0T TICe9T
viilcoer:

N

ST. MARY’S UNIVERSITY

SCHOOL OF GRADUATE STUDIES

THE RELATIONSHIP BETWEEN TOTAL QUALITY MANAGEMENT AND
PERFORMANCE: THE CASE OF ETHIOPIAN AIRLINES
By

MAHLET MEKONNEN TADESSE

May, 2018
Addis Ababa, Ethiopia



THE RELATIONSHIP BETWEEN TOTAL QUALITY MANAGEMENT AND
PERFORMANCE: THE CASE OF ETHIOPIAN AIRLINES
By
MAHLET MEKONNEN TADESSE

Advisor: Maru Shete (PhD and Assoc. Prof.)

A Thesis Submitted to School of Graduate Studies of St. Mary’s
University through the Department of Project Management
In Partial Fulfillment of the Requirements of the Degree of

Masters in Project Management

May, 2018.

Addis Ababa,
Ethiopia



THE RELATIONSHIP BETWEEN TOTAL QUALITY MANAGEMENT AND
PERFORMANCE: THE CASE OF ETHIOPIAN AIRLINES
By

MAHLET MEKONNEN TADESSE

Approved by board of Examiners

Dean, Graduate Studies Signature Date
Advisor Signature Date
External Examiner Signature Date

Internal Examiner Signature Date






Table of Contents

TADIE OF CONTENT...ceonit et e et s et st et e et be st b st eb et et sesene i
ACKNOWIEAZMENT ...ttt ettt e s st st e e e s bt e et eseste st ste e e sesbeneeseesereaneans iii
List Of @bDDreViation.......c.c e e e st s et e r e s iv
LIST OF £ADI0.. et e sttt bttt b s et et er e ees v
LiST Of FIgUI .ttt ettt ettt st et et ste st s e e s e st b et et enease et sbe st see e snnsasbesesenans vi
ADSEIACT ..ttt eb et bbb s bt s e b et he s ea £t eae sk es £ e ebe e aea b et st aen b e e e nan s vii
CHAPTER DN ..ttt sttt e s st e s s b e e s s e e e s s b e e e s snree e s s snreees 1
1 INTRODUCGTION ..t ssssnsnsnnan 1
1.1.  Background of the 0rganization ......ccccceeiiiiiiiiiiiie e 3
1.2, Statement of the Problem ...t 6
N T T T T ol @ L oY =Tt f RS 8
O T B =T o 1T =1 o] o] [T § V=TSRRI 8
O T Y o Y=ol 1 Toll @] o= o V7R 8
1.4, ReSEArCh QUESTIONS ....cccuiiiieiiirie ettt sttt s e ne et e sreesane e 8
1.5, ReSEearch HYPOThESIS .....uviiiiiiiiiecee ettt ree e s bee e s ere e e e s sareeas 8
1.6.  Scope and Limitation of the StUAY ......cceeeiiiiiiice e 8
1.7. Significance of the STUAY ...cc.eeeiiieeeeeee e e e e e aree e e e 9
1.8.  Organization of The Research REPOIT .......ccuvviii it 9
CHAPTER TWO .eteeteieieeite ettt ettt e e e ettt e e e e e e ettt e e e e e e e aab e bt e e e e e e e e nnbeeeeeeeeeaaaansbeeeeaeeeeaaannnneneeaens 10
2 LITERATURE REVIEW ..ottt et e e e s neree e s 10
2.0 INTFOUCTION ..ttt ettt s sttt e b e s be e s e e sane s e neens 10
2.2 The Concept of Total Quality Management ........cc.eeiieciiii e 10
2.3 TQM in Service Sector with the Context of Airline INAUSEIY ......ccvveeieiiiieieiiiee e, 12
2.4 TQM, Performance aND PERFORMANCE MANAGEMNET ......uvvveiiiiiiiiiieeeeeee e eeeireeeeee e 14
Rl =10 4 o) [ o= I L7 = USRS 17
CHAPTER TR ..ttt b e b e s be e sae e st e et e e b e e sbeesanesaneeareeneens 22
3 RESEARCH METHODOLOGY .....eiittiiiiiiiiieeieesitesiee sttt ettt sree s st ne e re e b e smeesanesaneeneenes 22
3.1 Research Approach and DESIZN.......ceececuiiiiiiee et e e e e e ecbrre e e e e e s e e anrraaeeaeeeeeans 22
I D = T RV ¢TI 1 o BT o TN o DRSS 22

3.3 Target population and SAMPIING ....cceeeeiiieeee e e e e e e e e e 23



N D = AN F= A LU SUPRN 24

3.5 Ethical CONSIAEration .......c.oocueiiiiiieie et s 24

CHAPTER FOU ...ttt ettt ettt sttt ettt e b e s bt s e s bt et et e bt e sbe e sae e eat e et e e b e e saeesmeesmnesmbeeneenns 25

4 RESULT AND DISCUSSION ..ottt sttt sttt ettt st sttt beesbeesmeesaeessneebeesbeesane e 25

AL INTFOAUCTION .. itiiette ettt ettt ettt et e st e st e s bt e e bt e e sabeeesabeesabeesabeeesabeesaseeesnseesareeenaseenn 25

N N O 11V I o Vo I £ o T - PSRN 26

4.3, P OMMANCE ...ttt ettt st sttt et e bt e s bt e sae e sare e bt e b e e beenes 34

4.4,  CoNtiNUOUS IMPIOVEIMENT ..uuvvviiiiiiiriruiereterererereterererererereeeae...e.—.———————————————————————————————————... 36

4.5.  Correlation of Total Quality Management and performance .........ccccceeeevveeeeiciieeecccnneeenn. 36

CHAPTER FIVE ttttiiiiiiiiiiiteee ettt e s ettt e e e e s sttt e e e e s e s sababaeaeesssssssababaaaeesssanssbtaaaeeesssnssssseaaaeeas 38

5  conclusion and recomMmMENdation........ccocuiiiiieriiieniee ittt 38

5.1 CONCIUSTON ettt ettt et e e st e s bt e s bee e st e e ebbeesabeesabeeesabeesaseesaneeesareesans 38

5.2 RECOMMENTALION ..ttt ettt st st sttt e b e e sbe e s sabe e b e e beenes 39
RETEIENCE. ...ttt ettt sttt st e s et et b ettt ea bt ae ses e s et e ae st ea bt et sbe s bt eae et st 41
Appendix I: Ethiopian Airlines Customer Satisfaction SUNVeY..............coviiiiiiiiiiiiiiiiien, 43
Appendix Il Questionnaires, English VErsion.............coooiiiii e, 46

Appendix Il Questionnaires Amharic Version..............ooooiiiir i, 50



ACKNOWLEDGEMENTS

First and for most | would like to thank my GOD, Who helped me though every ups and down and
gave me the strength to passes through evrything , Seondly I would like to express my special thanks
to my advisor, Maru Shete (PhD and Assoc. Prof.), for his valuable support and the guidance he
rendered during my writing of the original research proposal as well as this paper. At last | woud
like to thank all the people who has a postve influence in the time of my study including my dearest
familly.



LIST OF ABBREVIATION

TQM Total Quality management

ET Ethiopian Airlines

QC Quality Control

HR Human Resource

PSSQ Passenger Satisfaction and Service Quality

CAPA Center for Pacific Aviation



LIST OF TABLE

Tablel.1 Average Aircraft Age (ET, 2015/16)

Table 4.1 Position, educational level and experience of the respondents
Table 4.2 Satisfying customer

Table 4.3 System. Process

Table 4.4 People

Table 4.5 Aviation academy performance

Table 4.6 Improvement Tools

Table 4.7. New destination and an increase of passenger annually

Table 4.8. Pearson Correlation between TQM (Satisfying customer, people, system,

improvement tools) and performance



LIST OF FIGURES

Figure 1.1. Revenue by segment ET, (2015/16).

Figure 1.2. Trend of passenger and cargo carried ET, (2015/16).

Figure 4.1 Positive change observed by employee

Figures4.2 New destinations since 2007/2014

Figure 4.3 Continuous improvement of Ethiopian Airlines



Abstract
Airline industry by its nature is very vulnerable and sensitive industry, where anything can
affect it. With the stiff completion happening in the current situation airlines has to do a lot than
just giving service. In order for an airline to have best performance, it should first fulfill the
TQM. In this study, TQM has been identified with four pillars, which are satisfying customer,
System/ process, People and Improvement Tools. The findings revealed that there is strong
correlation between TQM and performance with a correlation coefficient of r= 0.936, which is
significant at p<0.01. Ethiopian airlines has successfully implemented TQM and benefited from
the result through better performance. When customers are satisfied, the number of passenger
will increase every year, which led to the acquiring of new aircrafts and latest technology, which
led to expansion of the airline. It was seen that all this happened due to the beginning of
implementation of TQM, starting from satisfying employee and customers. So it is
recommended for the airline to focus more on the employees who are the base of the airlines,

by creating belongingness.

Keywords: Total quality management, performance, Ethiopian Airlines, Ethiopia



CHAPTER ONE

1 INTRODUCTION

These days the competition has gone extreme. Organization, companies and all entities are
doing their best to get the market share and the competitive advantage. This has brought a global
competition in addition to the fact the consumers increasingly demanding for a product that has
an exceeding quality of product and service. This has make the global competition stiff and for
the business to be more strategical and technical. Total Quality Management (TQM) in an
organization is a long-term goal and involves continuous improvement of service and products
that are being served and given to the global world. Among its objectives, is to enhance
customer satisfaction and this involves a systematic method for ensuring continuous
improvement of organizational process which results to the product and service of high quality
(Waldman, 1994). This leads to service of a better quality and ultimate leads to organizational
competiveness (Cook, 2002).

The TQM movement was attractive to many organizations during the 1980s and the first half
of the first half of the 1990s. To succeed, TQM had many long —term requirements. One of
these was that the top management must have passion for the subject. Without this sustained
passion, top management’s attention and energy towards TQM would be diverted to other
pressing needs. While demanding insisted that there was no “instant pudding”, many
consultants in establishing themselves with a client suggested short-term gains. Because of this
search for short-term gains, process improvement and reductions in cycle time became very
popular and in some cases final objective. Unfortunately, after they ran their short-term courses,

many efforts collapsed and TQM was often declared a failure, (Peterson, 1990).

