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Q

uality management (QM) in one of its future researchers will use this data to further
many forms has become an integral investigate this phenomenon. The findings
part of contemporary business. Since its from this research study indicate that QM is
mainstream introduction to the United States appropriate to the SME environment. There are
in the early 1980’s it has become more than a specific critical to success factors and barriers
strategy or a competitive differentiator. QM is to implementation that are unique to SME’s
now a customer expecthat should be considtation. Most of the voered prior to impleluminous research done
mentation. AdditionWhat is currently known to the
in this field was conally, there is evidence
ducted by large busi- academic and practitioner commu- to suggest that QM is
nesses for large busi- nities about how society may better not universal in nature
nesses. However, the utilize the practices of quality man- as previously thought,
vast majority of busibut tends to be connesses in the United agement to increase performance in text dependent. Most
smaller organizations?
States and the world at
of the studies that were
large are small to mediconducted were survey
um enterprises (SMEs).
based. There was comThese organizations have largely been ignored paratively little qualitative research done in
by the quality movement. This study attempts this field and no action research projects that
to narrow that gap by investigating what is this author could find which creates opportucurrently known in the field by the academic nities for future research.
and practitioner communities in the hope that
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Quality Management in SMEs

Introduction

Methodology

The definition of quality is nebulous at best and can
The literature review includes articles published
be quite confusing to understand. Traditionally, there
in the last 28 years. It builds on the 55 articles rehave been many competing definitions offered by exviewed by Murphy (2016a) and adds 18 articles
perts, novices, academics and practitioners (Crosby,
that were published from 2014 to 2017 for a total of
1979; Deming 1986; Juran, 1999; Westcott, 2006). It
73 articles. The author used the same search terms
is beyond the scope of this article to join the debate,
and database employed by Murphy. Specifically,
so for the purposes of this study quality will be deGoogle Scholar was searched with the following
fined as: fitness of purpose to include both products
terms: TQM, QM or ISO 9000 accompanied with
and services. No matter how it is defined, quality
SME, Small Business or Medium Business.
management (QM) in one if its various forms (Total
Quality Management (TQM), Six Sigma, Lean, ISO
9000, etc.) has received intense academic and practitioner focus for nearly 40 years. The research was of- Literature Summary
ten initiated by and targeted for large organizations.
In stark comparison, there has been comparatively Quality Management’s Applicability
little research related to the application or implemen- for SMEs
tation of QM in small to medium sized enterprises
(SME’s). This lack of focus is quite surprising when One of the most pressing questions for the past few
one considers that the clear majority of workers in decades has been whether QM is applicable to SMEs
the United States and the world work for SME’s. In based on their unique set of circumstances. As Welsh
fact, according to the United States Small Business and White (1981, p.18) point out, “A small business
Administration, 99.7% of the American workforce is not a little big business.” SME’s have their own set
of unique strengths and weaknesses. Ghobadian and
consisted of SMEs with
Gallear (1996) clearly arfewer than 500 employees (“United States Small There has been comparatively little ticulate these differences
in Table 1 which is the culBusiness Profile,” 2016).
research related to the applicamination of in depth case
With SMEs representing
studies conducted in the
tion or implementation of QM in
such a large proportion of
the American economy, a
small to medium sized enterprises UK. The goal for SME’s is
to minimize the effects of
specific focus on how to
(SME’s).
the disadvantages such as
make these organizations
inferior resources, knowmore competitive, resilhow and training budgets
ient and successful could potentially be of great valwhile
fulling
optimizing
the advantages such as the
ue to both the practitioner and academic communities. Recognizing the opportunity, researchers from flat management structure, short decision-making
across the globe have begun to take a concentrated chain and low resistance to change.
look into this very problem. Murphy (2016a) pub- Based on the literature from 1990-2014, Murphy
lished a concise review of the extant literature in this (2016a) unequivocally stated that: “There is near
space from the years 1990-2014. Most of the studies consensus among QM researchers that QM is both
he reviewed centered on whether SME’s were em- possible and right for SME’s.” However, Murphy did
bracing QM; the critical success factors (CSF) that not explicitly state which articles were for or against
were thought to be associated with that effort; and QM implementation. As a result, the author gathgaps or barriers remaining to those SME’s that chose ered the data to show what a near consensus looks
the QM route. This study builds on Murphy (2016a) like visually (see Table 2).
by reviewing the pertinent literature from 2014 to Appiah Fening, Pesakovic, and Amaria (2008) con2017 and integrating it with Murphy’s findings. The ducted a study of 200 businesses in Ghana and found
intent for this literature review is to examine the fol- that QM had a significant positive impact on firm
lowing:
performance. Further, his findings suggest that QM
1. Explore QM’s applicability for SME’s
improves organizational performance in both large
2. Discuss possible critical success factors for
and small organizations. A similar study was conQM implementation
ducted with 141 SME’s in the Turkish textile in3. Explore possible barriers to implementation dustry that showed a strong positive relationship
4. Deliberate on the universal nature of QM
between the level of TQM implementation and or5. Expose a gap in the present literature and
ganizational performance (Demirbag et al., 2006a).
propose a method to close that gap
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Table 1: A comparison of the characteristics of large organizations vs. SME’s. Source adapted from Ghobadian & Gallear (1996).
Large Organizations
Hierarchical with several layers of management

SME’s
Flat with very few layers of management

Clear and extensive functional division of activities, high degree of specialization

Division of activities limited and unclear, low
degree of specialization
Absence of departments/functional mindset. CorStrong department/functional mindset
porate mindset
Activities and operations governed by formal rules Activities and operations not governed by formal
and procedures
rules and procedures
High degree of standardization and formalization Low degree of standardization and formalization
Mostly bureaucratic with extended decision-makMostly organic with short decision-making chain
ing chain
Top management a long distance away from the Top management close to the point of delivery,
point of delivery, visibility limited
highly visible
Wide span of activities
Span of activities narrow
Multi-sited and possibly multinational
Single-sited
Cultural diversity and inertia
Unified and fluid culture
System dominated
People dominated
Rigid organizations and flows with many interest Flexible organization and flows with very few
groups
interest groups
Incidence of fact-based decision making more
Incidence of “gut feeling” decisions more prevalent
prevalent
Dominated by professionals and technocrats
Dominated by pioneers and entrepreneurs
Range of management styles: directive, participaRange of management styles: directive, paternal
tive, paternal, etc.
Meritocratic
Patronage
Individuals normally cannot see the results of
Individuals normally can see the results of their
their endeavors
endeavors
Ample human capital, financial resources and
Modest human capital, financial resources and
know how
know how
Training and staff development is more likely to Training and staff development is more likely to be
be planned and large scale with specified training ad hoc and small scale with no specified training
budget.
budget.
Extensive external contacts
Limited external contacts
High incidence of unionization
Low incidence of unionization
Normally slow to respond to environmental
Normally rapid response to environmental change
changes
High degree of resistance to change
Negligible resistance to change
Potentially many internal change catalysts
Very few internal change catalysts
Low incidence of innovativeness
High incidence of innovativeness
Formal evaluation, control and reporting proce- Informal evaluation, control, and reporting
dures
procedures
Control oriented

Result oriented

Rigid corporate culture dominating operations
and behaviors

Operation and behavior of employees influenced
by owner’s/manager’s ethos and outlook
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Table 2: A comparison of the usefulness of quality management in SME’s (Created by Author).
Finding
Quality Management in one of its
various forms is beneficial to small
business performance.

Source
Ahire (1996); Anderson (1999); Beheshti (2003); Demirbag
(2006a); Demirbag (2006b); Eisen (1992); Fening (2008);
Gadenne (2009); Harris (2013); Hendricks (1999); Ismail
(2009); Krueger (2013); Kumar (2007); Kumar (2008); Lee
(1995); Lee (2004a); Lee (2004b); Leonard (2003); Mo (1997);
Parkin (1996); Pinho (2008); Price (1993); Quazi (1998); Rahman (2001b); Shea (1995); Valmohammadi (2011)

Quality Management in one of its
various forms has no effect on small
business performance.

Chittenden (1998); Goh (1994); Ilkay (2012); Rahman
(2001a); Sun (2002)

Later that same year, another study of 500 SME’s in tries around the world in the past 28 years (see Table
the Turkish textile industry found that there was a 3). Again, the clear majority of these findings suggest
strong positive relationship between TQM practices that QM is applicable to the SME environment and
and nonfinancial performance with only a weak re- that performance improvement, both operational
lationship between TQM and financial performance and financial, is likely to follow.
(Demirbag et al., 2006b). Eisen (1992) refuted those
findings when he conducted a study of 338 SME’s
in Australia that found that SME’s who implement- Critical Success Factors for SME’s
ed QM practices achieved higher financial perforAs can be seen in Table 1 there is overwhelming
mance. Nearly a decade
support for the idea of
later, a study was conQM implementation into
ducted with 500 SME’s
Following a process for SME QM SME’s. However, that
in the United States that
doesn’t mean the process
suggested those comengagement makes improvement
will be quick, easy or necpanies that invested in
more likely, with preparation piv- essarily guarantee positive
quality initiatives reresults. Murphy (2016a)
otal to success.
ceive significant returns
does state that SME’s
across a variety of meashould commit to QM and
sures both operational
that business improveand financial (Beheshti, 2003). Although there is
ment
seems
certain
to
follow.
Kumar (2011) states
overwhelming evidence that QM does impact perthat
following
a
process
for
SME
QM engagement
formance (see Table 1) not all studies agree that the
result is optimistic. Ilkay (2011) surveyed 255 SME’s makes improvement more likely, with preparation
in Turkey to investigate whether ISO certification pivotal to success. If one were to follow a process,
affected performance. His study concluded that cer- logic would dictate that there would need to be a
tification showed no statistical difference in terms set of common critical success factors (CSF’s) that
of performance for the SME’s who responded. In could be measured to allow the organization to asthe UK, Chittenden (1998) found that this may be sess performance. There is debate as to what the
due to the complexity of ISO 9000 and that many critical to success factors should be in a SME and
SME’s considered it inappropriate to the SME envi- if those factors should be hard (tools and systems)
ronment. More recent studies in Ghana (Kwamega, or soft (people) focused. Lewis (2006) synthesized
2015), Australia (O’Neil, 2016) and Spain (del Alon- literature from developing economies that indicatso-Almeida, 2015) reassert that QM practices do in- ed soft factors such as customer focus and customcrease performance and result in positive outcomes. er satisfaction were frequently studied QM criteria.
Quazi (1998) conducted a study of 41 SMEs in SinMurphy found that there were at least 55 stud- gapore and found a set of seven CSF’s that proved to
ies conducted from 16 countries around the world be beneficial in a SME environment. They include
which implies that the application of QM to SME’s leadership, information and analysis, strategic planis of global interest. As stated earlier, that study was ning, human resource utilization, management of
conducted from literature published from 1990 to process quality, quality results and customer satis2014. Since that time, the findings suggest that inter- faction. Two years later Yusof (1999) compared and
est in QM practices for SME’s is growing, narrowing contrasted five prominent studies of CSF’s in 1999.
on consensus and becoming more global. Table 3 Strikingly, there was a large degree of commonality
shows a selection of at least 73 studies from 26 coun- among the models, specifically top leadership com-
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Table 3: The growth of QM SME research since 2014. Adapted from Murphy (2016).
Country

Source

Country

Source

USA

Shea & Gobeli (1995); Ahire
United
et al. (1996); Hendricks & Sin- Kingdom
ghal (1999); Kuratko, Goodale
& Hornby (2001); Beheshti &
Lollar (2003); Zhou (2016)

Goh & Ridgway (1994); Parking & Parkin
(1996); Ghobadian & Gallear (1996);
Ghobadian & Gallear (1997); Chittenden
et al. (1998); Yusof & Aspinwall (2000);
Sousa (2001); Antony et al. (2005); Kumar (2007); Kumar & Antony (2008);
Antony et al. (2008); Kumar et al. (2009);
Kumar et al. (2011); Kumar et al. (2014);
McAdam et al. (2014)

Canada

Ahire et al. (1996)

Vietnam

Nguyen (2015)

USA &
Canada

Briscoe et al. (2005); Murphy
(2016a); Murphy (2016b)

Australia

Eisen et al. (1992); Wiele & Brown
(1998); Anderson & Sohal (1999); Husband (1999); Rahman (2001a, 2001b);
Gadenne and Sharma (2009); Kumat et
al. (2014); O’Neil (2016)

India

Turkey

Demirbag et al. (2006a); Demirbag et al.
(2006b); Ilkay (2012)

Brazil

Alamelu & Balasubramanian
(2011)
Majumdar 2016; Sinha 2016)
Sousa-Mendes et al. (2016)

Finland

Gunasekaran et al. (1996)

Ethiopia

Temtime & Solomon (2002)

Italy

Azzone & Cainarca (1993)

Ghana

Norway

Sun & Cheng (2002)

Iran

Appiah Fening et al. (2008);
Kwamega (2015)
Valmohammadi (2011)

Portugal

Pinho (2008); Mendes & Lourenco (2014)
Teixeira 2015)

Qatar

Salaeldin (2009)

Sweden

Hansson & Klefsjo (2003)

Kenya

Wanjau et al. (2013)

Spain

Claver & Tari (2008); Del AlonosoAlmeida (2015); Heras-Saizarbitoria
(2015)

China

Lee (2004a, 2004b)

Greece

Sainis et al. (2016)

Korea

Lee (1998)

Slovakia

Satanova et al. (2015)

Malaysia

Abdullah (2010); Talib et al.
(2013); Isa (2016)

Pakistan

Malik et al. (2011); Hussain (2015)

Singapore

Quazi & Padibio (1998)

NA

NA

mitment, supplier quality management, human resources management, and training and education.
Yusof (1999), who proposed his own unique model
(Table 4), added continuous improvement systems,
systems and processes, measurement and feedback,
improvement tools and techniques, resources and
work environment, and culture to the common elements to produce a list of ten factors.
To further bolster his credibility, Yusof (2000) conducted a study of his proposed CSF’s with UK automotive parts SME’s. He validated that the CSF’s enMuma Business Review

hanced QM in a SME and that the CSF’s for a SME
were different from those of a large organization.
This finding contrasts with Ahire et al. (1996) who
conducted a similar study in the US and Canada in
1996. They found that QM did lead to better product quality, there were no operational differences
attributable to firm size for TQM implementation,
and that both types of firms implement the elements
of TQM equally effectively. Sila (2002) conducted a
literature review of all the TQM literature from 1989
to 2000 and found 25 TQM factors (CSF’s) that were

47

Quality Management in SMEs
Table 4: A comparison of CSF’s from prominent studies (Created by Author).
Generic Critical Factor
Yusof ’s (1999) Model
Quazi’s (1998) Model
Saraph (1989); Ahire (1996);
Black & Porter (1999)
Management leadership
Management leadership
Leadership
Organization

Continuous improvement system

Strategic planning

Education and training
Quality in design

Education and training
NA

NA
NA

Quality in suppliers

Supplier quality management

NA

Quality in process

Systems and processes

Fact based management
Human resource management

Measurement and feedback
Human resource management

Management of process
quality
Quality results
Human resource utilization

Customer focus
Tools and techniques

NA
Customer satisfaction
Improvement tools and techInformation and analysis
niques
NA
Resources
NA
NA
Work environment and culture
NA
most common across 76 studies. Once again lead1. Top management education/training priership, customer satisfaction and employee involveorities
ment featured prominently. He suggested that other
2. Costs and actual performance
lesser known factors such as strategic quality plan3. Lack of support from external agents
ning, product and service design, communication,
4. Human resources overload
social responsibility and employee appraisal, and
5. Aversion to change
rewards and recognition be considered for future
6. Lack of resources
research.
7. Culture and training
In
other
cases, some SME’s can be compromised by
Barriers to Implementation
the mechanistic and formalized nature of some of
If we are to accept that CSF’s are important to SME the improvement models that they see as adding buQM performance, then we must be aware of what reaucracy (McAdam, 2000). For example, in the UK
the common barriers to implementation may be. As SME’s struggled with accurately measuring and reMurphy (2016a) stated, there has been research at- cording the quality costs which led the management
tention in this specific area. A study conducted in team of these organizations to believe that TQM was
the US and Canada found that ISO implementation not appropriate to the needs of small business (Goh,
was more successful when management internal- 1994).
ized ISO practices, reduced the behaviors that in- An article published in 2015 examined the problem
hibit adoption and performed a readiness analysis of barriers to QM by identifying both inhibitors and
(Briscoe et al., 1995). A major part of that analysis is enablers to QM implementation (Hu et al., 2015).
to determine what the likely QM barriers could be. Hu and his team were particularly focused on Lean
There seems to be widespread agreement that a lack implementation in SME’s. The list of inhibitors inof resources (human and financial), employee train- cluded the previously mentioned lack of top maning and top management commitment are the most agement commitment, lack of resources and a lack
common barriers to implementation (Alamelu, of training. He also added to that list supplier and
2011; Anderson, 1999; Antony, 2005; Antony, 2008; ; customer market forces such as SME’s lacking the
Gadenne, 2009; Hasson, 2003; Kumar, 2007; Kumar, market power to influence their network of suppli2008; Mendes, 2014; Valmohammadi, 2011). Repre- ers to adopt Lean. Perhaps more beneficial to SME’s,
sentative of this type of work, Mendes & Lourenco Hu identified enablers that could make SME’s more
(2014) conducted a study in Portugal that asked 95 competitive versus large organizations in the adopmanufacturing SMEs this very question. Their study tion of QM. They include: an owner’s long-term
highlighted 7 different but common factors affecting commitment, a cross functional workforce, high levels of teamwork and ease of communication.
quality programs. They were:
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Are QM Practices Universal?

shows that there is now near universal agreement
that QM is appropriate to the SME environment.
From nearly the beginning of the quality revolu- This agreement is global and not constrained to
tion there has been the belief that the principles and any geographic area. There are a number of critical
practices of QM are universal in nature. This view success factors and barriers to QM implementation
has been propagated by the gurus of quality manage- that should be considered by SME’s. It has also been
ment which include Walter Deming (1986), Joseph determined that QM is not universal as previously
Juran (1989) and Philip Crosby (1979) to name a thought but context dependent. One of these contextual factors is firm size. The challenge going forfew. For example, Juran (1989, p.3) stated that:
All organizations can achieve superior re- ward for SME’s is how to best utilize what is known
sults through the application of the universal about the CSF’s and the associated barriers to maximethods to manage quality, which design, mize business performance. One possible answer to
maintain, and continually improve the quali- this question is to create a menu of all of the factors
(CSF’s, barriers, enablers and inhibitors) and allow
ty of goods and services.
the specific SME to choose among the factors that
In Murphy’s (2016a) review, he discovered evidence are most closely aligned with their goals and unique
that QM could be more context related. Those con- situation. From the existing research, a logical path
textual factors could include country factors ranging forward could be to combine the work of Ghobadian
from leadership skills to national culture to govern- and Gallear (1996) with the work of Yusof (1999),
ment and could potentially affect QM implementa- Hu (2015), Mendes and Lourenco (2014), and Astion and outcomes. An article that was not included sarlind and Gremyr (2016). In other words, to do the
in Murphy’s review was a study conducted by Sousa following:
and Voss (2001) in the UK that questioned the universality of QM and had evidence that there were 1. Determine the strengths and weaknesses of
SME’s in general
certain contextual factors (manufacturing strategy
2.
Determine the critical success factors of SME’s in
in this case) that affectgeneral
ed the implementation of
3. Consider the typical
QM in SME’s. Aldowabarriers to implementaisan and Youssef (2004)
There
is
now
near
universal
agreetion commonly found in
suggested the idea of a
tailored framework that ment that QM is appropriate to the SME’s
4. Consider the enablers
utilized an incremental
SME environment.
and inhibitors of SME’s
approach to implement5. Determine the speing QM (the ISO framecific contextual factors
work in this case) in small
likely to most affect the
organizations. Assarlind and Gremyr (2016) seem to
SME
under
study
agree with that suggestion and conducted an interesting study in Sweden from 2009-2012 that found 6. Gradually implement QM based on the factors
identified in steps 1-5
firm size among other factors was critical to QM
A
reasonable quantity of the factors (3-5 for exadoption. The study found that SME’s often contend
ample)
could be chosen for the team to focus their
with scarce resources and as a result it could be benenergies
on with a specific goal of not overloading
eficial to implement QM in a gradual manner rather
the
team
since a resource constraint is likely to take
than attempting to implement everything at once.
place.
Reducing
the number of factors that will be
These recent insights make a powerful argument
considered
will
save
time and money (a key barrier
that contextual factors should at least be considered
for
SME’s)
and
increase
the probability for success
when SME’s approach the implementation of QM.
since only a few and not all factors will be included
in the model.
Discussion
Although there was a significant amount of agreeThe goals of this literature review were the following: ment concerning the use of QM in the SME environment, there were areas in the literature that offer
1. Explore QM’s applicability for SME’s
opportunities for future research. The vast majority
2. Discuss possible critical success factors for
of the work that Murphy (2016a) and the author reQM implementation
viewed was survey based. There were very few stud3. Explore possible barriers to implementation
ies that were qualitative in nature although there
4. Deliberate on the universal nature of QM
were some case studies. As a result, there is a gap in
5. Expose a gap in the present literature and
the literature concerning how to implement QM in
propose a method to close that gap
a SME through lived experience. The author could
In response to these questions, the existing literature find no articles or examples that embedded the re-
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Figure 1: A comparison of research methods for QM SME research (Created by Author).
searcher into an SME to effect change on the system
with the goal of implementing a quality management system (QMS) (See Figure 1).
An additional area that offered opportunities for
future research was geography. In Table 3 one can
clearly see that QM SME research is becoming more
widespread and more global. The 18 studies that
were added since Murphy’s (2016a) publication attest to this growing interest. Strikingly, there seems
to be relatively little research that is being conducted
in the world’s largest economy. Figure 2 illustrates
this discrepancy and shows that of the QM SME research that was considered in the article only 13 percent originated in the United States. That means 87
percent of the existing research has been conducted
elsewhere. An opportunity would be to conduct QM
SME research in the United States.
A future study will close these gaps by conducting
a qualitative action research project in the United
States of a SME that has the goal of building a QMS.
The proposed research question would be the following: How did one SME build a quality management system?
The value of this research is significant for both the
academic and practitioner communities. For the academic community, there is the opportunity to add
to the growing segment of SME QM research, to focus in a particular geographic area (the USA) and
to use a research methodology (qualitative research)
that is underrepresented in the existing literature.
For the practitioner, the benefits are perhaps greater. There is the opportunity to conduct research that
could potentially result in a guide detailing how to
implement QM in a SME. The guide could be especially useful when considering that SME’s make up
99.7% of the work force of the United States, and
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that QM is known to increase business performance.
There are limitations to this proposed research. First
and foremost there will only be a sample size of one.
Only one company will be a part of this project, but
the author believes that this limitation will be outweighed by the potential benefit, as there are currently no existing action research studies in this particular arena. A guide or a collection of best practices
from one SME implementing QM could serve as a
catalyst for other similar SME’s to join the quality
movement and propel their organizations forward.

Conclusions
This literature review has described that QM research in the SME environment has significantly increased after years of neglect. The existing research is
near unanimous in declaring that QM is appropriate
for SME’s although critical success factors such as
top leadership commitment, supplier quality management, resource management (both human and financial) as well as training and education should be
considered. There is also wide spread agreement that
the lack of these resources are common barriers to
implementation. Additionally, there are key dimensions that have the ability to enable or inhibit the
adoption of QM in SME’s and these factors must be
deliberated upon. The research also shows that the
adoption of QM is much more context dependent
than traditionally thought and may hinge on factors
such as firm size, strategy or country factors among
others. A possible next step is for an ambitious SME
to implement the 6-step model outlined in the discussion section and begin the QM journey sure to
lead to increased business performance.
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Figure 2: The global reach of QM SME research from 1990-2017 (Created by Author).

References
Abdullah, A. (2010). Measuring TQM implementation: A case study of Malaysian SMEs. Measuring
Business Excellence, 14(3), 3-15.
Ahire, S. L., & Golhar, D. Y. (1996). Quality management in large vs small firms. Journal of Small
Business Management, 34(2), 1.
Aldowaisan, T. A., & Youssef, A. S. (2006). An ISO
9001: 2000-based framework for realizing quality
in small businesses. Omega, 34(3), 231-235.
Antony, J., Kumar, M., & Madu, C. N. (2005). Six
Sigma in small- and medium-sized UK manufacturing enterprises: Some empirical observations.
The International Journal of Quality & Reliability
Management, 22(8), 860-874.
Antony, J., Kumar, M., & Labib, A. (2008). Gearing
Six Sigma into UK manufacturing SMEs: Results
from a pilot study. Journal of the Operational Research Society, 59(4), 482-493.
Appiah Fening, F., Pesakovic, G., & Amaria, P.
(2008). Relationship between quality management practices and the performance of small and
medium size enterprises (SMEs) in Ghana. International Journal of Quality & Reliability Management, 25(7), 694-708.
Assarlind, M., & Gremyr, I. (2016). Initiating quality
management in a small company. TQM Journal,
28(2), 166-179.
Azzone, G., & Cainarca, G. C. (1993). The strategic
role of quality in small size firms. Small Business
Economics, 5(1), 67-76.
Muma Business Review

Beheshti, H., & Lollar, J. (2003). An empirical study
of US SMEs using TQM. Total Quality Management & Business Excellence, 14(8), 839-847.
Briscoe, J. A., Fawcett, S. E., & Todd, R. H. (2005).
The implementation and impact of ISO 9000
among small manufacturing enterprises. Journal
of Small Business Management, 43(3), 309-330.
Chittenden, F., Poutziouris, P., & Mukhtar, S. (1998).
Small firms and the ISO 9000 approach to quality
management. International Small Business Journal, 17(1), 73-88.
Claver, E., & