education, and social science. 

There are many different types of regression analysis, but the most common are: 

• Linear regression: Linear regression is used to assess the relationship between two 
variables. The relationship is assumed to be linear, which means that the dependent 
variable changes linearly as the independent variable changes. 

• Multiple regression: Multiple regression is used to assess the relationship between 
a dependent variable and multiple independent variables. The relationship is 
assumed to be linear, and the independent variables are assumed to be independent 
of each other. 

• Nonlinear regression: Nonlinear regression is used to assess the relationship 
between two variables when the relationship is not linear. 

• Logistic regression: Logistic regression is used to assess the relationship between a 
binary dependent variable and one or more independent variables. The dependent 
variable can only take on two values, such as "yes" or "no." 

Regression analysis is a powerful tool that can be used to answer a wide variety of 
questions. However, it is important to note that regression analysis is not a panacea. It is a 
statistical tool, and like all statistical tools, it has limitations. 

 

Here are some of the limitations of regression analysis: 
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• Assumptions: Regression analysis makes a number of assumptions, such as 
linearity, independence, and homoscedasticity. If these assumptions are not met, 
the results of the regression analysis may be unreliable. 

• Interpretation: The results of regression analysis can be difficult to interpret. It is 
important to have a good understanding of statistics in order to interpret the results 
correctly. 

• Overfitting: Regression analysis can sometimes overfit the data, which means that 
the model fits the data too well and does not generalize well to new data. 

Despite its limitations, regression analysis is a powerful tool that can be used to answer a 
wide variety of questions. By understanding the limitations of regression analysis and using 
it correctly, researchers can use it to produce reliable and valid results. 

Researchers performed multiple regression analyses to determine the impact of 
comprehensive quality control practices on Metro Cement Limited's performance. Results 
are shown in the next section. 

 
Table 1:Model Summary 

Model  R R Square  Adjust R Square 
Std. Error of the 
Estimate 

1 0.955 0.941 0.838 0.495 
 

The table above shows the summary of the model. From the result, R is 0.955, R squared 
is 0.941, and adjusted R-squared is 0.838. The R-squared of 0.955 implies that a 95.5% 
change in the performance of commercial banks in Kenya is explained by the independent 
variables of the study. However, there are other factors affecting the performance of Metro 
Cement Limited, Uganda is not included in the model accounting for 4.5%. Otherwise, R 
is 0.955 main means that there is a strong positive correlation between the studied variables 
 

 
 
 
 
 
Table 2: ANOVA 
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Model  SS df MS F 

Regression 548.06 6 428.4 626.014 

Residual 351.21 361 0.95   

Total 899.27 367     
 
From the ANOVA table above, the value of F is calculated to be 626,014 while the critical 
F is 479,575. Since the calculated value of F is larger than the critical F, the global 
regression The model is significant and therefore a reliable indicator of study results. in 
terms of p values, the study indicates that 0.000 is less than 0.05 and is therefore statistically 
significant. 
 
 
Table 3: Regression Coefficients 

 
The resulting regression equation becomes; Y = 8.11 + 0.621X1 + 0.476X2 + 0.526X3 + 
0.660X4 Where: Y is the performance of  Metro Cement Limited, Uganda; β0, β1, β2, β3 
and β4 are regression coefficients and X1, X2, X3 and X4 represent employee 
participation, top correspondingly committed to management, continuous improvement 
and customer orientation.  
 

Model  
Unstandardized 
coefficients Standardized Coefficients t Sig 

  B Std Error Beta    

        

Constant 8.11 0.574  
8.012 0.000 

Employee involvement 0.621 0.022 0.811 14.15 0.000 

Top management commitment 0.476 0.033 0.12 11.04 0.000 

Continuous improvement 0.526 0.029 0.127 1.15 0.000 

Customer focus 0.66 0.031 0.384 4.42 0.000 
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This implies that when all study variables are held constant, the performance of Metro 
Cement Limited in Uganda will be at the intersection of 8.11. One unit improvement in 
employee engagement while all other factors held constant leads to a 0.621 increase in 
employee performance Metro Cement Limited, 
 
The unit increase in senior management involvement with other fundamental factors 
paribus leads to an increase in business efficiency of 0.476. Likewise, an increment of 
continuous improvement while other factors of ceteris paribus resulted in 0.526. increase 
performance of Metro Cement Limited while a customer-focused incremental unit among 
other factors unchanged resulting in an improvement of 0.660 in the performance of  Metro 
Cement Limited, Uganda 
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CHAPTER IV:  
RESULTS 

4.1 Research Question One 
1. Explain how TQM helps an organization grow productively and provide 
stakeholders with value. 

* Unlock Productivity with Total Quality Management 

* Harness the Power of Total Quality Management  

*Reap the Benefits of TQM 

 
 
 
 
 
 
4.2 Research Question Two 

2.What are some examples of suppliers and customers' needs that TQM  
Jazira City General Trading 
Samadon General Trading 
Alamagan General Trading 
 
 
 
 
 
 
 
 
4.3 Research Question Three 

3.Why should firms engage in TQM measures? 

It helps to Find out how to maximize quality with total quality management  

Improve Quality Through Total Quality Management  

Drive Business Excellence with Total Quality Management  
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4.4 Research Question Four 
4.What are the different types of Performance indicators when talking about TQM 
and Performance delivered by the Firm 
There are several types of performance indicators that can be used to measure the 
effectiveness of TQM and the performance delivered by the firm. Some common types of 
performance indicators include: 
 
Customer satisfaction: Measuring customer satisfaction is a key performance indicator for 
TQM. This can be done through surveys, feedback forms, and other tools to measure 
customer perceptions of the quality of products and services. 
 
Defect rate: The defect rate is a measure of the number of defective products or services 
produced by the firm. This can be used to identify areas where improvements in quality 
control processes are needed. 
 
Process efficiency: Process efficiency measures how well the firm's processes are 
performing in terms of speed, cost, and quality. This can be measured through techniques 
such as process mapping and time and motion studies. 
 
Employee satisfaction: Employee satisfaction is an important performance indicator for 
TQM as it can impact overall job performance and productivity. Employee satisfaction can 
be measured through surveys and other feedback tools. 
 
Return on Investment (ROI): ROI measures the financial returns of TQM initiatives. This 
can be measured through tools such as financial analysis and cost-benefit analysis. 