The concept of TQM developed as one of the most highly strategic response in the 1990s and
it has been adopted extensively in the world (HUQ, 2005). However, in the service sector, TQM
is still young and still in the stage of theory development, (Vouzas and sychogios, 2007). In the
early years, TQM was adopted mostly in product manufacturing industries. Today, the service

industry is slowly embracing the practice of TQM.



The evolution of the concept of and practice of TQM has taken several years of trial and
contribution in many organizations all over the world. According to Feigenbaum (1990), in the
increasingly competitive world the quality is no longer as optional extra, rather it is essentially
a business strategy. Without quality, an organization cannot survive. The creation of quality
product and service demand total commitment from the entire organization, and hence it
requires TQM. Garvin (1989) outlines the shift from inspection to strategic quality management
and the cause for it. He argued that this shift has taken place to meet the dynamic needs of the

organization.

According to Zaire (1991), the evolution of quality has moved from two extremes:

a. From control driven to culturally driven quality

b. From controlling to managing quality

TQM can be used to determine the time spent by an employee on various quality related
activities. The proportion of time spent multiplied by the individual’s salary represents an
estimate of quality cost for the activity. Consumer surveys and other means of customer
feedback are also used to determine quality cost for services (Kesavan et al., 2011). According

to the authors, there are four pillars of TQM as described below.
Pillar 1- Satisfying customer:

TQM aims not just to meet customer requirements (express needs) but also to achieve customer

satisfaction.
Pillar 2- System/ process:

Establishing a system such as ISO 9000 is the initial building block. TQM relies on an effective
quality management system which ensures that preventive measures are in place and the culture

of continues improvement exists to enable the process to deliver quality product service.
Pillar 3- People:

Manager commitment, training, teamwork, leadership, motivation, empowerment etc. would

have a vital complementary roles to play in establishing total quality environment.



Pillar 4- Improvement tools:

TQM recognizes the need from continuous improvement and uses a set of Quality Control tools
such as the four C of TQM (Commitment, Competence, Communication and Continuous

improvement).

1.1. BACKGROUND OF THE ORGANIZATION

Ethiopian Airlines (ET) is a flag carrier airlines based in Ethiopia, which was founded as
international airlines in the year of 1964. It has been operated more than 70 years and a success
was on its right by making it the first leading airlines in African continent.ET current vision
2025 was developed in 2009 as Ethiopian airlines will be the most competitive and leading
aviation group in Africa by providing safe, market driven and customer focus passenger and
cargo transport, aviation raining, flight catering. Maintenance, repair & overhaul and ground
service by 2025 (ET, 2018). The most value of the Airlines is safety is our first priority, a high
performance and learning organization with continuous improvements, innovation and
knowledge sharing. We accept change for the growth opportunity it brings and always seek for
and apply the best ideas regardless of their source. Employees are rewarded for their

performance and demonstrate integrity, respect others and working in team, (ET, 2018).

The main business line of Ethiopian airlines are international passengers, Cargo, Catering and
Ground handling. The airlines is generating its revenue with those main business lines which

is briefly shown on figure 1.1.
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Figure 1.1. Revenue by segment ET, (2015/16).

The dynamic nature of Airlines industry necessitates fast responsiveness to the market demand,
particularly to the ever-changing customer needs and tastes (Foon and Eurn, 2011).Ethiopia

airlines have a different of aircraft with a different average aircraft age as seen on table 1.1.

Addis Ababa-based Ethiopian Airlines is the national airline of Ethiopia. One of the leading
airlines on the African continent, Ethiopian Airlines serves more than 60 international
destinations across Africa, Asia, Europe, The Middle East, and North America, as well as
operating an extensive domestic and international cargo network. Ethiopian Airlines became a
member of Star Alliance in Dec-2011, CAPA, 2018.



Tablel.1 Average Aircraft Age (ET, 2015/16)

ﬁ\rﬂagr: Aicraft Agf: (2015/1 ﬁ)

Aircraft Average
Type Age
Az50-goo 0.23
B-787-8o0 2.51
B-737-800 3.60
B-737-700 1143
B-777-300 2.05
B-777-200 517
B-777-F 2.33
B-767-300 14.62
B-757-200 17.10
B-757-200F 25.82
Q-400 493
Fleet Average 5.80

Ethiopian airlines continued to register profitable growth on all its operating parameters in the
2015-16 fiscal year as compared with the previous years, despite the challenging operating
environment caused by slower global economic growth and weaker performance. The number

of passenger carried has shown an increase in all of the year as seen on Table 1.1.
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Figure 1.2. Trend of passenger and cargo carried ET, (2015/16).
1.2. STATEMENT OF THE PROBLEM

TQM can be defined as a holistic Management philosophy that strives for continuous
improvement in all functions of an organization, and it can be achieved only if the total quality
concept is utilized from the acquisition of resources to customer service after the sale. TQM
practices have been documented extensively in measurement studies as well as in the studies
that have investigated the relation of TQM practices to various dependent variables, (Saraph et
al. 1989).Despite numerous stories about TQM failures, previous empirical studies on the
relationship between TQM and organizational performance, and in particular, quality, have
indicated strong and positive results (Ahire et al. 1996). The initiative in implementing TQM
may originate at different levels of an organization. In companies that operate in highly global
competitive environments and in quality-focused markets, the parent company may push
divisions and strategic business units to adopt TQM practices (Handfield and Ghosh, 1994). In
some instances, as expressed by some of this study’s respondents, functional managers at local
levels may recognize the need for TQM implementation to outperform the competing challenge.
Indeed, empirical research addressing successful TQM implementation is “crying out” for a
contingency theory approach: while most studies report a positive relationship between TQM
and performance (Brah et al., 2002), some studies report a negative relationship between the

two variables (McCabe, 1998). The identification of contextual factors effecting the successful
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TQM implementation has thus recently emerged as an important research agenda (Douglas,
2001).Preliminary evidence seems to indicate that TQM-adopting firms shows better
performance over firms that do not adopt TQM (Brah et al., 2002). Firms that focus on
continuous improvement, involve and motivate employees to achieve quality output and focus
on satisfying customers’ needs are more likely to outperform firms that do not have this focus.
Thus, we can expect that to the extent an organization implements TQM practices, performance
should be enhanced. Several studies have been carried out on total quality Management. Ojo
(2003) examined competitive strategy and TQM culture in organizations. He focused on
elements of competitive strategy, total quality management culture and productivity
improvement and their relationship in producing better outputs of goods and services and
individual and organizational performance. A study by Haustein (2005) examined the pillars of
TQM implementation in manufacturing organizations and revealed a comprehensive
framework with eight pillars having carried out case studies in 31 manufacturing organizations
in Bangladesh, India. Despite the fact that a number of studies have been conducted on TQM,
only very few of these (Flynn, 1994; Gustafson and Hundt, 1995; McAdam et al. 1998) have
been focused on testing the relationship between TQM and performance. A positive relationship
exists between the extent to which companies implement TQM and firm performance. Some
studies were also conducted on the relationship between total quality management and
performance. The studies that has been conducted before is not sufficient. It has not been

updated to the current situation of the airline.

Most of the researches conducted focused on the relationship between TQM and
competitiveness and customer satisfaction therefore, the researcher would focus on
performance. This research will cover the gap stated where not enough study was conducted in
regards to the practice of TQM in Ethiopian Airlines Performance. By analysing current data,
there will be an accurate and current flow of information. On this study, | believe this study will
cover the areas that has not been covered before, in case of Ethiopia airline. This study will
assess TQM practice that are being undertaken in the aviation industry in Ethiopia, in Ethiopia

airlines. I believe this study will bring additional points of view that satisfy the gaps.



1.3. RESEARCH OBJECTIVE
1.3.1. GENERAL OBJECTIVE

The overall aim of the study was to describe how Ethiopian Airlines positioned itself not only
in the African aviation industry, but also in the world aviation industry through the
implementation of TQM. It also examines how TQM practice is related to performance of the

airlines.

1.3.2. SPECIFIC OBJECTIVES
Specifically, the study tries to address the following key research objectives:
e To describe the practices of TQM in the aviation industry in Ethiopia airline.
e To describe the relationship between TQM practice and Performance of the airlines
1.4. RESEARCH QUESTIONS

I. Has TQM been implemented in Ethiopian airlines accurately?
ii. If yes, does the airlines has shown any performance change since the

implementation of TQM? If yes, in what way and how?
1.5. RESEARCH HYPOTHESIS

Null hypothesis (Ho): There is no relationship between TQM and performance of Ethiopian

airline

Alternative hypothesis (Ha): There is positive relationship between TQM and performance of

Ethiopian airline
1.6. SCOPE AND LIMITATION OF THE STUDY

The main aim of this research is to examine the relationship between TQM practice and
performance of Ethiopia Airlines, and the findings will not be the same for other companies
across the country. The limitations of the study are related to the data acquisition process, which
includes poor response rate and careless replies to questions by the respondents, which is a
common problem in several studies. The researcher, however, would make maximum effort to
improve the quality of data acquired by explaining the benefit of the study and by adding some

allowance to the sample size to compensate for unresponsive respondents.



1.7. SIGNIFICANCE OF THE STUDY

The main significance of this study is to know, what are being undertaken for a better quality
for a better chance to stand and compete with the others. What is Ethiopian airlines doing to
upgraded the airlines service given to the customers, how is it attracting more people to itself
in spite the competitive from the other highly developed countries Airlines. It could be said that
the research to see the relationship between TQM practice and the competitive advantage of the
organization, so that another studies could initiate from this research finding. In addition, this
research will pave the way for more studies to be done on the matter. This research will also
help the policy maker to understand how TQM practice has a potential and great influence on
the success of the aviation in Ethiopia. It also helps the airlines manager to know about the

positive relation between TQM practice and performance of Ethiopian airlines.
1.8. ORGANIZATION OF THE RESEARCH REPORT

This paper will have five chapters; the first chapter will cover the introduction parts like
background of the study and the organization, statement of the problem, research objectives,
and methodology, significance of the study and scope and limitation of the study. The second
chapter will present related critical literature review. The third chapter will bring the analysis
and interpretation of the data collected which will be summarized in chapter four in addition to

recommendation and conclusion on chapter five.



