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Abstract – Human resource management and total quality management have been accepted as new 
'methods' which are an immense deal for the interest of scholars and practitioners. Both concepts are 
regarded an essential philosophy of management that underlies the corporate endeavour to attract 
successful clients. The success or failure of the organisation in the service sector relies upon how it 
meets the requirements and wishes of customers. When interacting with commercial organisations, 
everyone encounters bad quality. The strong effect customer-defined quality may have on a company 
by successful businesses. As a result, many competing companies are constantly increasing their 
quality requirements. Due to the absence of recognised causes and less severe consequences for the 
success of these procedures, many companies do not implement HRM and TQM methods. The effect of 
human resources management on overall quality management is presented in this article and many 
important practises may be explored. 
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INTRODUCTION 

Total Quality Management (TQM) is one of the main 
breakthroughs in management in recent decades. 
TQM may be described as a customer-focused 
management system which enables all workers to 
develop on a continuous basis. It utilises strategies, 
statistics and effective communications to 
incorporate discipline of quality into the 
organization's culture and operations. In 
contemporary quality management systems, the 
successor to TQM, many these principles are 
included. Human resource management (HRM) is 
the process through which employees are made 
available, trained and compensated, policies 
developed to retain them and strategies developed. 
As a field, HRM during the past 20 years has 
experienced many changes and has played an even 
more significant part in companies today. In the past, 
the HRM was intended to pay, give workers birthday 
presents, organise business trips and ensure that 
formats were properly filled out—that is more of an 
administrative function than a strategic one that was 
essential for the organization's performance. 

 

TOTAL QUALITY MANAGEMENT (TQM) IN 
HR: STRUCTURE FOR FREEDOM 

TQM in HR can be implemented successfully 
in any part of a business 

As the sample size is neither large or varied to 
guarantee that HRM has a good impact on TQM, 
many experts consider the strong positive signals 
to be sufficient reason for investing in 
management of human resources to complement 
TQM processes. 
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Here‘s why. 

• The management of human resources 
makes the talent in a company more 
responsive to continual improvement 
suggestions. Buy-in is essential in the early 
phases of adoption of Total Quality 
Management. If workers believe that their 
freedom is being in any way restricted, and 
they feel that the management may see their 
input as "adversarial," TQM stops 
screaming. 

• Management of human resources offers the 
abilities of workers to be big TQM-sensors. 
These include clear communications, 
constructive critique, feedback on 
interactions and the general productivity, as 
well as strategic planning with individuals of 
various cultures and backgrounds. 

• The Department of Human Resources is 
intimately linked to a company culture. It 
establishes restrictions, constraints and 
incentives for best practise conformity. Total 
Management of Quality transforms culture. 
So, TQM is just a disruption, and will never 
be the vehicle of increased freedom for 
employees without HRM and HR 
evangelization. 

TQM promotes customer guidance, management of 
processes and management growth. This is HRM's 
domain. 

And HRM trains staff into better TQM practitioners in 
return. 

They are both connected and contribute to global 
competitiveness and corporate talent development. 

 

5 Steps to Total Quality Management 
Implementation: 

Total Quality Management works. 

But since the process of permeating awareness 
development is sensitive and time demanding, 
certain companies are more likely to implement 
TQM. 

Businesses that: 

• Have a record of fast external change 
identification 

• Crafting a response plan 

• Implementing the action steps 

Are more likely to taste success with TQM. 

Buy-in is tough for employees in siloed and 
inflexible companies and cynicism prevents 
development.. 

Here are the 5 steps that must be taken to 
institute a culture of Total Quality Management: 

1. Management Audit 

Total Management Quality is a journey between 
where a company and its processes are and 
where they want to go. Therefore, the very first 
item on the TQM implementation agenda is a 
management audit which takes stock of existing 
processes, the outcomes they produce and the 
holes which have already been discovered. 