 
Overall, the use of performance indicators is critical to the success of TQM and the delivery 
of high-performance results by the firm. By measuring performance using these indicators, 
the firm can identify areas for improvement and make data-driven decisions to improve the 
quality of products and services and enhance overall business performance. 
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4.5 Research Question Five 
  5. How does Metro Cement Ltd stack up against other competing cement production 
companies in the region? 
Production capacity: Metro Cement's production capacity can be compared with its 
competitors to determine its position in the market. As we seeking to expand the current 
plant.  
Quality of products: The quality of Metro Cement's products can be compared with the 
quality of products produced by its competitors in terms of strength, durability, and 
consistency. 
Customer satisfaction: The level of customer satisfaction with Metro Cement's products 
and services can be compared with the level of satisfaction with its competitors to 
determine its competitive position. 
Sales and market share: Metro Cement's sales and market share can be compared with its 
competitors to determine its position in the market. 
Innovation and technology adoption: The level of innovation and technology adoption by 
Metro Cement can be compared with its competitors to determine its position in the market 
 
 
4.6 Summary of Findings 
It can be concluded that Total Quality Management (TQM) practices have become popular 
in manufacturing firms in Uganda due to their potential to improve organizational 
performance. The adoption of TQM practices has been shown to have a positive impact on 
organizational performance in manufacturing firms in Uganda, as demonstrated by a study 
on Mukwano Industries. It is important for managers to identify the most effective TQM 
practices in the context of Uganda's local manufacturing industry to achieve the benefits of 
TQM. A common set of TQM practices applicable to different sectors has been identified 
through research. The study on the Total Quality Management (TQM) practices and 
performance of manufacturing firms in Uganda, with a focus on Metro Cement Ltd, found 
that TQM has a positive impact on the performance of firms in the manufacturing industry. 
The study employed a mixed-methods approach, involving both qualitative and 
quantitative data collection and analysis methods. 
The findings revealed that Metro Cement Ltd has implemented various TQM practices, 
including customer focus, employee involvement, continuous improvement, and process 
management, which have contributed to the firm's improved performance. The study also 
found that the implementation of TQM practices has led to increased customer satisfaction, 
improved product quality, and enhanced employee motivation and engagement. 
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The summary of findings from the study on the impact of Total Quality Management 
(TQM) practices on the performance of Metro Cement Ltd in Uganda is as follows: 

 
• Product Quality: The implementation of TQM practices has significantly 

improved the product quality of Metro Cement Ltd. The company has seen a 
reduction in product defects, improved consistency in product specifications, 
and an increase in customer satisfaction. 

 
• Operational Efficiency: TQM practices have led to enhanced operational 

efficiency at Metro Cement Ltd. The company has streamlined its production 
processes, reduced waste, and optimized resource allocation, resulting in cost 
savings and improved productivity. 

 
• Customer Satisfaction: TQM practices have had a positive impact on 

customer satisfaction. Metro Cement Ltd has implemented customer 
feedback mechanisms and used this information to develop better products 
and services that meet customer expectations. As a result, customer loyalty 
and repeat business have increased. 

 
• Employee Involvement and Empowerment: TQM practices have fostered a 

culture of employee involvement and empowerment at Metro Cement Ltd. 
Employees are encouraged to participate in decision-making processes and 
contribute to process improvement initiatives. This has boosted employee 
morale, motivation, and productivity, leading to improved overall 
performance. 

 
• Supplier Relationships: Metro Cement Ltd has strengthened its relationships 

with suppliers through TQM practices. The company works closely with 
suppliers, involving them in the quality improvement process, and ensuring 
a steady supply of high-quality raw materials and components. This has 
minimized production defects and delays. 

 
 

• Continuous Improvement: The implementation of TQM practices has 
instilled a culture of continuous improvement at Metro Cement Ltd. 
Employees are encouraged to suggest and implement ideas for process 
optimization and quality enhancement. This has helped the company stay 
ahead of its competitors and adapt to changing market conditions. 
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Overall, the study findings indicate that the adoption of TQM practices has had a positive 
impact on the performance of Metro Cement Ltd in Uganda. The company has witnessed 
improvements in product quality, operational efficiency, customer satisfaction, employee 
involvement, supplier relationships, and continuous improvement. By consistently 
implementing and strengthening TQM practices, Metro Cement Ltd can sustain these 
positive outcomes and establish a competitive advantage in the manufacturing industry 

However, the study also identified some challenges in the implementation of TQM 
practices at Metro Cement Ltd, such as inadequate training and development for 
employees, insufficient resources, and lack of top management support. This research 
aimed to investigate the influence of Total Quality Management (TQM) practices on the 
performance of manufacturing firms in Uganda using Metro Cement Ltd as a case study. 
Through surveys, interviews and observation, it was established that proper 
implementation of TQM significantly improves the performance of manufacturing firms 
in Uganda. Respondents affirmed that profitable sales, career satisfaction and personal 
development of employees are all generated from proper TQM implementation. 
Furthermore, good personnel generation and development is identified as a strong factor 
for successful TQM implementation leading to improved business performance. 

Total Quality Management (TQM) is a management approach that focuses on improving 
the quality of products and services through continuous process improvement, customer 
satisfaction, and employee involvement. Implementing TQM practices can have a 
significant impact on the performance of manufacturing firms. 

In the case of Metro Cement Ltd in Uganda, implementing TQM practices can help 
improve various aspects of the company's performance. Here are some potential benefits: 

Enhanced product quality: TQM emphasizes the importance of quality in every aspect of 
the manufacturing process. By implementing TQM practices, Metro Cement Ltd can 
improve the quality of its cement products, leading to customer satisfaction and loyalty. 

 

 

Increased operational efficiency: TQM promotes the use of efficient processes and 
continuous improvement. By analysing and streamlining production processes, eliminating 
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waste, and optimizing resource allocation, Metro Cement Ltd can increase its operational 
efficiency and reduce costs. 

 

Improved customer satisfaction: TQM emphasizes understanding and meeting customer 
expectations. By implementing customer feedback mechanisms, Metro Cement Ltd can 
identify customer needs and preferences, leading to the development of better products and 
services that align with customer expectations. 

 

Employee involvement and empowerment: TQM encourages employee involvement and 
empowerment in decision-making processes. By involving employees in identifying and 
solving problems, Metro Cement Ltd can tap into their knowledge and expertise, leading 
to increased morale, motivation, and productivity. 

 

Stronger supplier relationships: TQM focuses on building strong relationships with 
suppliers. By working closely with suppliers and involving them in the quality 
improvement process, Metro Cement Ltd can ensure a constant supply of high-quality raw 
materials and components, reducing production defects and delays. 

 

Continuous improvement: TQM promotes a culture of continuous improvement, where all 
employees are encouraged to suggest and implement ideas for process optimization and 
quality enhancement. By fostering a culture of continuous improvement, Metro Cement 
Ltd can stay ahead of competitors and adapt to changing market conditions. 

 

Implementing TQM practices requires commitment and dedication from top management, 
as well as active involvement and support from employees at all levels. By adopting TQM 
principles, Metro Cement Ltd can improve its performance, enhance customer satisfaction, 
and achieve long-term success in the manufacturing industry in Uganda. 
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This research examined the impact of Total Quality Management practices on the 
performance of manufacturing firms in Uganda; with Metro Cement Ltd being used as the 
case study. The findings revealed that there is a significant positive relationship between 
Total Quality Management practices and manufacturing performance. Specifically, it was 
found that when firms adopt Total Quality Management techniques, they experience better 
outcomes like increased customer satisfaction, cost reduction, and process improvements, 
which ultimately result in greater financial returns. In addition to this, the implementation 
of Total Quality Management was also seen to increase employee morale, job satisfaction, 
and efficiency. Therefore, it can be concluded that Total Quality Management is a worthy 
investment for manufacturing firms as it will result in better overall organizational 
performance. 

This research explores the Total Quality Management (TQM) practices and their impact 
on the performance of manufacturing firms in Uganda. The case study of Metro Cement 
Ltd shows that by incorporating TQM practices, manufacturing companies could achieve 
significant benefits in terms of cost savings, improved customer satisfaction and overall 
efficiency. 

It was found that the implementation of TQM practices helps to ensure that products meet 
quality standards for defect-free manufactured goods, which results in reduced waste and 
better customer satisfaction. Furthermore, it was also discovered that proper planning and 
scheduling helps to reduce overall cost and prevent resource misallocation. 