CHAPTER TWO
2 LITERATURE REVIEW

2.1 INTRODUCTION

The literature review comprises of theoretical and empirical reviews. The theoretical review
focuses on the concepts of total quality management and performance. It also provides a
glimpse on the concepts of the transport sector. The empirical review on the other hand depicts

issues dealt by various researchers on the quality management & performance.
2.2 THE CONCEPT OF TOTAL QUALITY MANAGEMENT

Total quality management requires that the principles of quality management are applied in all
aspects at every level in an organization. It encompasses entire organization from suppliers to
customers’ stresses a commitment by management to have a continuing companywide drive
towards excellence in all aspects of products and services those are important to the customer.
TQM in service sector is different from manufacturing because service quality is more difficult
to measure than quality of products, and Service quality perception depends on Intangible
differences between products and Intangible expectations that customers have on products
(Gemechis, 2012).

The stakeholder theory examines the organization and those groups both internally and
externally and the relationship between them all. Stakeholder theory looks at how the
connection of these groups influence how an organization conducts its activities. Freeman
(1999) gives the definition of a stakeholder as any group or individual who can affect or is
affected by the achievement of the firm’s objectives and this goes to generalize the
understanding of a stakeholder as that group to whom management of an organization need to
be responsive to. Friedman (2006) contributed to this theory to a great extent. According to
him, organization involves grouping of those parties who have a stake in the organization with
a common purpose to managing these groups/parties’ needs and interests. This role of managing
stakeholders is a role played by the managers of organizations. The role is two way meaning
managers strive to manage organizations for the benefit of these stakeholders so as to ensure

they participate in decision making process and on the other hand manage the company properly



so that it survives for the good of these stakeholders. According to Porter (1991), the strategy
of any organization is to seek a position in the business environment that is seen to be
competitive. To create a profitable and consistent position in the market by drawing on such
factors that are deemed to being competitive in the industry. This therefore means that a
competitive strategy involves taking advantage of the firm’s competitor’s weaknesses and using
them for the good of the firm. Co-worker support refers to co-workers assisting one another in
their tasks when needed by sharing knowledge and expertise as well as providing
encouragement and support (Zhou and George, 2001). For example, colleagues may share their
knowledgeand expertise when an employee is faced with a difficult and novel task for which a
solution is not readily available (Scott and Bruce, 1994). Employees may also acquire task-
relevant knowledge and expertise from supportive co-workers, which may make new ways of
doing things possible (Woodman et al., 1993). In this context, working with helpful, supportive
colleagues promotes an environment where new ideas can be discussed more openly and freely.
According to Hackman and Wageman (1995) and Beer (2003), implicit in the TQM philosophy
are values of teamwork and collaboration in the pursuit of quality and continuous improvement.
It appears evident that working with supportive co-workers who readily share task-relevant
information and expertise is more likely to be associated with successful TQM implementation.
That is, for firms implementing TQM practices, higher co-worker support is likely to be
associated with enhanced organizational performance. Referring to the TQM literature, some
studies have highlighted the importance of co-worker support without empirically testing their
assertions (e.g. Montes et al., 2003). Perceived organization support refers to employees’
perception of being valued and cared bout by their organization (Eisenberger et al., 1986). This
concept is theoretically based on reciprocity in the social exchange relationship. In situations
of perceived support, employees’ trust that their increased effort toward reaching organization
goals will be noticed and rewarded (Allen and Brady, 1997; Eisenberger et al., 1986). Although
an organization may encourage support in a number of areas, this study focuses specifically on
organization support for creativity, which refers to the extent to which an employee perceives
that the organization encourages, respects, rewards and recognizes employees who exhibit
creativity (Zhou and George, 2001). Indeed, the organizational creativity literature has
demonstrated that organizational contexts can play a significant role in encouraging or
impeding employee creativity (Scott and Bruce, 1994). For example organization contexts may
facilitate creative performance by directing employees’ attention and cognitive energy toward
the generation of new and useful ideas (Scott and Bruce, 1994; Zhou and George, 2001). As

stated above, one of the central tenets of effective TQM implementation is employees’



commitment to continuous improvement of processes. Organizations implementing TQM
practices that also acknowledge and reward employees’ new and useful ideas are more likely
to experience a favourable effect on performance. Turning to the TQM literature, in a
comparative study of non-TQM and TQM organizations, Allen and Brady (1997) found that
perceived organization support was higher in TQM organizations than non-TQM organizations.
Further, another comparative TQM/non-TQM study focussing on firms in the motor vehicle
parts and accessories industry, demonstrated that respondents (supervisors) in TQM firms were
more satisfied with top management support, commitment and encouragement (important
elements of overall organization support) compared to non-TQM firms (Golhar et al., 1997).
Both these studies provide empirical evidence of the significant role of organization support in
firms implementing TQM practices.

2.3 TOM IN SERVICE SECTOR WITH THE CONTEXT OF
AIRLINE INDUSTRY

Because services are intangible, they are different from physical products and cannot be stored.
Their purpose however is to satisfy human needs and wants. Although services are part of our
life, there is difference between services and commodities. Fisher (1935) was the first to identify
the difference. He used the term “tertiary sector” to identify services and then Judd used it in
1965. Schneider and White (2004) highlighted that pure services cannot be seen, touched, held,
or stored because they have no physical manifestation, but are considered part of a process or
interaction. Berry (1980) distinguished between services and goods and argued that, services
are acts, deeds, performances, or efforts, whereas, goods are articles, devices, materials, objects,
or things. As opposed to acquiring title or ownership when buying a physical good, a service
consumer receives only the rights to a service for a specified amount of time (Kandampully,
2002).

The service industry is increasingly competitive in its nature, especially the travel industry.
Service professionals must be concerned themselves with a minimal increase in the market
share in addition to maintaining their existing customer base (O’Neill, 2001). Customers are
constantly presented with new opportunities to find a service provider that is capable of

fulfilling their demands and meeting their expectations with the growing horizon of the service



industry. Lovelock (2001) believes that the pressure placed on service organizations to achieve

service excellence is truly justified. In his research, he pointed out three issues

I Today customers are more demanding of the products and services they buy.

ii. The development of sophisticated technology has made it convenient for all service
organizations, large and small, to offer personalized services that are highly valued
by the customer.

iii. In an increasingly competitive and international marketplace, providing a quality

service encounter is seen as having the advantage over the competition

In addition to the characteristics stated above Services have been defined as multidimensional;
which includes intangibility, heterogeneity, and inseparability of production and consumption
(Parasuraman et al, 1985). Although this is not a pre-determinate factor constituting service in

some cases perishability is additional characteristic of services (Hartman and Lindgren, 1993).

Performance management is a continuous process of identifying, measuring and developing
performance in organisations by linking each individual’s performance and objectives to the
organisation’s overall mission and goals. Let’s consider each of the definition’s two main
components: Continuous process. Performance management is ongoing. It involves a never-
ending process of setting goals and objectives, observing performance, and giving and receiving
ongoing coaching and feedback.Performance management requires that managers ensure that
employees’ activities and outputs are congruent with the organisation’s goals and,
consequently, help the organisation gain a competitive business advantage. Performance
management therefore creates a direct link between employee performance and organisational
goals, and makes the employees’ con- tribution to the organisation explicit. Note that many
organisations have what is labelled a ‘performance management’ system. A system that
involves employee evaluations once a year, without an ongoing effort to provide feedback and
coaching so that performance can be improved, is not a true performance management system.

Instead, this is only a performance appraisal system, Tang, 1998.

The Performance Management Contribution There are many advantages associated with the
implementation of a performance management system. A performance management system can
make the following important contributions: 1. Motivation to perform is increased. Receiving
feedback about one’s performance increases the motivation for future performance. Knowledge
about how one is doing and recognition of one’s past successes provide the fuel for future

accomplishments. 2. Self-esteem is increased. Receiving feedback about one’s performance



fulfils a basic need to be appreciat- ed and valued at work. This, in turn, is likely to increase
employees’ self-esteem. 3. Managers gain insight about subordinates. Direct supervisors and
other managers in charge of the appraisal gain new in- sights into the person being appraised.
The importance of knowing your employees is highlighted by the fact that the Management
Standards Centre has recognised that developing productive relationships with colleagues is a
key competency for managers Standard D1: Develop productive working relationships with
colleagues). Gaining new insights into a person’s performance and personality will help the
manager build a relationship with that person. Also, supervisors gain a better understanding of
each individual’s contribution to the organisation. This can be useful for direct supervisors as
well as for supervisors once removed. 4. The job definition and criteria are clarified. The job of
the person being appraised may be clarified and defined more clearly. In other words,
employees gain a better understanding of the behaviours and results required of their specific
position. Employees also gain a better understanding of what it takes to be a successful
performer. 5. Self-insight and development are enhanced. The participants in the system are
likely to develop a better understanding of themselves and of the kind of development activities
of value to them as they progress through the organisation. Participants in the system also gain
a better understanding of their strengths and weaknesses, which can help them better define
future career paths. 6. Personnel actions are more fair and appropriate. Performance
management systems provide valid information about performance, which can be used for
personnel actions such as merit increases, promotions and transfers, as well as terminations,
Sally, 2007.

2.4 TQM, PERFORMANCE AND PERFORMANCE
MANAGEMNET

The core ideas of total quality management (TQM) were introduced in the mid-1980s by, most
notably, W. Edwards Deming, Joseph Juran and Kaoru Ishikawa (Hackman and Wageman,
1995). Whilst it is acknowledged that TQM is not a clear-cut concept (Hackman and Wageman,
1995), TQM is generally understood as an integrated organization strategy for improving
product and service quality (Waldman, 1994). Since the mid-eighties TQM has been (over) sold
as a near-universal remedy for a range of organizational problems, including improved
organization performance. This is remarkable considering academics have acknowledged for

many Yyears that universal principals cannot be successfully applied to organizations.



Contingency theory with its “no one best way” dictum, asserts that high performance is a
function of the alignment between organization systems/processes and various context factors.
Indeed, empirical research addressing successful TQM implementation is “crying out” for a
contingency theory approach: while most studies report a positive relationship between TQM
and performance (Brah et al., 2002), some studies report a negative relationship between the
two variables (McCabe, 1998). The identification of contextual factors effecting the successful
TQM implementation has thus recently emerged as an important research agenda (Douglas,
2001).

TQM can be used to determine the time spent by an employee on various quality related
activities. The proportion of time spent multiplied by the individual’s salary represents an
estimate of quality cost for the activity. Consumer surveys and other means of customer
feedback are also used to determine quality cost for services (Kesavan et al., 2011). According
to the authors, there are four pillars that are Satisfaying customer, system/process,
People/employee and improvement tools. TQM aims not just to meet customer requirements
(express needs) but also to achieve customer satisfaction. Establishing a system such as I1ISO
9000 is the initial building block. TQM relies on an effective quality management system which
ensures that preventive measures are in place and the culture of continues improvement exists
to enable the process to deliver quality product service. Manager commitment, training,
teamwork, leadership, motivation, empowerment etc. would have a vital complementary roles
to play in establishing total quality environment. TQM recognizes the need from continuous
improvement and uses a set of Quality Control tools such as the four C of TQM (Commitment,

Competence, Communication and Continuous improvement).

Preliminary evidence seems to indicate that TQM-adopting firms shows beter performance over
firms that do not adopt TQM (Brah et al., 2002). Firms that focus on continuous improvement,
involve and motivate employees to achieve quality output and focus on satisfying customers’
needs are more likely to outperform firms that do not have this focus. Thus, we can expect that
to the extent an organization implements TQM practices, performance should be enhanced
relationship. According to Hackman and Wageman, (1995), implicit in the TQM philosophy
are values of teamwork and collaboration in the pursuit of quality and continuous improvement.
It appears evident that working with supportive co-workers who readily share task-relevant

information and expertise is more likely to be associated with successful TQM implementation.



That is, for firms implementing TQM practices, higher co-worker support is likely to be
associated with enhanced organizational performance.

Performance measurement is an integral part of all management processes and traditionally has
involved management accountants through the use of budgetary control and the development
of financial indicators such as return on investment. However, it has been claimed that
conventional aggregate financial accounting indicators are inappropriate in TQM settings.
Several authors have claimed that an important part of ensuring that TQM leads to sustained
improvements in organizational profitability is that direct quantitative measures of
manufacturing are used to assess the ef fectiveness of managers’ efforts to manage the
development and implementation of TQM programmes (Armitage et al., 1990). With the
growing awareness that quality of final products and services is a strategic competitive variable,
companies have recognized also that the concept of high quality must be applied to production
processes to generate quality products and minimize costs. TQM has evolved as a philosophy
that emphasizes the need to provide customers with highly valued products and to do so by
improvements in ef ficiency by way of eliminating waste, reducing lead times at all stages of
the production process, reducing costs, developing people, and improving continuously
(Samson et al., 2000).

While TQM provides a potential for organizations to enhance their competitiveness there is
evidence that many organizations have been disappointed in the extent to which TQM has been
associated with sustained improvements in organizational profitability(Wilson et al., 1992).
Performance management systems are a cornerstone of human resource (HR) management
practices and are the basis for developing a systems approach to organization management. In
theory, a performance management system links organizational and employee goals through a
goal-setting process, and subsequently links employee goal achievements to a variety of HR
management decisions through a performance measurement process. Shank et al., (1994)
argued some time ago that quality practices had become so important that management
accounting could no longer ignore TQM. Traditional accounting supports cost and production
analysis, but not quality analysis (shank et al., 1994). The thrust of the TQM philosophy is that
quality and its management have to be built in from the beginning and that the accomplishment
of quality standards and improvement is the responsibility of everyone (Morgan, 1994).
Waldman et al., (1996) claim that quality is, in fact, largely a customer perception based on
how well the product or service meets the customers’ needs and expectations. Poor quality

occurs when these needs are not met. Satisfying the customer is an important aspect of the



manufacturing process and this requires the customer’s input at all stages of

manufacturing(Lubben et al.,1998).

2.5 EMPIRICAL REVIEW

A study by Easton et al. (1998), provide evidence to show that effective TQM implementations
improve long-term profitability and stock returns. Flynn et al., (1995) report that higher
intensity of TQM practices results in improved quality performance. In a review of the literature
covering the relationship between TQM and innovation. Prajogo et al. (2001) identified two
competing arguments. The first argument suggests that TQM is positively related to innovation
performance because it establishes a system and culture that will provide a fertile environment
for organizations to innovate (Mahesh et al., 1993). The opposing argument holds that the
implementation of TQM principles and practices could hinder organizations from being
innovative (Harari et al., 1993). There is a growing body of empirical research supporting a
direct relationship between the adoption of Total Quality Management (TQM) and improved
firm performance (Easton et al., 1998). Reed et al. (1996) argue that the content of TQM can
be distinguished based on the issue of two business orientations: customer orientation and
process orientation. With customer orientation, organizations will focus on gaining a market
advantage where they can outperform their competitors in terms of attracting more customers

with distinguished products and charge a premium price.

Dean et al. (1994) argue that from a strategic management perspective, TQM is concerned more
with strategy implementation, or deployment, rather than strategic choice, or intent. Another
strong implication about the association between TQM and cost leadership is suggested by
Gobeli et al. (1994). In their framework on strategic approaches to innovation, they label TQM
as a value leader since it places more emphasis on process innovation than product innovation.
By focusing on process innovation, TQM can be linked to Porter’s cost leadership strategy.
Some studies have found that the use of TQM practices reduces manufacturing process
variance, eliminates reworks and scraps, and improves quality performance (Daniel et al.,
1991). In addition, there is considerable anecdotal evidence Harmon et al., (1990) on the extent
to which TQM initiatives enhance the potential for firms to improve their performance.
Moreover, some studies have found that TQM firms do not outperform non-TQM firms
(Fuchesberg et al., 1993). Prior studies (Ittner, 1996) suggest that TQM strategy that focuses on



increasing customer levels of satisfaction does have a significant and positive impact on

performance.

Archana and Subha (2012) conducted a research study on service quality and passenger
satisfaction on Indian airlines. The study covered a sample of 270 respondents and the survey
was conducted at the Chennai international terminal of Tamil Nadu. Sampling was done by
interviewing randomly selected passenger. Exploratory Factor Analysis issued for measuring
airline service quality to determine the dimension of airline service quality on three variables
Passenger Satisfaction and Service Quality (PSSQ) on In-flight Services, PSSQ on In-flight
Digital Services and PSSQ on Airline Back Office Operations. The findings of the factor
analysis showed that the overall cumulative percentage of variance is 53.686 to in-flight service,
62.239 to in-flight digital service and 72.793 to back-office operations. In this study, passengers
are satisfied to the service provided and overall facilities delivered by the airline companies.
The study revealed that the passengers are satisfied with the services quality delivered in in-

flight service, in-flight digital service and back office operations.

In this study Archana and Subha (2012) concluded Failure to provide quality services to
passengers may damage the formation of airline image and cause negative impact on
passengers™ behavioural intentions. These findings imply that airline companies in-flight
service quality depends upon the different delivery strategies deployed. Ali et al. (2013)
conducted a research “an assessment of service quality and resulting customer satisfaction in
Pakistan International Airlines”. The target population for this study was defined as all
passengers having flown with PIA in the last 12 months. 848 questionnaires were distributed,
of which 498 questionnaires were handed back. The survey model that was used in this study
is the AIRQUAL model. This scale has five distinct dimensions, namely airline tangibles,
terminal tangibles, Personnel, empathy, and image. The findings of this study indicate that
airline tangibles (f=0.608; t-value=3.998; p=0.03) has as significant influence on customer
satisfaction. Terminal tangibles (f=0.411; t-value=2.366; p=0.000) has a significant influence.
Personnel has a significant effect on customer satisfaction (=0.500; t-value=4.603; p=0.000),
empathy as well has a significant influence on customer satisfaction (f=0.391; t-value=2.137;
p=0.02). Lastly, Image ($=0.558; t-value=4.617; p=0.000) has a significant influence on
Customer satisfaction. The result of the regression analysts show that airline tangible has the
highest influence followed by image, Personnel, terminal tangible and empathy respectively.

Ali et al. (2013) recommend the company should be able to create high perceptions using



tangible cues such as aircraft’s exterior and interior appearance and terminal appearance, and
should also recruit and train human resources to provide a personalized service and ensure
empathy, which seem to be highly important to customers. Moreover, PIA should update their

catering service facilities, as this is one of the major components of service quality in airlines.

Another study by Ekiz and Hussain (2006) “perception of service quality in North Cyprus
airline industry: a path analysis application” also adopted the AIRQUAL model to overcome
the psychometrical application problem of existing quality scale. Out of the 610 questionnaires,
distributed only 583 questionnaires were found to be useful and used in the analysis and
conclusion. The sampling that was used in this study non-probability judgmental techniques.
The study used path analysis to test hypothesis and findings showed that airline tangibles have
a significant positive effect on both customer satisfaction and repurchase intentions and the
same is true for the four dimensions namely, Terminal tangible, personnel, empathy and image.
The study depicts that service quality dimensions jointly explain 68% of the variance in

customer satisfaction.

According to the results of the study, Ekiz and Hussain (2006) recommended that in order to
better satisfy their customers National airline should give importance to physical equipment
such as aircraft’s exterior and interior appearance, efficient cargo handling procedures,
technical maintenance of aircraft at regular intervals. Personnel should be trained and highly
qualified in order to better understand and service the customers. Moreover, they should update
their catering service facilities. Especially in the field of marketing, the company should recruit
qualified personnel. However, most of the researches made on Ethiopian Airlines in contracting
quality management merely with customer satisfaction, or not enough as the airlines is an
abundant airline in the Africa and could grow internationally. Therefore, in the research I will
cover the airlines total quality management practice and its effect on the performance of the

airlines.

According to Joiner (2017); Total quality management and performance have a positive
relationship specially focused on examining the moderating effects of co-worker support and
organization support on the TQM/performance relationship. Turning to the TQM literature, in
a comparative study of non-TQM and TQM organizations, Allen and Brady (1997) found that
perceived organization support was higher in TQM organizations than non-TQM organizations.
Further, another comparative TQM/non-TQM study focusing on firms in the motor vehicle

parts TQM and performance and accessories industry, demonstrated that respondents in TQM



firms were more satisfied with top management support, commitment and encouragement
(important elements of overall organization support) compared to non-TQM firms (Golhar et
al., 1997). Both these studies provide empirical evidence of the significant role of organization
support in firms implementing TQM practices for positive performance of the organization
itself. In organizations characterized by greater focus on organization support, greater

implementation of TQM practices will be positively associated with organization performance.

According to Joiner (1997) the degree of implementation of TQM practices was positively
related to organization performance. The research reinforces Douglas and Judge’s (2001)
assertion that mere rhetoric about concern for quality will not guarantee success; it is the extent
of implementation of TQM practices that is related to favourable outcomes. This study also
found that an environment of support within the organization enhances the effectiveness of
TQM implementation, confirming the appropriateness of a contingency theory approach to the
successful implementation of TQM. More specifically, organization support that encourages a
positive reciprocal relationship between employees and their organizations, and strong collegial
support that promotes sharing knowledge in an encouraging, supportive manner produce a
synergistic effect on the TQM/performance relationship. That is, although the result
demonstrates that the implementation of TQM practices is associated with improved
performance, an environment of support (derived from the organization and co-workers)
provides a synergistic “boost” to organizational performance. This finding is novel to the TQM
Conditional effects on the relationship between TQM practices and performance literature. It is
consistent, however, with the more recent TQM literature that highlights the value of integrating
human resources management into the TQM process (Fok et al.,2000; Lam, 1995; Montes et
al., 2003). Human resource management practices (which include the provision of a supportive
organization environment) can be used to reinforce employees’ commitment and dedication to
improving the quality of products and services. Future research could consider a number of
other human resource related practices to explore the interactive effect of that practice on the
TQM/performance relationship. Within this context, human resource practices of potential
consideration could include: useful feedback from co-workers (Zhou, 2001), reward systems
(particularly bonus reward systems related to new ideas) and employee training and

development for creativity and lateral thinking.



2.5.1. MANAGERIAL IMPLICATIONS

This study has important implications for managers. First, it motivates managers (and provides
a justification) to invest in the time and resources to implement TQM programs. Based on the
results of this study, the implementation of TQM practices is associated with enhanced
organization performance. Second, this study signals the importance of ensuring a supportive
organizational environment for the effective implementation of TQM. Evidence from this study
suggests that organizations should develop an environment or “culture” of support, which
includes fostering support among co-workers, for the effective implementation of TQM. If
employees do not feel there is sufficient acknowledgement and support from the organization
and from colleagues with whom they work, then firms may not reap the benefits of TQM

programs and performance will decline.



CHAPTER THREE
3 RESEARCH METHODOLOGY

3.1 RESEARCH APPROACH AND DESIGN

In this study, both qualitative and quantitative data should be generated to address the research
questions under focus. Therefore, a mixed research approach that allows to collect and analyse

quantitative and qualitative data is adopted for the study.

The correlation study is frequently used as a means for looking for relations between variables
when experiments cannot be done to collect and examine the data. The study design is
appropriate to investigate associations among variables (Davis, Gamble, Humphries, Mitchell,
& Pendergrass, 2011). The goal of the research was to explain or explore in-depth a unit of
analysis in order to identify and determine if there is a relationship between two or more
variables. In general, a correlation study is a quantitative method of research in which two or
more quantitative variables are from the same group of subjects (Waters, 2011). The correlation
design was well suited as preliminary research to determine the need for further studies that can
be done to evaluate cause and effect relationships between variables and inferential methods of

analyses (Lappe, 2000).

This research will have a mixed research approach with descriptive and correlation design,
which will involve collecting data from a given sample. In this research, old and new ideas will
be discussed. This research will consist a survey while collecting data, which is descriptive. A
survey will describe an event by questioning the sample group regarding their perception about

a specific mater, their behaviour or their value.

3.2 DATA TYPE AND SOURCE

This research collected primary data and secondary data. The researcher used primary data due
to the fact it is more reliable, accurate and current as the researcher herself collected the data.

In order to acquire the primary data, the researcher herself used the following methods,



Structured and unstructured questionnaire was distributed, interview was made, and direct

observation and group discussion will take place for the sake of having an accurate response.

The questionnaire was distributed in a yes or no and an open-ended format, so that some of the
question could be easy for the respondent. These questionnaires are considered the fastest and
easy work for the researcher compared to the interviews and observations. In addition to that,
to have enough response the questionnaires was translated in two different languages, English
and Amharic, which are the local language in Ethiopia. These two alternatives languages were
given for the respondent as the researcher had a previous problem on the questionnaires and
some peoples have many ideas but did not know how to put it in writing in English or some
could not understand the question quite enough for being able to give the accurate answers. The
questionnaire was distributed to the employee of Ethiopian airlines from bottom to top that has
been chosen as a sample. With some of those people, the researcher will make an interview and

a group discussion with some.
3.3 TARGET POPULATION AND SAMPLING

Sampling is defined as the selection of a small group of people from a larger population to
represent that population on the basis of a judgment or inference made about the aggregate or
totality (Kothari, 2007). The total permanent employee of the airlines is 13,942 and the total
employee works at the office are near to 3000 the rest of them are an employee working out of
Addis Ababa and some are field workers, then130 employees satisfied the criteria that is,
professional employees which are an office worker who has an educational background of
degree and above with a minimum of 5 years of work experience. Using Kothri (2007),
sampling size determined formula the sample population become 131. The six sampling units
for this study are heterogeneous, therefore this heterogeneous groups are divided into different
homogeneous groups (strata) based on the departments that are, Operating officer, Commercial
officer, Financial officer, corporate and HRM, Aviation Academy, Alliance and Corporate
strategy planning. This study used a stratified random sampling to give equal chance for each

stratum.



For this study, sampling size is determined using Kothari (2007) formula.

ZZ*N*P*q

n=
e2(N-1) + Z2 * P * g

Where;

N= target population size

n=required sample size

Z= confidence level 95% (standard value of 1.96)

e= margin of error at 5%

p= population proportion at which the sample size is maximum at (p=0.5, q=0.5 and
p*q=0.25) where q=1-p

3.8416 * 130 * 0.5(1-0.5)
n= =

0.0025(130-1) + 3.8416 * 0.5(1-0.5)

I8

3.4 DATA ANALYSIS

From the response given to the questionnaires, descriptive and correlation method were used to
analyse the situation of TQM practice and quality management In Ethiopian airlines. The

Statistical Package of Social Sciences (SPSS) software was used.
3.5 ETHICAL CONSIDERATION

The questionnaires and the interview were conducted up on the willingness of the respondent.
All information given by the respondent were 100% kept confidential and the names of the
interviewees were kept anonymous. The data generated and the results of the study are also

promised to be kept confidential to keep the business secret of the company.



CHAPTER FOUR
4 RESULT AND DISCUSSION

4.1 INTRODUCTION

This study aims to find the relationship between TQM and Performance. On this chapter the
findings that was acquired by the researcher will be presented. This finding were acquired with
the questionnaires, Interview and other secondary data. The response was systematically
reviewed and analyzed using descriptive and correlation design with the statistical package.
From the total 96 questionnaires distributed, 70 (73%) are retuned and the remaining 26 (27%)

was not returned and incomplete.

Table 4.1 Position, educational level and experience of the respondents

Variables Responses Frequency Percentage(%)
Educational level Diploma 2 3
First Degree 43 61
Masters 22 32
PHD 3 4
Total 70 100.0
Position Management 9 13
Supervisor 22 31
Professional 39 56
Total 70 100.0
Experience 5-10 years 34 49
11-15 years 15 22
16-20 years 13 18
20 years and above 8 11
Total 70 100.0

Source: Own Survey Data (2018)



42. TOQM AND ITS PILLARS

On this section, the researcher will discuss the main part of TQM and its pillars, which are
Satisfying customer, system/process, people and improvement tools, which are the mentioned
on the beginning of the first chapter. These pillars will help the reader to classify the point of
views. ON the beginning for satisfying customer, we have classified five specific questions that
has addressed the first Pillar .Those are, the customer is satisfied with the service they get, our
company strives to delight our customer, service improvement is done with the customer in
mind and the company has provided an avenue for customer to provide feedback on service

quality.

Table 4.2 Satisfying customer

Variables Responses Frequency | Percentage(%)
Satisfying | The customers are satisfied | Strongly disagree 1 1.4
customer | with the service they get i
Disagree 4 5.7
Neutral 6 8.6
Agree 39 55.7
Strongly agree 20 28.6
TOTAL 70 100.0
Our company strives to delight | Strongly disagree 1 1.4
our customers i
Disagree 4 5.7
Neutral 6 8.6
Agree 40 o57.1
Strongly agree 19 27.1
TOTAL 70 100.0
Strongly disagree 3 4.3




Service improvement is done | Disagree 4 5.7

with the customer in mind
Neutral 2 2.9
Agree 34 48.6
Strongly agree 27 38.6
TOTAL 70 100.0

The company has provided an | Strongly disagree 0 0

avenue for customers to | _

] ] Disagree 0 0

provide feedback on service

quality Neutral 4 5.7
Agree 45 64.3
Strongly agree 21 30.0
TOATL 70 100.0

Source, own survey (2018)

From the above table 4.3.1, out of the 70 respondent 39(57%) and 20(27%) has agreed and
strongly agreed respectively that the customers are satisfied with the service they get. The rest
6(9%), 4(6%) and 1(1%) had neutral, disagree and strongly disagree respectively that the
customers are satisfied. In addition to that 40(57), agree, 19(28) strongly agree that the company
is working hard to delight the customer, while the same respondent who disagree for the
customer satisfaction has again disagreed that the company strives to delight the customer.
From the respondent 34(48.6%) agree, 27(38.6) strongly agree that the service is done with the
customer in mind. Whereas the rest 3(4.3%),4(5.7%), disagree and strongly disagree
respectively, whereas the rest 2(2.95) don’t want to comment on the case. From the respondent
no one disagree that the company has provided an avenue for feedback on service quality rather
4(5.7%) are neutral. 45(64.3%) and 21(30%) of the respondent has agreed and strongly agreed



respectively. Based on the statements on the first and second chapter, it was seen that customer
satisfaction control is one way of quality management, where a company could benefit from
through the performance. In addition to that, Failure to provide quality services to passengers
may damage the formation of airline image and cause negative impact on passengers™
behavioural intentions, which was recommended by archan, 2012. Therefore, we see here that
most of the employee has agreed that the airline is satisfying its customer, which will lead to

better performance and better image of the airline.

Table 4.3 System. Process

Variables Responses Frequency | Percentage(%)
System | There are well established | Strongly disagree 0 0
Process | quality standards in the | _
Disagree 4 5.7
company
Neutral 6 8.6
Agree 33 47.1
Strongly agree 27 38.6
TOTAL 70 100.0
Hiring qualified employees in | Strongly disagree 2 2.9
their areas of specialty i
Disagree 5 7.1
Neutral 9 12.9
Agree 18 25.7
Strongly agree 36 51.4
TOTAL 70 100.0
Strongly disagree 1 1.4




Cooperation wisely with the | Disagree 4 5.7

aircraft and other suppliers
Neutral 8 11.4
Agree 35 50.0
Strongly agree 22 31.4
TOTAL 70 100.0

Adopting latest information | Strongly disagree 1 1.4

technology in |

_ _ Disagree 4 5.7

operations(aircraft, systems at

the offices and operations) Neutral 6 8.6
Agree 41 58.6
Strongly agree 18 25.7
TOATL 70 100.0

Source, own survey (2018)

From the respondent 33(47.1%) has agreed that there are well established quality standards in
the company, 27(38.6%) has strongly agreed. Even though no respondent has strongly
disagreed to the matter, but 4(5.7%) has disagreed while the rest 6(8.6%) has chosen neutral.
36(51.4%) of the respondent strongly agree that employees are hired in their area of speciality,
18(25.7%) agreed while the 9(12.9%), 5(7.1%) and 2(2.9%) has chosen to be neutral, disagree
and strongly disagree respectively. 35(50%) of the respondent has agreed to the company
strategy to keep good relation with the aircraft supplier. At the same time 22(31.4%) has
strongly agreed. 8(11.4%) chosen to be neutral while 4(5.7) and 1(1.4%) have disagree and
strongly disagree respectively. Out of the total 70 respondents, 41(58.6%) and 18(25.7%) has
agreed and strongly agreed that the airlines have adopted latest information technology. The

rest 6(8.65) are neutral, 4(5.7%) have disagreed and 1(1.4%) has strongly disagreed. According



to the statement on the second chapter, to satisfy customers, airlines should equip with latest

technology and maintained aircrafts.

Table 4.4 People

Variables Responses Frequency | Percentage(%)
People Training employees in their | Strongly disagree 0 0
areas of specialty i
Disagree 4 5.7
Neutral 6 8.6
Agree 32 45.7
Strongly agree 28 40.0
TOTAL 70 100.0
Our  management  readily | Strongly disagree 2 2.9
delegates duties to all staff i
Disagree 15 21.4
Neutral 4 5.7
Agree 20 28.6
Strongly agree 29 41.4
TOTAL 70 100.0
The Company arranges team | Strongly disagree 1 14
building activities from time to
) Disagree 9 12.8
time
Neutral 6 8.6
Agree 36 51.5
Strongly agree 18 25.7
TOTAL 70 100.0




The Company allows employee | Strongly disagree 1 1.4
some time off duty to go for | __
) Disagree 6 8.6

further studies
Neutral 6 8.6
Agree 38 54.3
Strongly agree 19 27.1
TOATL 70 100.0

Source, own survey (2018)

From the total 70 respondents, 32(45.7%), 28(40%), has agreed and strongly agreed that the
company is training the employee while the rest 6(8.6) and 4(5.7%) has chosen to be neutral
and disagree respectively. 29(41.4%) and 20(28.6%) strongly agree and agree that the top
management readily delegate duties to all staff whereas the rest 15(31.4%) Disagree, 2(2.9%)
strongly disagree and the rest 4 choose neutral. From the total respondent, 36(51.5%),
18(25.7%) has agree and strongly agree that the company arranges team building activities from
time to time. 9(12.8%) has disagreed while 1(1.4%) has totally strongly disagree and the rest
6(8.6%) are neutral. In addition to that the company allows employee off duty point has 1(1.4%)
respondent has strongly disagreed, 6(8.6%) respondent has disagreed and the same rate of
respondent choose neutral whereas the large population, 38(54.3 and 19(27.1%)) has agree and
strongly agreed respectively. Most of the employees have agreed that they are getting what they

want, which is an input for effective and efficient employees.

Table 4.5 Aviation academy performance

2013-14 Aviation Acadeny Performance
Year to Date
Admission Graduation
Actual larget Actual larget
Pilet= g4 16 g0 122
lechnician: 301 400 335 174
Cabin crew 234™ 300 o5 250
Marketing + Finance fag*™™ I50 400 350

lotal 1252 Q42 1,126 Egb



Source, ET, 2013/2014 annual report

Table 4.6 Improvement Tools

Variables Responses Frequency | Percentage(%)
Improvement | Different departments in the | Strongly disagree |1 1.4
Tools Company work as a team to |
) o Disagree 9 12.9
deliver on organizational
goals Neutral 6 8.6
Agree 36 514
Strongly agree 18 25.7
TOTAL 70 100.0
Creating an easy was for | Strongly disagree | 1 1.4
customers to reach what they |
] Disagree 3 4.3
want, might be through
website or tele phone or a call | Neutral 5 7.1
Agree 42 60.0
Strongly agree 19 27.1
TOTAL 70 100.0
The company sponsors | Strongly disagree | 4 5.7
employees for seminars and | __
) Disagree 20 28.6
conferences in areas of
specialty  for  continuous | Neutral 9 12.9
improvement
Agree 25 35.7
Strongly agree 12 17.1
TOTAL 70 100.0
Strongly disagree | 4 5.7




Senior management in the | Disagree 20 28.6

Company take active roles in

) ) | Neutral 9 12.9

issues concerning quality

management Agree 25 35.7
Strongly agree 12 17.1
TOATL 70 100.0

Source, own survey (2018)

From the total respondent, 36(51.5%), 18(25.7%) has agree and strongly agree that different
department in the company work as a team to deliver on organizational goal. 9(12.8%) has
disagreed while 1(1.4%) has totally strongly disagree and the rest 6(8.6%) are neutral to the
case. Almost more than half of the respondent, 42(60%) agree that the company has created an
easy way for customers to reach what they want, with the 19(27.1%) strongly agreed
respondents whereas 5(7.1%) chose neutral, 3(4.3%) and 1(1.4%) disagree and strongly
disagree respectively. 20(28.6%) of the total respondent has disagreed that the senior
management in the company take active roles in issues concerning quality management, with
4(5.7%) strongly disagreeing. On the other side 25(35.7%) agree, 12(17.1%) strongly agree to
the case while the rest 9(12.9%) are neutral. The airline is using a lot of strategy to improve its
service which includes by giving seminar to the employee, providing easy way for customers
to communicate and so on.In addition, Ethiopian airlines was named the 2015 Airlines of the
year at the CAPA aviation award of excellence. The greatest impact on the development of the
airlines industry, established itself as a leader and provided benchmark for others to
follow(CAPA, 2016). This shows that the airlines is showing continuous improvement which

led to good performance.




4.3. PERFORMANCE

Out of the total 70 respondents, 39(55% ) agrees that after the implementation of TQM, the
company has shown a positive change, with the 18 (26% )strongly agreeing to the matter while

the rest5( 7%) and 8(12%) choose not to agree and be neutral respectively.

Postive chanage has been seen since the implementation of
Tam

= Disagree Neutral = Agree = Strongly agree

Figure 4.1 Positive change observed by employee

Source, Own survey (2018)
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Table 4.7. New destination and an increase of passenger annually

Variable Response Frequency | Percentage(%o)
Strongly Disagree 1 1.4
New local and -
. . Disagree 4 5.7
international Neutral
destination has been 2 1L
agree 40 57.1
opened
Strongly agree 17 24.3
Total 70 100.0
Strongly Disagree 0 0
h | Disagree 0 0
_e annual passenger Neutral 4 57
with the company has
. agree 45 64.3
increased
Strongly agree 21 30.0
Total 70 100.0

Source, Own survey (2018)

New destinations are being opened, only in the 2016, four new destination was opened, which
are Hawasa, Goma, yaounde and durban. This show that the airlines is attaining its goal which
was mentioned on the beginning of this study. Refereing Table 4.6 the new destination has

increased yearly.

200507 0708 200809 H005-10 20-11 H013-13 20d2-13 Z013-14

1 Number of Infermetionsl Desination

Figures4.2 New destinations since 2007/2014
Source, Et annual report 2013/14
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4.4. CONTINUOUS IMPROVEMENT

39(55.7%) has agreed the company is showing continuous improvement with the 18(25.7%)
strongly agreeing to the matter. In opposite 1(1.4%) and 4(5.7%) strongly disagree and
disagree while the rest 8(11.4%) are neutral.

Continous Improvement is being met

60 55.7

50

40
(O]
Q0
3
c
IS 30 25.7
o
[a

20

114
10 5.7
N
0 —
Strongly Disagree Disagree Neutral Agree Strongl agree

Figure 4.3 Continuous improvement of Ethiopian Airlines

45. CORRELATION OF TOTAL QUALITY MANAGEMENT AND
PERFORMANCE

Correlation is another way of assessing the relationship between variables. To be more precise,
it measures the extent of correspondence between the ordering of two random variables. There
is a large amount of resemblance between regression and correlation but for their methods of
interpretation of the relationship. For example, a scatter diagram is of tremendous help when
trying to describe the type of relationship existing between two variables. It measures the
“strength” or the “extent” of an association between the variables and its direction. The result
of a correlation analysis is a Correlation coefficient whose values range from -1 to +1. A

correlation coefficient of +1 indicates that the two variables are perfectly related in a
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positive[linear ] manner, a correlation coefficient of -1 indicates that two variables are perfectly
related in a negative [linear ] manner, while a correlation coefficient of zero indicates that there

is no linear relationship between the two variables being studied (Gogtay, 2016).

The researcher has interpreted the response acquired from the respondent by analyzing the
correlation of the four major pillars of TQM as stated on the beginning of the first chapter in
comparison with the performance of the airlines. From the table 9, it is seen that the five
pillars of TQM are inter correlated with each other and correlated with the performance as
well. From the whole correlation, the correlation between people and performance is the

highest with the correlation.

Table 4.8. Pearson Correlation between TQM (Satisfying customer, people, system,

improvement tools) and performance

Variables | Satisfying | People System/ Improvement | Performance
Customer Process tools

Satisfying 1 0.831" 0.895" 0.911 0.916"
Customer
People 1 0.810° 0.813" 0.936"
System/ 1 0.911" 0.903"
Process
Improvement 1 923"
tools
Performance 1

“ Correlation is significant at p< 0.01 level (2-tailed).

