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Small and Medium Enterprises (SMEs) contributed significantly to the 

Malaysian economy with 99% of business establishment. The contribution of 

SMEs to the GDP increased to 38.4% in 2022 as compare to 37.4% in 2021. 

They employed 7.32 million workers or 47.8% share to Malaysia employment 

and contributing substantial amount of RM580.4 billion or 38.4% in 2022 to 

the Malaysian GDP as compare to 2021 with RM520 billion or 37.4% (DOSM, 

2023). Services and manufacturing sectors uphold their position as the main 

contributors to SMEs’ GDP, accounting for an 84.6% per cent share. The 

transformation and sustaining of the competitiveness of the service and 

manufacturing sector were among the major factors in determining the pace of 

economic activity for Malaysia. Therefore, strategies of the Twelfth (12th.)  

Malaysia Plan (2021-2025) was specifically designed to help the development 

of SME businesses to be more competitive in the market. Through an extensive 

literature review and interviews with academic experts in the field of TQM, the 

objectives of this study were designed to identify the enablers of successful 

TQM implementation, to determine what are the most contributing enablers as 

a result of TQM implementation and established strategic models engaged by 

Malaysian SME businesses. The self-administered questionnaire distributed to 

Malaysian SMEs to gain a general understanding of TQM implementation 

from the perspective of senior business managers. The finding indicates four 

enablers significantly contributed to the performance of organizations that 

includes customer focus, people's involvement, leadership and continuous 

improvement. As such it is reflected the importance to reinforce the role of 

management as systems designers in designing effective systems that are 

capable of sustaining levels of high performance. 
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Introduction 

Malaysia is an industrialised country and contributed significantly to the global economy with 

1.0% out of 35% grown over the past ten years from 2013 to 2023 (World Economic Research, 

2024). The new policy and implementation framework as documented in Twelfth (12th.) 

Malaysia Plan (2021-2025) has been drawn up and outlines the goals for national prosperity 

over the coming years. The aim of Malaysia Plan is to obtain greater impact and performance 

from the country’s development efforts towards achieving industrialised country and to 

enhance manufacturing sectors through the adoption of strategic programmes to compete 

globally and against more established producers such as Japan and South Korea. Although 

COVID-19 pandemic outbreak in March 2020 affected global economy, however the 

contributions of manufacturing SMEs is still significant.  

 

The transformation and sustaining of the competitiveness of the manufacturing sector were 

among the major factors in determining the pace of economic activity for Malaysia. In the 

Tenth (10th, 2011-2015) and Eleventh (11th, 2016-2020) of Malaysia Plan, the manufacturing 

sector contributed substantially to output growth, exports and employment creation. The main 

goal of this plan is upscaling the manufacturing sector towards higher value-added activities 

and to transform the performance of SMEs into strong knowledge-intensive, value-creating, 

manufacturing and service entities. Greater emphasis placed on technology and innovation 

especially investment in the new areas of growth and international networking. These changes 

fundamentally lead to both the efficiency and effectiveness requirements of SME businesses 

regardless of whether they are owned by local or international businessmen (Razali et al., 2018; 

Chan, et.al., 2017). However, SME businesses have many constraints that inhibit them to 

propel as expected. They need to implement best practices such as TQM or other quality 

improvement initiatives to ensure and sustained their competitiveness in the market. Malaysia 

government provided a strong support to SMEs through budget allocation every year without 

fail and established special agency to help them facing challenges in business.       

 

Therefore, the purpose of this study is to identify the enablers of TQM implementation, 

determine the most contributing enabler to organization performance as well as establish a 

strategic TQM implementation model for SMEs. It is hope that the finding will be beneficial 

to government agencies for decision making, SME businesses at large, institution of higher 

learning and any interested parties.   

 

Definition Of Malaysian SMEs and Characteristics  

Malaysian SMEs definition was based on sales turnover and number of full-time employees. 