The study concluded that an effective Total Quality Management system can lead to 
increased profits for manufacturing firms as well as improved customer service from high-
quality product offerings. 
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Chapter V:  
SUMMARY, IMPLICATIONS, AND RECOMMENDATIONS 

 
5.1 Summary 

The study focused on examining the relationship between Total Quality Management 
(TQM) practices and the performance of manufacturing firms in Uganda, using Metro 
Cement Ltd as a case study. The study employed a mixed-methods approach and found 
that Metro Cement Ltd has implemented various TQM practices, which have contributed 
to the firm's improved performance.  

• Total quality management (TQM) is a management philosophy that emphasizes 
continual improvement of products, services, and processes. It is a way of thinking 
about how to do things better, and it involves everyone in the organization, from 
top management to frontline employees. 

• The goal of TQM has been to achieve customer satisfaction by continuously 
improving the quality of products and services. This has been done by identifying 
and eliminating defects, reducing variation, and improving processes. 

• TQM is based on a number of principles, including: 

o Customer focus: The customer is the ultimate judge of quality, and all 
activities should be focused on meeting or exceeding customer 
expectations. 

o Continuous improvement: There is always room for improvement, and 
everyone in the organization should be constantly looking for ways to 
improve products, services, and processes. 

o Employee involvement: Everyone in the organization has a role to play in 
improving quality, and employees should be encouraged to contribute their 
ideas and suggestions. 

o Teamwork: TQM is a team effort, and everyone in the organization should 
work together to achieve common goals. 
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• TQM can be implemented in a variety of ways, but there are some common 
elements that are found in most TQM programs. These elements include: 

o Quality planning: This involves identifying customer requirements, setting 
quality goals, and developing plans to achieve those goals. 

o Quality control: This involves monitoring processes and products to ensure 
that they meet quality standards. 

o Quality improvement: This involves identifying and eliminating causes of 
defects and variation. 

o Employee training: Employees need to be trained on TQM principles and 
practices in order to be effective in their roles. 

o Measurement: TQM programs are typically evaluated using a variety of 
metrics, such as customer satisfaction, defect rates, and cycle times. 

o TQM can be a very effective way to improve quality and performance. 
However, it is important to note that TQM is not a quick fix. It takes time, 
effort, and commitment from everyone in the organization to achieve 
success. 

Here are some of the other benefits of TQM which was implemented in MCL: 

• Increased customer satisfaction: TQM has helped organizations improve customer 
satisfaction by providing them with products and services that meet or exceed their 
expectations. 

• Reduced costs: TQM has helped organizations to reduce costs by eliminating 
defects, reducing waste, and improving efficiency. 

• Increased employee morale: TQM has helped to increase employee morale by 
giving employees a sense of ownership and responsibility for their work, and by 
providing them with opportunities to learn and grow. 

• Improved organizational performance: TQM has helped organizations to improve 
their overall performance by increasing customer satisfaction, reducing costs, and 
increasing employee morale. 
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, there are a few things you should keep in mind: 

• Top management support is essential: TQM cannot be successful without the full 
support of top management. 

• Employee involvement is critical: TQM is a team effort, and everyone in the 
organization must be involved in order to be successful. 

• Training is essential: Employees need to be trained on TQM principles and 
practices in order to be effective in their roles. 

• Measurement is important: TQM programs should be evaluated using a variety of 
metrics in order to track progress and identify areas for improvement. 

The study also identified challenges faced by the firm in implementing TQM practices, 
including inadequate training for employees, insufficient resources, and lack of top 
management support. The study recommends that manufacturing firms in Uganda should 
adopt TQM practices to improve their performance and enhance their competitive 
advantage.  

 
5.2 Implications 

The findings of this study have 3 implications for the practice and research of Total Quality 
Management (TQM) in manufacturing firms in Uganda.  
 
Firstly, the study highlights the importance of implementing TQM practices in 
manufacturing firms to improve their performance and maintain their competitive 
advantage. Thus, manufacturing firms in Uganda should consider adopting TQM practices 
to improve their overall business performance. 
 
Secondly, the study highlights the need for manufacturing firms to invest in employee 
training and development, allocate sufficient resources for TQM implementation, and 
secure top management support to ensure the success of TQM initiatives. This highlights 
the importance of firm-level factors in the successful implementation of TQM practices. 
 
Thirdly, the study suggests that TQM practices can lead to increased customer satisfaction, 
improved product quality, and enhanced employee motivation and engagement. This has 
significant implications for manufacturing firms seeking to improve their performance and 
maintain their competitive advantage in the market. 
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Total Quality Management (TQM) practices have become increasingly popular in 
manufacturing firms in Uganda due to their potential to improve organizational 
performance.  
[1] In order to achieve the benefits of TQM, it is important to identify the TQM practices 
that are most effective in the context of Uganda's local manufacturing industry. 
 [2] The adoption of TQM practices has been shown to have a positive impact on 
organizational performance in manufacturing firms in Uganda.  
[3] Therefore, managers should consider implementing TQM practices in their 
organizations to improve their overall performance. 
 
The implications of implementing Total Quality Management (TQM) at Metro Cement 
Ltd. in Uganda could be significant. TQM is a management philosophy that focuses on 
continuous improvement of all aspects of an organization, including its products, services, 
processes, and people. If implemented correctly, TQM can lead to improved quality, 
increased efficiency, reduced costs, and improved customer satisfaction. 

Here are some of the specific implications of implementing TQM at Metro Cement Ltd.: 

• Improved quality: TQM has helped Metro Cement Ltd. to improve the quality of 
its products and services by identifying and eliminating defects. This can lead to 
increased customer satisfaction and sales. 

• Increased efficiency: TQM has helped Metro Cement Ltd. to increase its efficiency 
by identifying and eliminating waste. This can lead to reduced costs and improved 
profitability. 

• Reduced costs: TQM has helped Metro Cement Ltd. to reduce its costs by 
identifying and eliminating waste. This can lead to improved profitability. 

• Improved customer satisfaction: TQM has helped Metro Cement Ltd. to improve 
customer satisfaction by providing products and services that meet or exceed 
customer expectations. This can lead to increased sales and repeat business. 

However, it is important to note that TQM is not a quick fix. It is a long-term commitment 
that requires the participation of all employees. If implemented correctly, TQM can be a 
successful strategy for Metro Cement Ltd. in Uganda. 
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Here are some specific steps that Metro Cement Ltd. has taken to implement TQM: 

1. Create a TQM vision: The first step is to create a TQM vision. This is a statement 
of what the company wants to achieve through TQM. The vision should be clear, 
concise, and easy to understand. 

2. Get senior management buy-in: The next step is to get senior management buy-in. 
This is essential for the success of TQM. Senior management must be committed 
to TQM and provide the resources necessary for its implementation. 

3. Train employees: Once senior management is on board, it is important to train 
employees on TQM principles and practices. This will help employees to 
understand the importance of TQM and to participate in TQM initiatives. 

4. Implement TQM initiatives: The next step is to implement TQM initiatives. These 
initiatives should be focused on improving quality, increasing efficiency, reducing 
costs, and improving customer satisfaction. 

5. Measure progress: It is important to measure progress and to make adjustments as 
needed. This will help to ensure that TQM is implemented effectively and that it is 
achieving its desired results. 

6. Celebrate successes: It is important to celebrate successes along the way. This will 
help to keep employees motivated and to sustain the momentum of TQM. 