Source: Own survey result (2018)



CHAPTER FIVE

5 CONCLUSION AND RECOMMENDATION

5.1 CONCLUSION

The main objective of this study was to assess the relationship between the four pillars of TQM
such as Satisfying customer, System. Process, people and improvement tools with Performance
in case of Ethiopian Airlines. Based on the finding that were explained on the chapter four, the
below conclusion was drawn. To achieve this purpose, basic research question was raised at the
beginning of the study, Whether TQM has been implemented or not and how did it affect the
company. The researcher incorporated respondents from different education qualification, work
experience, and department then asses the relationship between TQM and performance. It has

been discussed in other researches that quality service has a positive effect on performance.

Based on the overall findings the researcher concluded that the application of TQM practice
can lead to improvements in overall performance. The researched concluded, there is high
correlation between TQM and performance and this analysis was made by dividing the TQM n
to the four pillars as stated on the beginning of the first chapter. The researcher has concluded
that customer satisfaction, well established quality standards and systems, happy and satisfied
employee of the company and tools and techniques that assure the continuous improvement all
has a big positive effect on the performance of the company. As long as there are satisfied and
happy employee, there will always be delighted and satisfied customers, which will contribute
to the increment of number of passenger annually. As the passenger increases, the company
will provide additional inputs to allocate the new demand that was created. This might be
buying new aircraft, adding more employees and training the employees for higher capability,
adding more destination and more flights per week. So most of the variables were highly
correlated, means they have huge influence on each other. Ethiopian airlines is generating its
revenue mostly from international passenger and cargo. This show that the airlines is more

dependent on few business lines and it can easily be affected by external and internal factors,



5.2 RECOMMENDATION

Basing on the findings, in order to have delighted customers and excellent performance, the

following recommendation are to be considered.

There is high relationship between happy employee and happy customer, so the company
should focus from the base of It’s soul, which are the employees of the company. As seen on
the findings and conclusion happy employee, happy customer, So the company should give
priority to its employee. Employees tend to be more effective, when they are working in good
environment, with motivational incentives, like increasing annual leave, by training the
employee for a better ability and making them part of the decision making in a limited boundary.
Making the employee be part of the ownership, by giving 10%-15% of the company’s equity.
By making the employee feel the ownership of the company, save any waste that could come

from negligence or by avoiding non- belongingness.

Creating an equal chance of discussing, with no fear between the professionals and top
managements. Let no manager can make any decision by himself or herself, rather it should be
by percentage (25%-30% decision come from Labor union or the representatives of the
employees). Get feedback from each and every passenger, it could be on the aircraft, at check
in, at boarding, at ticket office and everywhere, so that the complaint and suggestion that comes
from the passengers could be changed in to an asset for a better quality service for other and for

next time.

In order to keep the brand all over the world, the airlines should bring new and latest technology
and working closely with other developed airlines, which Ethiopian Airlines will be benefited.
Especially by focusing in to more codeshare agreements that will allow the airlines to fly to

more destinations that the airlines is not currently flying.

The fact that Ethiopia is one of the place to be visited by tourists, many tourists will in flow to
the country. This is one big opportunity for the Airline to expand its lines of business by
collaborating with hotels, tours and car rentals. If the airlines partner with the above listed
service supplier, many passengers will prioritize Ethiopian airlines due to the direct connection
to other domestic destination. This way the airlines can arrange a tour package with hotel and

car rentals.



In addition to that, the airlines is highly depending on one specific business line, which is
international passengers. The airlines should increase the percentage of other revenue sources
like catering, cargo and hotels. This way the airline is guarantee for its strength at the time of
storm on the aviation industry. Working with the airport and aviation authority of Ethiopia

would positively benefit the airlines, considering it is national flag carrier.
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APPENDIX | Ethiopian Airlines customer satisfaction survey

Ethiopian Airlines Customer Satisfaction Survey using On-Board Questionnaire.

Dear valued customer, Which class of service are you travelling today?
Cloud Mine Economy
In our continuous effort to ensue the service we offer What is the purpose of your trip?
Dear Customer, meets your requirement, we kindly request you to take a few Business Leisure
minutes of your time and give us your opinion by completing Visiting friends/ relatives Others (SPECiTY) v
Welcome aboard Ethiopia Airlines. this questionnaire.

Flight Schedule

o
:
o o
Ethiopian airlines is committed to provide its Flight Information ‘E F 2 1 E a
1. The departure/arrival of this flight N I
Flight Mo: . Date: is convenient 0od
customers with high standard products & services, Seat MUMBET! v s s s s 2. The frequency (number of flights
Origin (City): per week) to this destination meets O oo oo
Realizing that there is always room for improvement Personal Detail (Optional): my travel requirements
Mame; (First) 3. Ethiopian Airlines route network
and placing high value on your comments & feedbacks, [LBSL): vorrnismsrsssssssm s s s s s s s ssassssss s meets my travel requirements O OO oo
MELIONANY cvvvevrsvesrnssesressesssssssrssssssssssassssssssssasssssassssrassesns
we are kindly asking you to take a moment to fill out Sex: l:l Male l:l Female Punctuality of Your Flight
E-IMIBHE cvvsevssmssssmssssmssssmssssmsssssmsssssmsssssssssmsssssmsssssmsss st Was the flight on-time (within 15 minutes of displayed
this form, seal and return it to one of the cabin crew. Sheba Miles memBership Mo s departure time? O Yes = No
If you have additional comments, you may visit How did you book your flight? If the flight departed late,
l:l Online How long was the delay (in minutes ...
ourwebsite at WWW.ETHIOPIANAIRLINES.COM I:I Through Travel Agency Was sufficient delay information communicated at
l:l Through Ethiopian Ticketing Office Airport (boarding gate)? O Yes O No
Thank you On-board? — Yes O No
If you buy your ticket from Ethiopian Ticketing Office, please
indicate the City LOCTION: . srssmssssssmssmssssssssssssssssssssssssesssnsns Sheba Miles (only for Sheba Miles members)
Are you satisfied with our frequent flyer program?
h . . = What was your reason to choose Ethiopian? — Yes O MNo
E’[ ]Opla n (@ maximum of three reasons) If you are not satisfied what improvements would you suggest?
ChTTRS [ Suitable flight schedule [ Itheonly flightchoice | |ummmmmsmssmsmsmsm o
THE NEW SPIRIT OF AFRICA .
|:| Good reputation I:l Use of frequent fIYer Program [ s s s ssmssssssves s s s s ssssssssssssses s s ssns
. [ ] Low Price [ corporate Travel Program
= |:| Safety |:| Other reason ...

|| GoodSemvite s




GROUND SERVICES
Telephone handling

If you called Ethiopian Office for flight booking, what is your

rating on the following services?

o
g
kS
=
g
[
-
W
* The telephone was answered promptly
* The staff answering the telephone
was courteous and helpful a
* My inquiry was handled efficiently a

and quickly

Ticketing Office & Reservation

If you have visited Ethiopian ticketing office, what
o
2
) 4
on the following =
g
g
H
¥
(]
* Office was clean and tidy
* Queue management was (]
efficient-first come first served
* Waiting time was reasonable (]
E
F
g
H
IH
* Courtesy and helpfulness of staff O
* Competency of ticketing office staff (]

* Attire/grooming of ticketing office staff ([
* Information given on flight departure (]
time, meal preference, baggage
allowance, safety & security etc.

was complete and adequate

Agree

]
O
]
[

00
00
00
10

MNewutral

DEagee
Strong by

is your rating

D D Agee

D
O
o

0 O O O Highl satisfactory
O 0O O [0 sarsfactory

O 0 Newral

O [ pisagree

O O O [ Fairk satisfactory
OO O O unsatisfactory

Strong by

O

[AIRPORT SERVICES
At which airport did you check-in for this flight
(where did you board this flight?)

Name of aIrpOrt/CitY e e
Did you have to wait in line at the check-in
|Approximate Minutes

If yes, was the waiting time acceptable?

-]
H
k4
=
g
2
-
W

* The check-in process was quick a

and efficient
* The check-in area was tidy and O

had a pleasant environment

* Courtesy and helpfulness of
airport staff
* Competence of airport staff

* Attire/Grooming of airport staff

* Information given at check-in/boarding
* Boarding process efficiency

* Clarity of boarding announcement

* Airport facilities (Wash rooms/toilets,
information, signage, display)

* Service by immigration, customs,
securities, etc.

* Service at transit point

* Baggage handling service at
departure/arrival

* Delay care management (if any)

I T Y B I I

* Overall rating on airport services

and customer handling

O Yes

What is your rating on the following airport services?

EI Agree

]

DO0DDODD0DDDO OO0 OD0DD O «ighk satistactory
Oo0o0DDoDoDO0oDO0O0O 0O 0 0 0000 0O satsfacton

|:| Neutral

O
O
0

|:| DEagee

ODD0ODO0OO0ODODOD0O OO0 D0 OO0D0D O rainysatsfactory
D000 00D00 OO0 0 0000 O usatsfactory

No

=
=]

|:| Strongly DEagree

Lounge
Did you have lounge in the course of your trip today?
ves O Ne (O
What is your rating on the following services at the lounge?
¢
g -} o
AR T
g & 5 ¢ ¢4
a £ 2 24y
*The lounge is easy to locate OO OooOoo
#Sufficient seatswereavailable (0 (OO (OO (O O
#The drinks/snacks offeredwere (1 () (O (O O
to my satisfaction
*Thestaffatthe receptiondesk (1 O O O O
including other service staff were
friendly and helpful.
* The room temperature, ventilatio 1 (] (O (O (J
& lighting were conducive.
* E-mail facilities were up
and running oo oo
'Adequate.reading materials O O O i
were available
ON BOARD PRODUCTS & SERVICES
Flight Attendants (Cabin Crew) .
ITREL
233 2 259
* Friendly and helpful o oo
* Attentive & within reach oooboo
* Efficient & competent Uoooo
* satisfied with the performance . 0 O OO O
of the flight attendants _
4 £ G
HER
& r & & s
* Mtitude and professionalism OO0 ogoo
* Personality and Grooming OO0 ooo
# Attentiveness/efficiency in OO0 oogoog
answering calls OO ooa
* Language Proficiency 00 ooag
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Cahin Environment

* Cleanliness & orderliness of cabin

* seat Comfort/leg space

* Hand luggage storage space

* Working conditions of aircraft facilities
utilities and equipment (light, toilet,
toilet amenities, air conditioning, seat

adjustment facilities', etc.)

Meal, Drink, Duty free services

* Choice of meal

* Quality of meal

* Quantity of meal

* Choice of beverages

* Availability of special meal requested
(If you have ordered)

* Availability & variety of duty free items

Entertainment

* Availability & Quality of in-flight magazines
* Availability & quality of reading materials

* Timing, selection, variety of movie/
video show

|:| |:| |:| I:I Excellent

|:| |:| |:| |:| I:l Excellent

O

|:| |:| I:I Exce llent

[0 [ [ [J Highty Satisfacrory

(0 [0 O [0 [0 Highk satisfactory

OO O O 0O satisfactony
D D D D D Fairly Satisfactory

OO O O unsatisfactony

U
0
O

[ [0 [] Hignky satisfactory
O 0O O satstactory

|:| |:| |:| |:| Satsfactory

[ [ [] [ Fairy Satisfactory

[0 [0 [] Frairky Satisfactory

(][] [ [] vmsatsfactory

O O [0 umsatisfactory

* Condition & functionality of

entertainment systems
(viden, audio, head set,

entertainment controlling unit, etc.)

* Information given by cahin crew
* Information given by cockpit crew
* Clarity & adequacy of in-flight

announcement

Your experience with Ethiopian Airlines

*What is your overall assessment

of Ethiopian Airlines service?

*What is the probability thatyou

will fly Ethiopian again?

*Will you recommend Ethiopian airlines

ta friends, colleagues, relatives

and acquaintances?

e

£

£

g
E &
2 =
7] -
2
] =
O O
=
g¢ ¢
ad &
o O
o O
o O
o O
)
g
k4
]

-]
] -]
& £
O O

D Certain
[ probabhky

What aspect of our service do you like mast?

Satsfactory

]

|:| |:| |:| |:| Neutral

MNeutral

0

D Less probahble

What was it that you were not happy about and that you want

USE0 TMPIOVET oo

Any other comment on your experience on this trip? ...

Thank you, for taking your time.

Fairly Satsfactony

J

Diagree |:| |:| |:| |:| DiEagree

[] probably not

Unsatisfactorny

Strong
Disagres

Duagree 0000

[ pefinitely not
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Appendix Il Questionnaires, English Version

TOTAL QUALITY MANAGEMENT PRACTICES AND THE COMPETITIVE
ADVANTAGE IN THE AVIATION INDUSTRY IN ETHIOPIA, IN CASE OF
ETHIOPIAN AIRLINES.

Please take a few minutes to complete this questionnaire. This research is completely for
academic purpose and it is fully confidential (the information you give and your identity as
well). Your honest response will be helpful for this research and for the airlines itself, as the

research can change and solve our problems.

SECTION I: GENERAL INFORMATION

1. Name of the Department of job in the Organization (Optional)

2. Your position in the organization

3. Number of years you have worked with the current employer years.




SECTION II: TOTAL QUALITY MANAGEMENT PRACTICES APPLIED

4. Below are some of the total quality management practices applied by organizations in
gaining competitive advantage and the output of the practice. Please indicate your level of
agreement on each in as far as its application in your organization is concerned using the

following scale and tick right on the area of scale you agree.

1= strongly disagree 2=Disagree 3=Neutral 4= Agree and 5= Strongly agree.

Quality practice and its effect 1 12 |3 |4

The customers are satisfied with the service they get

Our company strives to delight our customers

Service improvement is done with the customer in mind

The company has provided an avenue for customers to provide feedback

on service quality

There are well established quality standards in the company

Hiring qualified employees in their areas of specialty

Cooperation wisely with the aircraft and other suppliers

Adopting latest information technology in operations(aircraft, systems at

the offices and operations)

Training employees in their areas of specialty

Our management readily delegates duties to all staff

The Company arranges team building activities from time to time

The Company allows employee some time off duty to go for further

studies

Senior management in the Company take active roles in issues concerning

quality management

Creating an easy was for customers to reach what they want, might be
through website or tele phone or a call

The company has shown differences in a good way since practicing
TQOM




The top management are very friendly to share any ideas with the staff

TQM practice idea has gone into the mind of all staff and its advantage

to the company and its employee as well

SECTION IIl: PERFORMANCE

5. Below are some of the competitive strategies applied by organizations in gaining
competitive advantage. Please indicate your level of agreement on each in as far as its
application in your organization is concerned using the following scale;

1= strongly disagree 2=Disagree 3=Neutral 4= Agree and 5= strongly agree.

Performance 1 |2 3 |4

Senior management in the company take active roles in issuing

concerning quality management

The company has shown a positive change since the

implementation of TQM

The company is showing continuous improvement

The annual passenger has increased

New local and international

Weekly number of flights has increased

6. To what extent have these strategies adopted affected the level of performance of your

organization?

Very great extent [
Great extent []
Moderate extent [1]
Little extent [

No extent []




7. s there any tools and techniques applied to ensure continuous improvement and quality
control? If yes, please list and explain. ace is one of the tools to improve our quality

control.

8. Is there any established international standards on quality management and quality assurance
developed to increase the performance of the airline? If yes. Does the airline has shown change

on performance since the application of the program?

9. Does our organization applied the quality control such as the four Cs of TQM (Commitment,
Competence, Communication and Continuous improvement).



Appendix 11l Questionnaires Amharic Version

ANAPT RUTY APMEP ATIMTPEP Mot LLPPTT LMNS.. U MGt a4 Nd>k Akh§mh
QA AT drA O™k MARLP 1O (NHTILTD PAAMT B8 AT MYHP) . JRCIReT
MADD AT F9¢7 A& T IONC AGPAR AT AMG APC dP112F 4 GPAN NAPAMT famy
goAR A AMT £28A.

N&A I: AMPAL ao/F

1. NE&CE+t @NMD PMAGT P4 AGA NI (AT9LEbw)

2. NECE+ @A PAPT NI

3. NAlr AW JC PAGNTF@® 9aPH%F NHT

0-5 9d4+% [] 6-10 9003+ [] N11-15 9d@F+F []

N15-20 9@ [] N21-25 &a0F [ h 25 a0 NAL []
NEA II: AMPAL PiTt €l APLPH +9N4T ++NLPA
4. hHU NFF PHHIHGT N+MDE8ZL MeTF AT N+INLP FRLETF AL NECEST PTONG AMPAL
Pt ML ARRT TFM. NBZEP M-NM PP/t MAPANF NCHAP SCEF O-Nm Pl

mamAnF Nn+AD ®MT aOMI§T F8R NTAMANF: NF AL JPAhT AL/ ANAP PACATY
PhgRgRTT 228 PARANt.

1=A87 RANTMIL 2 = RAMAMay} 3 = JAA+S 4 = AN MAU AT 5= MmYheé T+

enst APTE AT @Mk 1 |2 3 |4

LINEF NTLTFF ATAeT L2AFN

NYeFY LINEFTIY ANLAT LA

PATA% ATt THAARL LINGT M NI9RF M-AM £7NA
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nFN7e@ LINET NATAIAT MeT AL 9NZARAN ATRAM MRYI2TFT
APCO.A

NEN1Pm @AD NLIN PHZITM Pdt BLEPT Ak

NP+ m-9° PFAed MALCHF @ND PAAMYE A&HEFT aPPMC

NAD-CTAR AT NAAT APLNPT IC N4 TNNC

NP2 MIT (NABCTASCTF, MNLC @ND LA NCHFTF AT P& MIT
NCoTT)

NPHE @-9° PFAe 3 APAR AL+HETT TMAAMT

PANTSLC NEPFFT FATIR Nt T 8 FPTFT ALAT® NtEF PPCNA

N7P@ N1H NBA BT PINF NPT PhYL8A

NNTLM APME +enTE FIPUCT ATPNF+A NG HHTF ML

NNT L@ N Ph&E+T ANTBLC 24 Pdt €MLY NTLIRAN+E
FEOT AL 1d MG Len,MFA

LINFFFO PULATTT 1IC 9T AT&TA AN A2T1L NAR&MC NEC
MNP MLI® NNAN @LI® NARLMA AU &FAN

PNTP@ 4. ALY NHATIENT 10 BIPC Mg dRNNt ANLEA

PTm™ ANTL8Z MITM IR YAN AWL+PF ATINLA NMIR 9oF M-

Pt. AL A FEOD YA ARATD ACHRETFT AT ARRNTPE AT AR AC+PTIR
Mmem, 10
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h&d ANt ALRAPT

5. NHU NFF P+HZHGF PAIRIAT +M88LTF NECERT +9NLP hLlaFm P4nNC HE&EPT @AM
metE TF@. ANAPT NN+AT LZ8PTF NAPMeI NECEFP @NMD P/ aRADANF AT8R
ANEAL PRy PARARE.

1= A% hAANTRAYD 2 = AARAAYARE 3 = JAA+E 4 =ANTITAL AT5 = NHNPLATHHA

RERRT 112 |3 |4 |5

ArNPa @A Ph&+ET AN+8LC ¢ Met PAM AN+HBECT
N+aANt NACALTT PAien®+ TTPTF Akt

nN7P@ N TQM hL989° ETPC APTFR A ANLEA

N P@m ¢MLYTF PAM- ARARA ALAP Y-

QR+ +N&L0 (TP ZA

R8N ANNN, AT FATD AP4-R

AP FP ML NPT T IPG

6. RIHLU NFLtHEPT PRIFFM PARCNT LLEPT AL 9°7 PUA +ROF AAEZA?
AB9 NMIR n&+E ey []
FAP 208 []
amyg 18N []
RINTE BZE []
MNY PAD-F° []

7. emMLTt PAM MARPL AT MLt €MMCT ATYZITIM PAR/LE. RAZPPTF AT HALhT AAT?
AP NPT ANNPT LHCHSE AT PNE4. 19T ATAAA hZs MALLPTF ATS. 10-.
Pt el

8. PAPC d®1187 AL9OT AMPARC P+MSNL et PAM APPH AT OMat d9LJ76R GATR
AP&E BLEPT AXT? AN NPT, APC 02718 NTCEALM™ AHINNC EIPC NALIETS AL
AT ANETETAT?

9. £CEFTTPALT AN (PPA N8BT, PAUAT, PARI9T AT $ME ARARA) PAl-T
APTFT Mot eDCT +NER AECIA.
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