2. Defining Critical Success Factors 

In a corporate culture, total quality management 
lives on. It is far from intangible, though. The 
processes under the cap of a TQM company are 
well-defined. This is also why future successes 
should be quantified. Critical success factors 
(CSF), which may represent the effect of TTQM in 
figures, charts and graphs, are performance-
based action metrics. 

3. Developing Processes to Meet the 8 
Requirements 

Once the company is able to decide whether or 
not TQM works, it is high time for procedures to 
be developed. Processes are rules-based and 
may be implemented by tools or skill. One of the 
eight criteria, for example, has to concentrate on 
customers. A company may automate feedback 
gathering from users or can depend on skilled 
staff who realise that every brand contact is an 
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opportunity for consolidating loyalty and thus 
providing follow-up on a request for review. 

The feedback must be processed after receipt. To 
enhance what the brand currently performs well, 
positive signals are utilised. Negative information 
offers up fresh improvement areas. 

4. Being Data-driven 

Data doesn‘t lie. 

Often consumers and workers get comments that 
disturb the status quo. Change is not easy, yet there 
is always change in TQM. The fourth and final stage 
in the process is to never ignore data-supported 
changes — no matter how awkward they are. 

5. Being Relentless 

Last but not least, an organisation must continue to 
"do" ceaselessly. No change is trivial and modest but 
continuous improvements provide the actual 
advantages of TQM. 

 

Total Quality Management done right is done for 
the lifetime of the employees who embrace it. 

There should be plenty of time and thinking during 
and after implementation that has such far-reaching 
impact. 

All overall performance of quality management 
requires human resource management techniques. 
The incorporation of these practises will enhance the 
quality of the company system and the performance 
of employees to achieve excellent status. Increasing 
efforts to enhance the company's free business is 
now a requirement and has to use a TQM- and 
human-related strategy. TQM is a strategy that aims 
to maximise free business by constantly improving 
product quality, people resources, services, 
processes and the environment. TQM may be 
described as the connection between systems and 
the delivery of quality, directly linked to business and 
performance. Both the management of human 
resources and TQM have a role to play in creating a 
high performance system. 

An objective evaluation was performed on a 
qualitative and quantitative examination of personnel 
and patients at U.I.T.H. A logical method was used. 
The aim of the survey was to provide input on the 
quality of the hospital services. In this regard, the 
research is conducted by HRM in order to determine 
the perception of TQM by employees and patients. 

The effect of human resource management on the 
overall quality management has been a sample size 
of 100 respondents, including both hospitals and 
outpatients, from whom information was collected to 
gauge their views of the quality of services at UITH. 
Similarly, the institution has chosen a sample of 50 
workers to destroy the data on the opinions of the 
employees on the overall quality management of 
their resources. A partial sample of one hundred 
patients, namely fifty patients in and out, was chosen 
until the required sample size was achieved. Fifty 
workers have been chosen randomly from the 
staff. Easy random sampling includes choosing 
cases (workers) until the sample is of the required 
size. 

The results of the research show that patients' 
impression of service quality has a positive linear 
connection between their sex. The correlation 
coefficient is slight (r = 0.098). The connection is 
modest but favourable, while the overall quality 
management HRM is only 1percent (r2 = 0.010), 
significantly higher at <0.05. The service level 
reached by the patient version is described. 

Empirical results were analysed to demonstrate 
that despite the employee's executive, their 
opinion of the effect of HRM on TQM was not 
affected. The effect of HRM on TQM was also 
shown to have an effect on your understanding of 
the speciality of the employee. Patients do not 
influence the impact of HRM on TQM, 
independent of their position, i.e., inpatients or 
ambulatory patients. Most patients believe that the 
quality of the hospital's services has increased 
over the previous years before TQM through HRM 
was implemented. The fatality rate from prior 
years was substantially decreased as a result of 
the adoption of TQM through HRM. 