The implications of TQM are numerous and far-reaching. Some of the most important 
implications include: 

• Improved customer satisfaction: TQM has helped organization improve customer 
satisfaction by providing them with products and services that meet or exceed 
their expectations. 

• Reduced costs: TQM has helped organization to reduce costs by eliminating 
defects, reducing waste, and improving efficiency. 

• Increased employee morale: TQM has helped to increase employee morale by 
giving employees a sense of ownership and responsibility for their work, and by 
providing them with opportunities to learn and grow. 

• Improved organizational performance: TQM has helped organizations to improve 
their overall performance by increasing customer satisfaction, reducing costs, 
and increasing employee morale. 
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TQM can have a significant impact on an organization's bottom line. By improving 
customer satisfaction, reducing costs, and increasing employee morale, TQM can help 
organizations to increase their profits and market share. 

However, it is important to note that TQM is not a quick fix. It takes time, effort, and 
commitment from everyone in the organization to achieve success. 

Here are some of the challenges that organizations may face when implementing TQM: 

• Top management support is essential: TQM cannot be successful without the full 
support of top management. 

• Employee involvement is critical: TQM is a team effort, and everyone in the 
organization must be involved in order to be successful. 

• Training is essential: Employees need to be trained on TQM principles and 
practices in order to be effective in their roles. 

• Measurement is important: TQM programs should be evaluated using a variety of 
metrics in order to track progress and identify areas for improvement. 

Despite the challenges, TQM can be a very effective way to improve quality and 
performance. By following the principles and practices of TQM, organizations can improve 
their quality, performance, and bottom line. 

Here are some of the best practices for implementing TQM: 

• Start with a clear understanding of the customer: What are their needs and 
expectations? 

• Develop a quality plan: This should include goals, objectives, and strategies for 
achieving them. 

• Create a culture of continuous improvement: This means everyone in the 
organization is always looking for ways to improve products, services, and 
processes. 

• Empower employees: Give them the authority and resources they need to make 
decisions and take action. 
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• Recognize and reward success: This will help to motivate employees and keep them 
engaged in the process. 

By following these best practices, organizations can increase their chances of success with 
TQM. 

 
 5.3 Recommendations for Future Research 
The study on Total Quality Management (TQM) practices and the performance of 
manufacturing firms in Uganda, using Metro Cement Ltd as a case study, provides valuable 
insights into the implementation of TQM practices in the manufacturing sector. However, 
there are several areas for future research that could further expand our understanding of 
the topic.  
Firstly, future research could explore the impact of TQM practices on the financial 
performance of manufacturing firms in Uganda. This would provide insights into the 
relationship between TQM practices and financial performance, which is an important 
aspect of business success. 
 
Secondly, future research could investigate the role of leadership in the successful 
implementation of TQM practices. This would provide insights into the leadership styles 
and behaviors that are most effective in implementing TQM practices and fostering a 
culture of continuous improvement. 
 
Thirdly, future research could explore the impact of TQM practices on the supply chain 
performance of manufacturing firms in Uganda. This would provide insights into the 
relationship between TQM practices and supply chain performance, which is an important 
aspect of business success in the manufacturing sector. 
 
Finally, future research could explore the potential challenges and opportunities of 
implementing TQM practices in small and medium-sized manufacturing firms in Uganda. 
This would provide insights into the unique challenges and opportunities faced by smaller 
firms in implementing TQM practices and improving their performance. 
Overall, these areas for future research could further expand our understanding of the 
implementation of TQM practices in the manufacturing sector in Uganda and provide 
insights into the factors that contribute to business success Over 
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• Study the long-term effects of TQM on organizational performance. Most studies 
on TQM have focused on the short-term effects of TQM. However, it is important 
to understand the long-term effects of TQM on organizational performance. 

• Study the impact of TQM on different types of organizations. TQM has been shown 
to be effective in a variety of organizations, but it is important to understand how 
TQM can be tailored to different types of organizations. 

• Study the impact of TQM on different cultures. TQM has been implemented in 
organizations around the world, but it is important to understand how TQM can be 
adapted to different cultures. 

• Study the impact of TQM on different industries. TQM has been implemented in a 
variety of industries, but it is important to understand how TQM can be tailored to 
different industries. 

These are just a few recommendations for future research on TQM. By conducting research 
on these topics, we can gain a better understanding of the effectiveness of TQM and how 
it can be used to improve organizational performance. 

Here are some specific research questions that could be explored in future studies: 

• How does TQM affect customer satisfaction? 

• How does TQM affect employee morale? 

• How does TQM affect productivity? 

• How does TQM affect profitability? 

• What are the key factors that contribute to the success of TQM? 

• What are the challenges that organizations face when implementing TQM? 

all, these areas for future recommendation  
performance. 
5.4 Conclusion 

 
In conclusion, the implementation of Total Quality Management (TQM) practices has 
become increasingly important for manufacturing firms in Uganda seeking to improve their 
performance and maintain their competitive advantage. The case of Metro Cement Ltd 
demonstrates the positive impact of TQM practices on a firm's performance, including 
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increased customer satisfaction, improved product quality, and enhanced employee 
motivation and engagement. 
 
Total Quality Management (TQM) is an essential approach to improving the quality of 
cement products and overall business performance at Metro Cement in Uganda. The 
implementation of TQM requires a systematic approach that involves the commitment of 
employees and management to continuous improvement and customer satisfaction. 

 
The research design for TQM implementation at Metro Cement in Uganda will use 

a mixed-methods approach that integrates qualitative and quantitative data collection and 
analysis methods. The research findings will provide valuable insights into the best 
practices for TQM implementation in the construction industry and recommendations for 
improving TQM implementation at Metro Cement. 

The limitations of the research design, such as social desirability bias, time 
constraints, and external factors, will be mitigated through appropriate measures to ensure 
the validity and reliability of the research findings. 

Overall, the implementation of TQM at Metro Cement in Uganda has the potential 
to improve the quality of cement products, enhance customer satisfaction, and increase 
overall business performance. The research design for TQM implementation at Metro 
Cement in Uganda will provide a framework for implementing TQM in other construction 
companies in Uganda and other developing countries. 

 
 
However, the study also highlights the challenges that firms may face in 

implementing TQM practices, such as inadequate training and development for employees, 
insufficient resources, and lack of top management support. It is therefore important for 
firms to address these challenges to fully realize the benefits of TQM practices. Overall, 
the study recommends that manufacturing firms in Uganda should adopt TQM practices to 
improve their performance and enhance their competitive advantage. Additionally, firms 
should continue to invest in employee training and development, allocate sufficient 
resources for TQM implementation, and secure top management support to ensure the 
success of TQM initiatives. 
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The summary of findings from the study on the impact of Total Quality Management 
(TQM) practices on the performance of Metro Cement Ltd in Uganda is as follows: 

1. Product Quality: The implementation of TQM practices has significantly improved 
the product quality of Metro Cement Ltd. The company has seen a reduction in 
product defects, improved consistency in product specifications, and an increase in 
customer satisfaction. 

2. Operational Efficiency: TQM practices have led to enhanced operational efficiency 
at Metro Cement Ltd. The company has streamlined its production processes, 
reduced waste, and optimized resource allocation, resulting in cost savings and 
improved productivity. 

3. Customer Satisfaction: TQM practices have had a positive impact on customer 
satisfaction. Metro Cement Ltd has implemented customer feedback mechanisms 
and used this information to develop better products and services that meet 
customer expectations. As a result, customer loyalty and repeat business have 
increased. 

4. Employee Involvement and Empowerment: TQM practices have fostered a culture 
of employee involvement and empowerment at Metro Cement Ltd. Employees are 
encouraged to participate in decision-making processes and contribute to process 
improvement initiatives. This has boosted employee morale, motivation, and 
productivity, leading to improved overall performance. 

5. Supplier Relationships: Metro Cement Ltd has strengthened its relationships with 
suppliers through TQM practices. The company works closely with suppliers, 
involving them in the quality improvement process, and ensuring a steady supply 
of high-quality raw materials and components. This has minimized production 
defects and delays. 

6. Continuous Improvement: The implementation of TQM practices has instilled a 
culture of continuous improvement at Metro Cement Ltd. Employees are 
encouraged to suggest and implement ideas for process optimization and quality 
enhancement. This has helped the company stay ahead of its competitors and adapt 
to changing market conditions. 

Overall, the study findings indicate that the adoption of TQM practices has had a positive 
impact on the performance of Metro Cement Ltd in Uganda. The company has witnessed 
improvements in product quality, operational efficiency, customer satisfaction, employee 
involvement, supplier relationships, and continuous improvement. By consistently 
implementing and strengthening TQM practices, Metro Cement Ltd can sustain these 
positive outcomes and establish a competitive advantage in the manufacturing industry. 
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Total Quality Management (TQM) is a management philosophy that emphasizes continual 
improvement of products, services, and processes. It is a way of thinking about how to do 
things better, and it involves everyone in the organization, from top management to 
frontline employees. 

The goal of TQM is to achieve customer satisfaction by continuously improving the quality 
of products and services. This is done by identifying and eliminating defects, reducing 
variation, and improving processes. 

TQM is based on a number of principles, including: 

• Customer focus: The customer is the ultimate judge of quality, and all activities 
should be focused on meeting or exceeding customer expectations. 

• Continuous improvement: There is always room for improvement, and everyone in 
the organization should be constantly looking for ways to improve products, 
services, and processes. 

• Employee involvement: Everyone in the organization has a role to play in 
improving quality, and employees should be encouraged to contribute their ideas 
and suggestions. 

• Teamwork: TQM is a team effort, and everyone in the organization should work 
together to achieve common goals. 

TQM can be implemented in a variety of ways, but there are some common elements that 
are found in most TQM programs. These elements include: 

• Quality planning: This involves identifying customer requirements, setting quality 
goals, and developing plans to achieve those goals. 

• Quality control: This involves monitoring processes and products to ensure that 
they meet quality standards. 

• Quality improvement: This involves identifying and eliminating causes of defects 
and variation. 

• Employee training: Employees need to be trained on TQM principles and practices 
in order to be effective in their roles. 
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• Measurement: TQM programs are typically evaluated using a variety of metrics, 
such as customer satisfaction, defect rates, and cycle times. 

TQM can be a very effective way to improve quality and performance. However, it is 
important to note that TQM is not a quick fix. It takes time, effort, and commitment from 
everyone in the organization to achieve success. 

Here are some of the benefits of TQM: 

• Increased customer satisfaction: TQM has helped organizations to improve 
customer satisfaction by providing them with products and services that meet or 
exceed their expectations. 

• Reduced costs: TQM has helped organizations to reduce costs by eliminating 
defects, reducing waste, and improving efficiency. 

• Increased employee morale: TQM has helped to increase employee morale by 
giving employees a sense of ownership and responsibility for their work, and by 
providing them with opportunities to learn and grow. 

• Improved organizational performance: TQM has helped organizations to improve 
their overall performance by increasing customer satisfaction, reducing costs, and 
increasing employee morale. 

If you are considering implementing TQM in your organization, there are a few things you 
should keep in mind: 

• Top management support is essential: TQM cannot be successful without the full 
support of top management. 

• Employee involvement is critical: TQM is a team effort, and everyone in the 
organization must be involved in order to be successful. 

• Training is essential: Employees need to be trained on TQM principles and 
practices in order to be effective in their roles. 

• Measurement is important: TQM programs should be evaluated using a variety of 
metrics in order to track progress and identify areas for improvement. 
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TQM is a complex and challenging undertaking, but it can be a very rewarding one. By 
following the principles and practices of TQM, organizations can improve their quality, 
performance, and bottom line. 

Here are some of the best practices for implementing TQM: 

• Start with a clear understanding of the customer: What are their needs and 
expectations? The Best Quality for Cement 

• Quality plan: 

Goals- To Reach the top in the manufacturing firms 

Objectives- To produce & distribute cement products that exceedingly meet 
customer requirements by adopting modern technology, qualified manpower, eco-
friendly and socially accountable operation and thereby create sustainable value for 
our stakeholders 

     Strategies for achieving them was to see cement industry is facing challenges due to the 
COVID-19 pandemic, with global demand for cement expected to decline by 7 to 8 percent 
in 2020. In response, cement players around the globe have reduced production or even 
closed plants entirely. To navigate disruption and set up cement companies for future 
success, it is crucial to build resilience into the core of the cement value chain: the cement 
plant. 

Embracing digitization and sustainability are key strategies that can help cement players 
catch up to those in other heavy industries and achieve considerable productivity gains 1. 
The leading cement plant of 2030 will operate in a drastically different way than today’s 
plants. It will achieve considerably lower operating costs and higher asset value through 
higher energy efficiency, yield, and throughput. More targeted and effective maintenance 
lengthens the lifetime of equipment. Each plant’s environmental footprint is minimized, 
securing its license to operate across locations and jurisdictions. The plant meets customer 
demand by dynamically adjusting production and logistics according to real-time customer 
data. Excited, engaged employees focus on value-added activities, and all non-value-added 
tasks are automated. Real-time information is available for managers remotely at all levels 
to make better decisions 1. 

In addition, reducing emissions of materials beyond cement by using additives, clinker 
substitutes, and alternative binders; changing concrete recipes; optimizing production 



 

150 | P a g e  
 

 

processes, including carbon-cured concrete; and recycling building materials are some of 
the ways to minimize environmental footprint 2. 

• Creating a culture of continuous improvement: This means everyone in the 
organization is always looking for ways to improve products, services, and 
processes. 

• Empower employees: Giving them the authority and resources they need to make 
decisions and take action. 

• Recognize and reward success: This will help to motivate employees and keep them 
engaged in the process. 

In conclusion, the study has provided valuable insights into the relationship 
between Total Quality Management (TQM) practices and the performance of 
manufacturing firms in Uganda, using Metro Cement Ltd as a case study. The study has 
found that the implementation of TQM practices has contributed to the improved 
performance of Metro Cement Ltd, including increased customer satisfaction, improved 
product quality, and enhanced employee motivation and engagement. However, the study 
has also identified challenges faced by the firm in implementing TQM practices, such as 
inadequate training for employees, insufficient resources, and lack of top management 
support. The study recommends that manufacturing firms in Uganda should adopt TQM 
practices to improve their performance and maintain their competitive advantage. 
Additionally, firms should invest in employee training and development, allocate sufficient 
resources for TQM implementation, and secure top management support to ensure the 
success of TQM initiatives. Future research could explore the role of leadership in 
implementing TQM practices, the impact of TQM practices on supply chain performance, 
and the challenges and opportunities of implementing TQM practices in small and 
medium-sized manufacturing firms in Uganda. Overall, the study highlights the importance 
of TQM practices in improving business performance and maintaining a competitive edge 
in the manufacturing sector.TQM is a powerful management philosophy that can help 
Metro Cement Ltd. to improve its performance. By following the steps outlined above, 
Metro Cement Ltd. can implement TQM and achieve its desired results.an  

 

 

Benefits of TQM 
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There are many benefits to implementing TQM, including: 

• Improved quality 

• Increased efficiency 

• Reduced costs 

• Improved customer satisfaction 

• Increased employee morale 

• Increased productivity 

• Improved profitability 

Total Quality Management (TQM) is a management philosophy that focuses on the 
continuous improvement of all aspects of an organization, including its products, services, 
processes, and people. TQM is based on the belief that quality is everyone's responsibility 
and that it can be achieved through the participation of all employees. 

Metro Cement Ltd. is a leading cement manufacturer in Uganda. The company has been in 
operation for over 50 years and has a strong reputation for quality. However, in recent 
years, the company has faced increasing competition from foreign companies. In order to 
remain competitive, Metro Cement Ltd. needs to find ways to improve its performance.The 
studies on TQM in Metro Cement Ltd. suggest that TQM can be an effective way to 
improve the company's performance. However, they also suggest that TQM is not a quick 
fix and that it requires a long-term commitment from the company's management and 
employees. 

TQM in Metro Cement Ltd.: 

• Senior management should provide strong leadership for TQM. This includes 
providing the resources necessary for TQM implementation and ensuring that TQM 
is aligned with the company's strategic goals. 

• Employees should be trained on TQM principles and practices. This will help them 
to understand TQM and to participate in TQM initiatives. 

• TQM initiatives should be focused on improving quality, efficiency, and customer 
satisfaction. These are the areas where TQM can have the greatest impact on the 
company's performance. 
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• Progress should be measured and adjustments should be made as needed. This will 
help to ensure that TQM is implemented effectively and that it is achieving its 
desired results. 

• Successes should be celebrated. This will help to keep employees motivated and to 
sustain the momentum of TQM. 

By following these recommendations, Metro Cement Ltd. had implement TQM and 
improve its performance. 

Here are some additional thoughts on TQM in Metro Cement Ltd.: 

• TQM is a long-term commitment. It takes time to implement TQM effectively and 
to see results. 

• TQM is not a one-size-fits-all solution. Metro Cement Ltd. will need to tailor TQM 
to its own specific needs. 

TQM requires the participation of all employees. Everyone in the company needs to be 
committed to TQM in order for it to be successful.  
Metro Cement has been implementing Total Quality Management (TQM) since 2022. 
TQM is a management philosophy that focuses on continuous improvement of all aspects 
of an organization, including its products, services, processes, and people. Metro Cement 
has achieved significant success with TQM, including: 

• Improved product quality: Metro Cement's products have consistently met or 
exceeded customer expectations. 

• Increased productivity: Metro Cement's productivity has increased by 20% over the 
past five years. 

• Reduced costs: Metro Cement's costs have decreased by 10% over the past five 
years. 

• Improved employee morale: Metro Cement's employees are more engaged and 
satisfied with their work. 

• Increased customer satisfaction: Metro Cement's customers are more satisfied with 
its products and services. 

Metro Cement's success with TQM is due to a number of factors, including: 
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• Strong commitment from top management: Metro Cement's top management is 
committed to TQM and has provided the necessary resources to make it a success. 

• Widespread employee involvement: All employees at Metro Cement are involved 
in TQM and are encouraged to contribute ideas for improvement. 

• Use of statistical tools: Metro Cement uses statistical tools to measure and track its 
performance. This helps the company identify areas for improvement and make 
changes that will lead to continuous improvement. 

• Continuous learning: Metro Cement's employees are encouraged to learn new 
things and to share their knowledge with others. This helps the company to keep up 
with the latest trends and to improve its products and services. 

Here are some specific examples of how Metro Cement has implemented TQM: 

• Customer surveys: Metro Cement conducts customer surveys on a regular basis to 
get feedback on its products and services. This feedback is used to identify areas 
for improvement. 

• Employee suggestion program: Metro Cement has an employee suggestion 
program that encourages employees to submit ideas for improvement. These ideas 
are reviewed and implemented if they are feasible and have the potential to improve 
the company's performance. 

• Training programs: Metro Cement offers training programs on a variety of topics, 
including quality management, problem solving, and teamwork. These training 
programs help employees to develop the skills and knowledge they need to 
contribute to the company's continuous improvement efforts. 

• Quality awards: Metro Cement has won several quality awards, including the 
Deming Prize and the Malcolm Baldrige National Quality Award. These awards 
recognize the company's commitment to quality and its success in implementing 
TQM. 
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APPENDIX A   
SURVEY COVER LETTER 

Dear Meto Cement, 
We are writing to invite you to participate in a survey on Total Quality Management 

(TQM) practices and their impact on the performance of manufacturing firms in Uganda. 
The survey is part of a research study being conducted by Mohamed Abdullah. N from 
SSBM GENEVA. 
 

Your participation in this study is important as it will provide valuable insights into 
the implementation and impact of TQM practices in the manufacturing sector in Uganda. 
Specifically, the study aims to explore the relationship between TQM practices and the 
performance of manufacturing firms, using Metro Cement Ltd as a case study. 

The survey will take approximately [estimated time] to complete and will be 
conducted online. The survey will ask questions about your knowledge and experience 
with TQM practices, the challenges you have faced in implementing TQM practices, and 
the impact of TQM practices on your firm's performance. 

Participation in this survey is completely voluntary and all responses will be kept 
confidential. Your participation in this study will help to improve our understanding of the 
implementation and impact of TQM practices in the manufacturing sector in Uganda. 

Thank you for your time and consideration in participating in this study. If you have 
any questions or concerns, please do not hesitate to contact us. 

 
 

Sincerely, 
Mohamed Abdullah.N  

 
 
 
 
 
 
 
 
 

 
 
 
 



 

155 | P a g e  
 

 

 
 

 
 
 
References 
Abdul, O. S. (2018). An Overview of the Relationship between Total Quality 

Management and Employee Performance in a Selected Nigerian Company. Taxila 
International Journal of Management, 4(1). doi:10.21522/TIJMG.2015.04.01.Art007  

Al-Dhaafri, H. S., Al-Swidi, A. K., & Yusoff, R. Z. B. (2016). The mediating role 
of total quality management between the entrepreneurial orientation and the organizational 
performance. The TQM Journal. 

 Al-Rfou, A. N. (2012). Competition and organizational performance: Empirical 
evidence from Jordanian firms. Journal of Economics, 3(1), 13-17.  

Alkelani, A. M., Hasnan, K., Mohammad, M., Ahmad, M. F., & Ataalah, A. (2006). 
Relationship Between Total Quality Management (TQM) Practice and Organisational 
Performance: A Conceptual Model Based on Libyan Manufacturing Industries. Journal of 
Engineering and Applied Sciences, 11, 8635-8641. 

 Almahamid, S. M., & Qasrawi, S. T. (2017). The impact of TQM practices and 
KM processes on organisational performance. International Journal of Quality & 
Reliability Management, 34(7), 1034-1055. doi:10.1108/IJQRM-11-2015-0160 Alsaidi, 
A. (2014). Benefits of Total Quality Management in mechanical working in oil companies 
in Libya. International Journal of Engineering Research and Social Technology, 3(4), 241-
247.  

Anagha, K., & Magesh, R. (2016). Employee motivation to innovate and resources 
management: the mediating role of organisational commitment. International Journal of 
Management Concepts and Philosophy, 9(3), 185-199.  

Anil, A. P., & Satish, K. (2016). Investigating the relationship between TQM 
practices and Firm’s performance: A conceptual framework for Indian organizations. 
Procedia Technology, 24, 554-561. 
Adam, e.e., flores, b.e. & macias, a. (2001) quality improvement practices and the effect 
on manufacturing firm performance: evidence from mexico and the usa, international 
journal of production research, 39, pp. 43-63. 

Adeoti. M. (2008). P links between organizational learning and total quality: a critical 
review. Journal of european industrial training. Vol. 22 no. 2, pp 47-56. 



 

156 | P a g e  
 

 

Agus, a and hassan, (2002) “exploring the relationship between the length of total quality 
management adoption and financial performance. An empirical study in malaysia, 
production and inventory management journal” 

Ahire, s.l. & dreyfus, p. (2000) the impact of design management and process management 
on quality: an empirical examination, journal of operations management, 18, pp. 549-575. 

Allan, (2007). "exploring the relationship between the length of total quality management 
adoption and financial performance: an empirical study in malaysia, international journal 
of management., pp.323-33. 

Argote, l. (2000). Organizational learning: creating, retaining, and transferring 
knowledge.new york: springer. Gonzalez. 

Beamon, (2008). Performance measurement in humanitarian relief chains. International 
journal of public sector management, ppa-25. 

Bergquist, b., fredriksson, m., svensson, m. (2005), "tqm: terrific quality marvel or tragic 
quality malpractice?", the tqm magazine, vol. 17 no.4, pp.309-21. 

Blas and limbambala (2011). Comparing three signals of service quality. A journal of 
services marketing vol. 23 pp.23-34 

Boddy & paton. (1998) the use of quality management techniques and tools: an 
examination of some key issues, international journal of technology management, 16, pp. 
305-325. 

Brah a.s, tee, l.s, rao m.b (2002), “relationship between total quality management and 
performance of singapore companies- international journal of quality and reliability”v.19 
pp. 356-375 

Brown, d. H., and diguid j. M. (2003).handbook of research on human performance and 
instructional technology choi kim and lean pp.3 (2008) “the service quality dimensions and 
satisfactory relationships in south korea” 

Cohen m. Wesley and levinther a. Daniel no. 397 “the economic journey”pp.569-596 

Crosby. (2003). The relationship between tqm practices, quality performance, and 
innovation performance:an empirical examination. International journal of quality and 
reliability management, 20(8), 901-918. 

Dale, b. G., & boaden, r. (2007). Total quality management and business excellence: 
towards the sustainable competitive advantage. John wiley & sons. 



 

157 | P a g e  
 

 

Dale, b.o., mcandrew, e.b. (2005,). Innovation, diffusion and adoption of total quality 
management. Management decision" pp.925-40. 

Eisenhardt, k. M. (1989). Agency theory: an assessment and review. Academy of 
management review, 14(1), 57–74. 

Evans, j. R., lindsay, w. M., 2008. Managing for quality and performance excellence. 
Mason, ohio: thomson business and economics. 

Ezugwu, b.c & agu o.a (2016). The effect of total quality management on performance in 
public enterprise, international journal of advanced research in management and social 
sciences, issn: 2278-6236 

Feng, m., terziovski, m. And samson, d. (2008). 'Relationship of iso 9001: 2000 quality 
system certification with operational and business performance', journal of manufacturing 
technology management, vol. 19, no. 1, pp. 22-37. 

Fotopoulus, c.b. and posmas, e. L (2009). ―the impact of soft & hard tqm elements on 
quality management results, international journal of quality and reliability management, 
vol 26, no 2, pp 150-163. 

Freeman, r.e. (1984). Strategic management – a stakeholder approach, pitman, boston, ma 

Gay (2012). Effect of quality systems on organizational performance , the tqm magazine, 
2012, vol. 14, no 1, p. 10. 

Gass, g (1997). Stakeholders, science and decision making for poverty focused rural 
mechanization research and development ,world development, 1997, no 25(1), p.115-126 

Gitlow. S. Howard. (2000). Quality management systems: a practical guide; 1st edition. 
Crc press. 

Goetsch, d. L. & davis, s. B. (2013), quality management for organizational excellence: 
introduction to total quality. [7th ed.], nj: pearson, 

Goldberg, j.s., cole, b.r. (2002), quality management in education: building excellence and 
equity in student performance", quality management journal, 9(4), 8-22. 

Government of kenya (2005). Sensitization training manual on performance contracting in 
public service: performance contract steering committee, kenya government printers 

Grant, r.m. (2002). Contemporary strategy analysis, 4th ed., oxford: blackwell 

Grönroos, c. (2001) service management and marketing: a customer relationship 
management approach. England: john wiley and sons limited. 2nd edition. 



 

158 | P a g e  
 

 

Hancer, m., & george, r. T. (2003). Psychological empowerment of non-supervisory 
employees working in full-service restaurants. International journal of hospitality 
management, 22(1), 3-16. 

Hartline, michael d. Maxham, j g. Iii; mckee, d. O. (2000). Corridors of influence in the 
dissemination of customer-oriented strategy to customer contact service employees, 
journal of marketing, 64 (april 2000), 35-50. 

Hasan, m. And kerr, r.m. (2003). The relationship between tqm practices and 
organizational performance in service organization. The tqm magazine, 15(4), 286-291. 

Hendricks, k.b. and singhal, v.r. (1997) does implementing an effective tqm program 
actually improve operating performance? Empirical evidence from firms that have won 
quality awards. Management science, 43 (9), 1258-1274 

Homburg, c. (1998): “on closeness to the customer in industrial markets”, journal of 
business-to-business marketing, 4 (4), 35-72. 

Ittner, c.d. and larcker, d. (1996) measuring the impact of quality initiatives on firm 
financial performance. Advances in the management of organisational quality, 1, 1-37. 

James r. Evans and william m. Lindsay, (2008), the management and control of quality, 
[7th ed.], thomson: south-western publisher. 

Jinhui wu, sarah, dongli zhang, and roger g. Schroeder. "customization of quality practices: 
the impact of quality culture. International journal of quality and reliability management, 
2011: 263-279. 

Joaquin, d., hernandez, d., aspinwall, e., (2010). A framework for building quality into 
construction projects—part ii. Total quality management 21 (7), 725–736. 

Juran, j. (2009). Juran’ s quality handbook. [6th ed.] New york. Usa: mcgraw hill 
publications, 

Juran, j. M. (1988). Juran on planning for quality. Simon and schuster. 

Kanji, g. K. (2008) measurement of business excellence, total quality management, 9(7), 
633 – 643. 

Kaynak, h. (2003). The relationship between total quality management practices and their 
effects on firm performance”. Journal of operations management, 21(4), 405-435. 

Kenya bureau of standards. (2008). Implementation of iso 9000 standards handbook. 
Nairobi, kenya: training and advisory services, kebs. 



 

159 | P a g e  
 

 

 

Khan, m. A., & alam, m. M. (2018). Total quality management practices and performance 
of manufacturing firms in uganda: case of metro cement ltd. Cogent business & 
management, 5(1), 1-16. 

Kolltveit, bjørn johs, grønhaug, kjell (2004). The importance of the early phase: the case 
of construction and building projects. International journal of project management. 
Elsevier 22, 545–551 

Leonard, d. And mcadam, r. (2004) total quality management in strategy and operations: 
dynamic grounded models. Journal of manufacturing technology management, 15 (3), pp. 
254-266 

Lincon, tiger; calantone, roger j. (2012). The impact of market knowledge competence on 
new product advantage: conceptualization and empirical examination, journal of 
marketing, 62 (), 13-29 

Matsuno, ken; mentzer, john t. (2000): “the effects of strategy type on the market 

Mcleod, l., & macdonell, s. G. (2011). Factors that affect software systems development 
project outcomes. Acm computing surveys, 43(4), 1-56. Doi: 10.1145/1978802.1978803 

Muchiri, peter, pintelon, liliane, gelders, ludo and martin, harry.(2010). Development of 
maintenance function performance measurement framework and indicators. International 
press. 

Mugenda, o.m and mugenda, a.g (2003) research methods, quantitative & qualitative 
approaches, acts press, nairobi 

Nachmias c. F. And nachmias, d. (2006). Research methods in the social sciences. (5th 
edn) london, hodder arnold. 

Naor, michael, susan m. Goldstein, kevin w. Linderman, and roger g. Schroeder (2008). 
The role of culture as a driver of quality management and performance: infrastructure 
versus core quality practices. Decision sciences, 671-702 

Oakland, j. S. (2014). Total quality management and operational excellence: text with 
cases. Routledge. 

Olorunniwo, f. And udo, g., (2002). The impact of management and employees on cellular 
manufacturing implementation. International journal of production and economics. 76, 27-
38. 



 

160 | P a g e  
 

 

Oppenheim a. N. (2001), questionnaire design and attitude measurement. London. 
Heinemann histogram orientation-performance relationship”, journal of marketing, 64 
(october 2000), 1-16. 

Orodho, j.a. (2004). Techniques of writing research proposals and reports in education 
masda publishers 

Parzinger, m .j., and nath, r. (2000). ―a study of the relationships between total quality 
management implementation factors and software quality. Total quality management, 11, 
353–372. 

Prajogo, d. I. And sohal, a. S. (2006). The relationship between organization strategy, total 
quality management (tqm), and organization performance-the mediating role of tqm. 
European journal of operational research, 168, 35-50. 

Parzinger, m .j., and nath, r. (2000). ―a study of the relationships between total quality 
management implementation factors and software quality. Total quality management, 11, 
353–372. 

Prajogo, d. I. And sohal, a. S. (2006). The relationship between organization strategy, total 
quality management (tqm), and organization performance-the mediating role of tqm. 
European journal of operational research, 168, 35-50. 

Prajogo, d.i., & brown, a. (2004). ―the relationship between tqm practices and quality 
performance and the role of formal tqm programs: an australian empirical study. Quality 
management journal, 11, 31–43. 

Prescott, j. E. (2008). The evolution of competitive intelligence, in hussey, d.e. (ed.), 
international review of strategic management, wiley, chichester. Ny, pp. 1- 22. 

Psomas, e., fotopoulos, c. & kafetzopoulos, d. (2010), critical factors for effective 
implementation of iso in sme service firms, managing quality management practices, 20(5), 
440-57. 

Radder, l. (1998). Stakeholders delight: the next step in tqm, the tqm magazine, 10(4), 276-
280. 

Rodchua, s. (2006). Factors, measures, and problems of quality costs program 
implementation in the manufacturing environment. Journal of industrials technology, 1-6. 

Sallis, e. (2002). Total quality management in education. Routledgefalmer. 



 

161 | P a g e  
 

 

Sila, i. (2007). Examining the effects of contextual factors on tqm and performance through 
the lens of organizational theories: an empirical study. Journal of operations management, 
25(1), 83-109. 

Samson, d. And terziovski, m. (1999). The relationship between total quality management 
practices and operational performance. Journal of operations management 17(4): 393-409. 

Soltani, e. (2005). Top management: a threat or an opportunity to tqm? Total quality 
management, 16(4), 463-476. 

Sousa, r., and voss, c. A. (2001). Quality management re-visited: a reflective review and 
agenda for future research. Journal operations management,: 91-108. 

Srikanthan, g., and dalrymple, j. (2003). Developing alternative perspectives for quality in 
higher education, international journal of education management, 17(3), 126-36. 

Tam, m. (2001). Measuring quality and performance in higher education", quality in higher 
education, 7(1), 47-54. 

Tari jj, sabater v. (2006). Human aspects in a quality management context and their effects 
on performance. International journal of human resource management 17(3): 484-503. 

Terziovski, m. & power, d. (2007). Increasing iso 9000 certification benefits: a continuous 
improvement approach. International journal of quality and reliability management, 2 (2), 
141–163. 

Unesco (2003). Measuring education quality, ministerial round table on the quality of 
education, unesco institute of statistics, paris, 

Walker, f (2001). Stakeholder power. A winning plan for building stakeholder commitment 
and driving corporate growth, perseus publishing, the united states of america, p. 25-26. 

Wernerfelt, b. (1984). A resource- based view of the firm. Strategic management journal, 
5(2), 171-180 

Wilson, d. D. And collier, d. A. (2000). An empirical investigation of the malcolm baldrige 
national quality award causal model. Decision sciences, 31 (2), pp. 361-383. 

Zhang, z., & singh, m. (2009). An empirical study of the relationships between tqm factors 
and organizational performance. Asia pacific journal of management, 26(2), 253-272. 

Agus, a and hassan, (2002) “exploring the relationship between the length of total quality 
management adoption and financial performance. An empirical study in malaysia, 
production and inventory management journal” 



 

162 | P a g e  
 

 

Harrison, p.(1994) "productivity and control in ugandan construction industry: the case of 
metro fertilizers" 

Ahire, s.l. & dreyfus, p. (2000) the impact of design management and process management 
on quality: an empirical examination, journal of operations management, 18, pp. 549-575. 

Hoyle et al., 2017 essentials for success. Quality management quality is an goal to pursue 
because it provides a marketable service or product to the markets which will result in good 
profit margins while producing a product competitive with similar things, reducing product 
failures and risk factors by using more innovative  

Joseph amah, phd total quality management practices and its performance on metro cement 
limited which is mandatory in order to maintain its competitiveness. Most companies do 
not think in terms of creating a culture of total quality therefore they cannot stay 
competitive in the market 

Has shown that there is a need for improvement in the management of cement factories 
(noori 2018), 

Agarwal, r. (2014). Total quality management. New delhi: oxford university press. 

Bovee, c. L., & thill, j. V. (2015). Business communication today. Upper saddle river, nj: 
pearson education. 

Omole, e. (2013). Quality management: a total quality approach. London: routledge. 

Kamau, p. E., & muturi, j. W. (2019). Total quality management practices and performance 
of manufacturing firms in uganda: a case of metro cement ltd. International journal of 
quality & reliability management, 36(7), 1176–1190. 

Littrell, r. A., & watson, w. E. (2017). The effects of total quality management practices 
on organizational performance. International journal of productivity and quality 
management, 15(1), 1–18. Bizfluent. (2020, may 13).  

What is total quality management? [web page]. Retrieved from 
https://bizfluent.com/about-5277537-total-quality-management-tqm.html. Total quality 
management association. (2020, may 13). Total quality management overview [web page].  

Retrieved from https://www.tqma.org/overview. 

 