In the case of manufacturing sector, SMEs are defined as firms with sales turnover not 

exceeding RM50 million or number of full-time employees not exceeding 200 persons. On the 

other hand, services and other sectors are defined as firms with sales turnover not exceeding 

RM20 million or number of full-time employees not exceeding 75 persons (SME Corp, 2022). 

The details definition of each category is displayed in Table 1. 
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Table 1: Definition of Malaysian SMEs (SME Corp, 2022) 

Category Manufacturing Services and Other Sectors 

 

 

Medium sized enterprises 

Sales turnover: 

RM15 mil ≤ RM50 

OR 

Employees: From 75 to ≤ 200 

Sales turnover: 

RM3 mil ≤ RM20 mil 

OR 

Employees: From 30 to ≤ 75 

 

 

 

Small sized enterprises 

Sales turnover: 

RM300,000 < RM15 mil 

OR 

Employees: From 5 to < 75 

 

Sales turnover: 

RM300,000 < RM3 mil 

OR 

Employees: From 5 to < 30 

 

 

Micro enterprises 

Sales turnover: 

< RM300,000 

OR 

Employees: < 5 

 

Sales turnover: 

< RM300,000 

OR 

Employees: < 5 

   

 

SMEs enhancing the dynamism and competitiveness of the Malaysian economy especially in 

the manufacturing and service sectors. They are also built linkages with large corporations as 

well as with multinational companies (MNCs). 

 

In term of characteristics, SMEs have been very different from large organisations (Fernandez, 

A. and Rosas, C. 2019; Utami and Lantu, 2014). The most typical factor that distinguishes 

SMEs from larger organisations is the operating system within their organisations (Wiklund 

and Wiklund, 1999; Klewiz and Hansen, 2014). The operating system includes flat structures, 

few management layers, simple and flexible processes and a fire-fighting mentality (Ghobadian 

and Gallear, 1997; McAdam, 2000; Macias, G. and Juarez, S., 2017). SMEs tend to be more 

dynamic and flexible as compare to larger businesses. However, they are lack the formalisation, 

resources and role definitions associated with TQM. SME businesses therefore face many 

constraints that inhibit the implementation of TQM.  

 

Addressing the constraints that affect small businesses, it can be seen small businesses do not 

have easy access to production technology and customers are concerned when they are 

dependent upon a small business. The lack of resources has a fundamental impact upon TQM 

implementation, for instance key management personnel do not have time to attend lectures, 

business systems are less formalised and adopting digital technology is critical. These issues 

do have an impact on TQM implementation and it is a wake-up call for much greater 

management involvement and sacrifice to ensure success (Storey, 1992). These constraints 

were considered beneficial to the study because the role of management as system designers 

implies in designing effective systems.  

 

Research Objectives 

Although global economics badly effected with COVID-19 pandemic five years ago (2019-

2020), the study of TQM application at SME businesses are still relevant and firmly established 

as a research agenda of academic, management and national importance nowadays. Therefore, 
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the following research objectives were crafted to capture the essence and focus the subsequent 

direction of the study: 

  

a) To identify the enablers of TQM implementation in SME businesses. 

b) To determine the most contributing enabler to organizational performance. 

c) To establish a strategic TQM implementation model for SME businesses in the specific 

context of Malaysia. 

 

The objectives highlight the need to identify enablers and develop a strategic model for TQM 

implementation and sustainable improvement.        

 

The Review of Literature  

 

Total Quality Management (TQM) 

Total Quality Management is a concept that emphasizing on the continuous improvement of 

product and service quality to satisfy customers need and enhance productivity of 

organizations. Many scholars in the literatures have seen TQM as a holistic system 

incorporating all the organizations. For instance, Miranda Silva et. al (2014) perceived that 

TQM values and beliefs as a basis of organizational culture contributed to distinctive TQM 

capabilities and sources of competitive advantage. This segmentation has been frequently used 

and successfully adopted in many studies to examine TQM implementation and critical success 

factors according to the various ways in which practices are segmented (Addis, 2020). 

However, Jaeger and Adair (2016) looked at different perspective where they claimed that most 

TQM attempts unsuccessful in developing countries due to lack of understanding the key 

principles and practices of TQM itself. Although there is a lack of consensus among researchers 

on the best core and infrastructure practices (Laohavichien et al., 2011; Dubey, 2015), but most 

used practices of top management support, workforce management, customer focus, and 

supplier management as infrastructure practices, and process management, information and 

analytics, and product design as core practices with some variations in the terminologies.  

 

A number of studies conducted by previous researchers to identify the impact of TQM toward 

performance and most of them agreed of its significant contribution to the SMEs. Table 2 

indicates the previous studies and their findings. 

 

Table 2: Previous Studies of TQM and SMEs Performance 

Authors Findings 

Ahinful et al., 2023; Acquah et al., 

2023; Khalfallah et al., 2021; 

Kafetzopoulos et al., 2019, Abdullah, 

A, 2010. 

 

Total quality management (TQM) is recognized as 

a strategic tool to for companies’ performance. 

Adem and Virdi, 2023; Do et al., 2021; 

Bhaskar, 2020; Hilman et al., 2020; 

Lakhal et al., 2006; Demirbag et al., 

2006, Psomas et al., 2016; Zeng et al., 

2015. 

 

The study was conducted in developed and 

developing countries and indicates that TQM have 

a positive impact on performance of SMEs.  
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Do et al., 2021; Psomas and Jaca, 2016; 

Kafetzopolous et al., 2019; Youssef and 

Youssef, 2018; Bouranta et al., 2017 

 

Many empirical studies have confirmed the 

positive effect of TQM toward performance.  

 

Khalfallah et al., 2020; Sila, 2007 TQM as an integrated approach negatively 

influences companies’ performance. 

 

  

 

TQM Enablers 

A detailed review revealed that there were various TQM enablers and concepts has been 

highlighted in the literature contribute performance of the organizations.  However, this study 

will be focussing on five major elements due to the fact that those elements have a great 

discussion in the literatures as indicated in Table 3.  

 

Table 3: TQM Enablers Highlighted in Literatures 

 

TQM Enablers 

 

Author’s 

 

Customer Focus Hackman and Wageman (1995); Zakuan et 

al., (2010); Flynn et al., (1995); Phan et al., 

(2011); Zu, (2009), Lakhal et. al. (2006), 

Abdullah. A. (2010); Kanapathy et al. (2017) 

 

Leadership Flynn et al., (1995); Ooi et al., (2012); Zu, 

(2009); Peters et.al., (2014); Ooi et al., 

(2008); Talib et al., (2013) Prajogo and 

Brown, (2004); Patyal and Koilakuntla, 

(2015). Rahman and Bullock (2005); Jung et 

al. (2009) 

 

People’s Involvement Patyal and Koilakuntla, (2015); Zu, (2009); 

Prajogo and Sohal, (2003); Gerdenitsch et. 

al., (2015); Talib et al., (2013); Zu, (2009); 

Prajogo and McDermott. (2005)     

 

Process Approach Laohavichien et al. (2011); Goldkuhl and 

Lind, (2008); Abdullah and Tar, (2012), 

Abdullah, A. (2010); Yunis et al. (2013); 

Yazdani et al. (2016); Reinaldo et al. (2020) 

 

Continuous Improvement 

 

Rijnders and Boer, (2004) Khan et. al. 

(2019); Martin and Osterling (2017); Kumar 

et al., (2018); Ward and Sobek, (2014); 

Gadenne and Sharma, (2009), Abdullah, A. 

(2010) 
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Customer Focus  

Hackman and Wageman (1995) stated that customer focus is one of the most widely 

implemented TQM practices in organizations. Companies should establish and maintain open 

communication channels to involve customers in quality improvement initiatives, respond to 

their needs and continuously measure customer satisfaction to help improve the overall quality 

performance (Zakuan et al., 2010). Many studies have revealed the positive indirect impact of 

customer orientation on quality performance (Flynn et al., 1995; Phan et al., 2011; Zu, 2009). 