By evaluating findings of the survey, the University 
of Ilorin Teaching Hospital Service Improvement 
Program will provide some suggestions in support 
of the organization's improved brand management 
and the maintaining and improvement of its 
services. Employees in a service company and 
especially those with regular customer interaction 
typically serve the organisation and its goods or 
services as representatives at the point of contact 
with a client. The quality of the service and client 
satisfaction will be an evaluation of the whole 
service experience. 

It is essential that the human resources manager 
should be involved in collaboration. HR's job in 
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teamwork is to promote their issues, support them 
and assist them in their resolution. Personal resource 
managers work closely and cordially with team 
members. Teams and team work in today's 
companies are very important. This will improve 
manufacturing productivity and staff involvement. An 
organisation may get many advantages, such as on-
going quality team work, work flexibility, better 
employee attitudes, coordination and cooperation, 
strong relationships between workers and 
management, increased dedication to the company 
and involvement of employees. 

CONCLUSION: 

The success of organizations depends on their 
management practices on how to plan, organize, 
lead, control, and react to the effective approach. 
Although there are more practices that researchers 
conducted in various organizations, but it is obvious 
that they are trying to refine the quality of 
management for the effectiveness of organizations. 
Improvement programs, employee training, and 
functioning of teams. Employee involvement is 
considered a critical element of quality for instance, 
they trying to develop and integrate a series of 
policies and procedures through highly qualified 
employees. This study reveals that practices will be 
carried out an excellent impact to the implementation 
of TQM and creates value in improving the economic 
environment. Finally, the conceptual model 
presented reflects the key elements in managing 
human resources to shape the strategic direction for 
overall quality management effectiveness. It also 
concludes that approaches impact on employee 
performance that result in providing world-class 
quality and in contributing to organizational 
sustainability. Based on this paper, it is 
recommended that organization should focus on 
maximizing the efficiency and effectiveness to 
improve the system in process. Some techniques as 
well as practices should combine in order to help 
decrease cost and lead time. TQM principles should 
be ingrained in employees‘ mind and run in every 
unit of an organization. At last we can identify that 
Total quality human resources management is ―an 
approach to human Resources management that 
involves many of the concepts of quality 
management.‖ 

REFERENCES 

Omidvar M. (2005).‖ Introduction to Human 
Resource Management‖. 

Agustiady, T.K. (2013). Communication for 
continuous improvement projects. Boca 
Raton, FL, USA: CRC Press. 

Danaeefard M. (2004).‖ The Role of TQM in 
Education‖ Science Organizations, 

Entrepreneurs. Professional Journals and 
Consumer Base. 

Agyen-Gyasi, K. and Boateng, M.S. (2015). 
Performance appraisal systems in academic 
and research libraries in Ghana: A survey. 
Library Review, 64(1/2), pp. 58-81. 

Shariatmadari M. (2007).‖ The Importance and Role 
in the Development of Manpower Training 
and Development. 

Alfalla-Luque, R. Marin-Garcia, J.A. and Medina-
Lopez, C. (2012). Is worker commitment 
necessary for achieving competitive 
advantage and customer satisfaction 
when companies use HRM and TQM 
practices? Universia Business Review, 
pp. 64-88. 

Ms. P. Rupha Rani (2013). ―Critical Success 
Factors of TQM: A Study‖ International 
Journal of Management (IJM), Volume 4, 
Issue 1, pp. 266 - 275, ISSN Print: 0976-
6502, ISSN Online: 0976-6510. 

Alsughayir, A. (2014). Does practicing total quality 
management affect employee job 
satisfaction in Saudi Arabian 
Organizations? European Journal of 
Business and Management, 6(3), pp. 169-
175. 

Ms. P. Rupha Rani (2013). ―TQM In Engineering 
Education In India‖ International Journal 
of Management (IJM), Volume 4, Issue 4, 
pp. 209 - 220, ISSN Print: 0976-6502, 
ISSN Online: 0976-6510. 

Amin, M. Wan Ismail, W.K. Abdul Rasid, S. Z. and 
Andrew Selemani, R.D. (2014). The 
impact of human resource management 
practices on performance. The TQM 
Journal, 26(2), pp. 125-142. 

Dhiman, A.K. & Yashoda Rani (2004). Library 
Management: A manual for effective 
management. 

Aryanto, R. Fontana, A. and Afiff, A.Z. (2015). 
Strategic Human Resource Management, 
Innovation Capability and Performance: 
An Empirical Study in Indonesia Software 
Industry. Procedia - Social and Behavioral 
Sciences, 211, pp. 874–879. 

Gopal, K. (2004). Total Quality Management in 
Libraries & Information Centers. In S.M. 
Dhawan (Ed.), Library and Information 
Studies in cyber age (pp.375-385). 



 

 

Deep Kamal Agarwal1* Dr. Pramod Gupta2 

w
w

w
.i
g

n
it

e
d

.i
n

 

1656 

 

 Journal of Advances and Scholarly Researches in Allied Education 
Vol. 16, Issue No. 9, June-2019, ISSN 2230-7540 

 
Bal, Y. Bozkurt, S. and Ertemsir, E. (2014). 

Determining the influence of HRM practices 
on increasing organizational commitment: An 
empirical research from Turkey. Paper 
presented at International Conference 
Human Capital without Borders: Knowledge 
and Learning for Quality of Life, 25- 27 June 
(pp. 1025-1033). Potoroz, Slovenia. 

Swamidass, P.M., & Kotha, S. (1998). Explaining 
manufacturing technology use firm size and 
performance using a multidimensional view 
of technology. Journal of Operation 
Management, 17, pp. 23–37. 

Terziovski, M., & Samson, D. (1999). The link 
between total quality management practice 
and organizational performance. 
International Journal of Quality & Reliability 
Management, 16(3), pp. 226–237. 

Benavides-Velasco, C.A. Quintana-Garcia, C. and 
Marchante-Lara, M. (2014). Total quality 
management, corporate social responsibility 
and performance in the hotel industry. 
International Journal of Hospitality 
Management, 41, pp. 77-87. 

Terziovski, M., & Samson, D. (2000). The effect of 
company size on the relationship between 
TQM strategy and organizational 
performance. The TQM Magazine, 12(2), pp. 
144–148. 

Bon, A. T. aand Mustafa, E.M.A. (2013). Impact of 
total quality management on innovation in 
service organizations: Literature Review and 
New Conceptual Framework. Procedia 
Engineering, 53, pp. 516- 529. 

Tidd, J., Bessant, J., & Pavitt, K. (1997). Managing 
innovation: Integrating technological, market, 
and organizational change. Chichester: John 
Wiley & Sons Ltd. 

Barzegar, N. and Farjad, S. (2011). A study on the 
impact of on the job training courses on the 
staff performance (a case study). Procedia – 
Social and Behavioral Sciences, 29, pp. 
1942-1949. 

Powell, T.C. (1995). Total quality management as 
competitive advantage: A review and 
empirical study. Strategic Management 
Journal, 16, pp. 15–37 

Bang, D. Mahmoodi, A. Olsen, K. Roepstorff, A. 
Rees, G. Frith, C. and Bahrami, B. (2014). 
What failure in collective decision-making 
tells us about metacognition? In Fleming, S. 
M. and Frith, C. D. (eds.), The Cognitive 
Neuroscience of Metacognition (pp. 189-

221). Verlag Berlin Heidelberg, Germany: 
Springer Science and Business Media. 

Boies, K. Fiset, J. and Gill, H. (2015). 
Communication and trust are key: Unlocking 
the relationship between leadership and 
team performance and creativity. The 
Leadership Quarterly, 26(6), pp. 1080-1094. 

 

Corresponding Author 

Deep Kamal Agarwal* 

Research Scholar, Department of Management, 
Sunrise University, Alwar 

 

 