Customer focus is expected to have a beneficial indirect effect on quality by reducing process 

variability and improving product designs. 

 

Leadership 

Leadership commitment and support is considered some of the key quality management 

practices that drive quality performance (Flynn et al., 1995; Ooi et al., 2012; Zu, 2009). The 

management should accept responsibility for quality, provide a guidance to all initiatives for 

quality performance improvement, support quality improvement efforts and make quality as a 

strategic movement of the organization (Peters et.al, 2014; Ooi et al., 2008, Talib et al., 2013). 

Several studies have demonstrated the positive impact of leadership on quality performance 

(Flynn et al., 1995; Prajogo and Brown, 2004; Patyal and Koilakuntla, 2015).  

 

People’s Involvement 

Employees consider as an asset to organization and therefore should be treated properly. They 

are vital for quality performance improvement of the organizations (Patyal and Koilakuntla, 

2015; Zu, 2009). Organizations should recognize employee’s contribution to quality 

performance, encourage quality teamwork, provide training and education on latest quality 

tools and techniques and involvement in quality management decisions (Hill and Bartol, 2016). 

Most of studies have reported a strong association between people’s involvement and various 

performance measurement indicators, including quality performance (Prajogo and Sohal, 2003; 

Gerdenitsch et. al., 2015; Talib et al., 2013; Zu, 2009). 

 

Process Approach  

This principal focusses on efficiency and effectiveness of the process employed by 

organizations. A process is a sequence of steps involving inputs from suppliers and transform 

into output (final products) by organizations before deliver to customers. The aim of this 

approach is to reduce costs, eliminating bottle neck and improving consistency. It involves 

quality control compared with standards and takes corrective actions (Goldkuhl and Lind, 

2008).  

 

Continuous Improvement 

Continuous improvement refers to the planned, organized and systematic process of 

organizational practices (Rijnders and Boer, 2004). Continuous improvement or kaizen in 

Japanese aims to solves operations problems in organization for the short term and long term 

(Khan et. al. 2019). It ended up becoming the process of continuous improvement par 

excellence (Kumar et al., 2018). According to Martin and Osterling (2017), continuous 

improvement is based on three fundamental principles which consists of feedback from 

employees and customers, efficiency in identifying, reducing or eliminating operations 

problems and evolution of incremental and continuous development. The result of continuous 

improvements reflected in the increase of service quality and products and processes (Ward 

and Sobek, 2014).  
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TQM Implementation Models  

Majority of the TQM implementation models proposed in the literature have been derived from 

the study of larger organisations instead of SMEs (Husband and Mandal, 1999; Lee, 2004, 

Zhou, 2016). Lack of contingencies and constraints of the SMEs firm such as resources, scale 

and standardization were not taken into consideration.  As a result, the rate of implementation 

of quality models among SMEs is lower compared to larger organisations (Rahman and 

Bullock, 2005; Modgil and Sharma, 2017). TQM implementation models offers to the 

management understanding the status of their organisation in term of the development of TQM 

and enablers that lead to high performance. There are three main models that have been widely 

used throughout the world, namely, the Deming Award, the Malcolm Baldrige National Quality 

Award (MBNQA) and the European Quality Award (EQA). Each award focuses on the 

management activities of an organisation, behavioural and process rather than product or 

service perfection (Ghobadian and Woo, 1996, Snyder, 2007).  

 

There were some common features used by the three main awards as criteria for assessment, 

which includes leadership, human resources and process management. The award criteria allow 

organisations to have an understanding of TQM principles and the underpinning concepts. The 

Deming Award focuses on policies, implementation plans, information gathering, analysis and 

control and future plans for improvement. This award is emphasising the use of quality tools 

and techniques such as statistical process control, quality control tools and quality circles 

(Ghobadian and Woo, 1996). The MBNQA and the EQA focus on top management 

commitment in implementing strategic planning and policies for organizational goals and 

objectives. Both awards are concerned with the customer’s role in determining the quality 

levels of product or services.  As such, customer satisfaction will be enhanced through quality 

improvement activities (Ghobadian and Woo, 1996, Thandapani et. al, 2012). 

 

This study, therefore, aims to reduce the gap through developing a model based on SME 

businesses. The enablers identified through this study might be useful and beneficial to small 

businesses for implementing TQM.  

 

Research Methodology 

This research employed an administered survey questionnaire to the manufacturing SMEs 

located in Malaysia. The methods could offer a better analysis and understanding of the 

phenomenon being researched (Saunders et. al, 2019; Ghauri, P. and Grønhaug, 2005). The 

methodology was deemed necessary to achieve the objectives of the study. The survey 

questionnaires permitted the identification of important and emerging issues that required 

further explanation by those who were directly involved in TQM implementation.  

 

Administered Survey Questionnaire 

According to Ghauri and Grønhaug (2005), the administered survey questionnaire is an 

effective tool for obtaining opinions, attitudes and descriptions as well as for identifying cause 

and effect relationships. The survey method was considered effective and suitable of collecting 

data in a short time period whilst allowing respondents the ability to give their answers. 

Alternative methods available including focus group interviews or semi structured 

questionnaire with open-ended response boxes could have been engaged at this stage. 

Following a thorough methodological review these latter methods were considered 

inappropriate because there was little consistency and commonality between the questions 

posed and the theoretical underpinning of this study. As such a very open-ended questionnaire 



 

 
Volume 6 Issue 20 (June 2024) PP. 331-347 

  DOI 10.35631/AIJBES.620027 

Copyright © GLOBAL ACADEMIC EXCELLENCE (M) SDN BHD - All rights reserved 

338 

 

is less likely to truly identify the presence of TQM features than a survey which addresses the 

key areas of TQM.  

 

Questionnaire for this study was adopted from the previous researches of  TQM 

implementation and SMEs performance (Abdullah, M.M.B. et. al. (2009).; Ahinfu et. al. 

(2023); Ershadi M.J. et. al. (2019); Feng, J. et. al. (2006); Hudnurka M. et. al. (2023); Wei, J.T. 

et. al. (2017); Lepisto K. et. al. (2022). 

 

Sampling Techniques 

Since this research involved administered survey questionnaire, the researcher employed 

probability sampling techniques. Probability sampling techniques allowed the researcher to 

draw valid inferences regarding the population (Saunders et. al, 2019; Wiklund and Wiklund, 

1999). For the administered survey questionnaire, the list of potential respondents was obtained 

from government agencies involve in SMEs development. The respondents for this research 

were selected from the list of companies which focusing on manufacturing only. This was due 

to the significant contribution of the manufacturing sector to both Gross Domestic Product 

(GDP) and employment (DOSM Annual Report, 2022).  

 

In selecting the population for this study, it is recognised that sample companies taken was 

considered representative of the general population of SMEs in the Malaysian economy. 

However, it is also noted that no test of representativeness was used to strictly compare the 

sample with the general economy. This is because the purpose of this survey was to identify 

the common issues faced by SMEs in implementing TQM.  

 

Sample Selection and Pilot Testing 

As mentioned previously, the list of respondents was provided by government agencies that 

involve in Malaysian SMEs development. The number of Malaysian SMEs in the list provided 

were 1573 companies. However, only 852 companies were involved in manufacturing 

activities. After screening process of the list, it was found that only 715 have a complete address 

including email and phone number to be contacted. Therefore, the questionnaires distributed 

to the 715 selected Malaysian manufacturing SMEs.  

 

Pilot testing was conducted to ensure that any discrepancies in the questionnaires during design 

were rectified and corrected before the actual survey was employed. According to Fink (1995), 

the minimum number for pilot testing is 10. Therefore, in this research, a total of 20 

questionnaires were sent out to the Managing Directors of Malaysian SMEs. From the 20 

questionnaires that were sent out, 6 companies responded which given response rate of 30%. 

The issues identified focussed on the length of the questionnaire, sentences being too wordy, 

ambiguity, and double-barrelled questions. All the comments were analysed and used as a tool 

for improving the final questionnaire. 

 

Reliability and Validity of Quantitative Data 

Any questionnaire needs to be tested to ensure its consistency and accuracy and ensure that it 

measures what it is purported to measure (Saunders et. al., 2019). The main criteria used for 

evaluating questionnaires are as follows.  

 

Reliability 

Reliability was calculated through Cronbach’s coefficient alpha values (Cronbach, 1951), 

which refer to the degree of homogeneity of a sample. The acceptable value for Cronbach’s 
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alpha is 0.70 although some studies have used 0.60 (Hair et al., 1992). The results (Table 4) 

show the reliability of the questionnaires used in this research. The Cronbach’s alpha value 

ranged from 0.8346 to 0.8921; therefore, it was within the acceptable level and the results of 

the study were considered reliable. 

 

Table 4: Internal Consistency Analysis (Cronbach’s Alpha) 

Sections Factors No. of 

items 

Alpha 

value 

Items 

deleted 

Alpha value 

after items 

deleted 

A Customer Focus 27 0.8537 None 0.8537 

B Leadership 23 0.8476 3 items  0.8487 

C People’s Involvement 19 0.8346 None 0.8346 

D Process Approach 37 0.8713 4 items 0.8786 

E Continuous 

Improvement 

21 0.8921 None 0.8921 

F Company Performance 15 0.8459 None 0.8459 

  

 

    

 

Validity 

Validity refers to the extent to which a test measures what it actually wishes to measure. Three 

major forms of validity are normally used: content, construct and criterion validity (Ghauri and 

Grønhaug (2005). The questionnaire in this research used content validity and criterion validity 

for the validation process (Table 5).  

 

Table 5: Correlation Between TQM Constructs (Criterion Validity) 

Constructs Customer 

Focus 

Leadership People’s 

Involvement 

Process 

Approach 

Continuous 

Improvement 

Company 

Performance 

Customer 

Focus 

1.00      

Leadership 0.299* 1.00     

People’s 

Involvement 

0.270 0.473** 1.00    

Process 

Approach 

0.347 0.256* 0.125 1.00   

Continuous 

Improvement 

0.114 0.413 0.267 0.118 1.00  

Company 

Performance 

-0.090 -0.174 -0.236 -0.186 -0.244** 1.00 
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Results And Discussion 

 

General Descriptive of Respondents 

 

Background of Respondents 

Initially, the number of responses received was very low. Remedial action was taken to increase 

the response rate through sending a reminding email, make a telephone call and WhatsApp’s.  

After this action had been taken, the number of responses received increased.  The total 

response rate was 235 companies or 33% and the majority of the respondents to the survey 

were Managing Directors, Managers and Supervisors (Table 6). The results show that 

information was gathered from persons who had authority for decision making and TQM 

initiatives in the company. 

 

Table 6: Analysis of Responses by Respondent Category 

Total 

questionnaires 

issued 

Usable 

responses 

received  

Usable 

responses 

received 

pre-

reminder 1 

Usable 

responses 

received 

pre-

reminder 2 

Total 

usable 

responses 

Total usable 

response 

rate 

Frequency Frequency Frequency Frequency Frequency Percentage 

715 87 75 73 235 33% 

 

 

     

 

Survey Result 

 

TQM Enablers and Organizational Performance 

In this research, contribution of TQM enablers toward business performance was identified 

through the analysis using standardized multiple regressions as summarized in Table 7. The 

TQM enablers of the business performance further were performed to address the research 

questions of determining the significant impact toward business performance as well as 

highlight the most influencing enabler.  

 

From the analysis, R square value is 0.476 which indicates that the TQM enablers explain 47.6 

percent of the variance in organizational performance.  The statistical tests, therefore provide 

strong foundation of this study.  

 

Table 7: Coefficient Correlations 

 

Model 

Unstandardized 

Coefficient 

Standardized 

Coefficient 

 

t 

 

Sig. 

Collinearity 

Diagnostic 

B Standard 

Error 

Beta Tolerance VIF 

Customer Focus 0.532 0.145 0.532 11.45 0.000** 0.503 1.745 
Leadership 0.715 0.130 0.421 -5.32 0.000* 0.426 2.323 

People’s 

Involvement 
0.436 0.019 0.454 8.13 0.000** 0.412 3.215 

Process Approach 0.613 0.114 0.243 4.24 0.243 0.534 1.765 
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Note: *p<0.01 

Table 7 presented the result of coefficient correlations for the constructs of this research. The 

result indicates that four TQM enablers significantly contribute to organizational performance 

i.e. customer focus (β = 0.532, p < 0.01); people’s involvement (β = 0.454, p < 0.01); leadership 

(β = 0.421, p < 0.01) and continuous improvement (β = 0.385, p < 0.01). However, only one 

enabler is not contributed to organizational performance which is process approach (β = 0.243, 

p < 0.01). Therefore, it can be concluded that the most contributing enabler to organizational 

performance is customer focus (β = 0.532, p < 0.01), followed by people’s involvement (β = 

0.454, p < 0.01); leadership (β = 0.421, p < 0.01) and continuous improvement (β = 0.385, p < 

0.01).  

 

TQM Model for SMEs  

Results obtained from the analysis lead to draw together the enablers and model was duly 

crafted by the researcher and presented in Figure 1. The model shows there are four TQM 

enablers significantly contributed to organizational performance that includes customer focus, 

people’s involvement, leadership and continuous improvement.  

 

Figure 1: TQM Model for SME Businesses 

 

 

 

 

 

 

 

 

 

 

 

 

Conclusions and Recommendations 

The objectives of the study were to identify the TQM enablers contributed to organizational 

performance for Malaysian SME businesses and investigates the most contributing enablers 

Continuous 

Improvement 
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toward business performance of responded companies. The objectives also were to establish 

strategic TQM implementation model for SME businesses. From the findings, this research 

successfully achieved all of its objectives through the methodology employed. The research 

engaged quantitative sampling technique through self-administered questionnaire with a 

response rate more than 33% (235 respondents). The results indicates that enablers influencing 

organizational performance during are customer focus, leadership, people’s involvement and 

continuous improvement. Further analysis shows the most influencing factor for organizational 

performance of SMEs is customer focus. Then followed by people’s involvement, leadership 

and continuous improvement. The finding is in parallel with previous studies by other 

researchers (Jasti et. al., 2021; Talib et. al. ,2019; Ahmed and Idris, (2021). 

 

From the results, the researcher would like to suggest to implement TQM in their organization 

for daily activities. Customer focus should be given priority by any organizations to ensure 

business survival. Their business requirements and expectation should be understood and 

fulfilled, thus becoming part of the organization policy. Top management should stress to the 

employees the important of fulfilment customer requirements and expectation. They 

themselves should provide a full commitment and support in implementing TQM. Without top 

management participation and involvement will lead to the failure of the TQM implementation.  

On top of that, integrated approaches to business management were combined with a much 

greater attention to gaining the full participation of all business managers (alignment of 

subsystems) and gaining this integration through a formal process of annual planning. Such an 

approaches of integration will be focusing on business efficiency and effectiveness and this 

will lead to better performance improvement of the organization. The employees must be 

involved in continuous improvement activities and well training to the importance of TQM 

enablers. The organization management should explain to the employees of their roles in 

helping organization to outperform competitors.  

 

Findings of the study will be useful to government in encouraging SME businesses 

implementing TQM at their premises. Special grant or incentives need to be introduced to 

SMEs as a motivational factor of implementing TQM. Furthermore, results of this research 

significant for SME's in identifying TQM enablers to improve their performance. They should 

work closely with government agencies that can help them propel to the next level.  

 

In the case of future research, it is suggested that the study employed qualitative research 

approach such as case study or focus group and gaining data through semi structured interview. 

This methodology able to gain in-depth information or issues of SMEs businesses and their 

performance.    
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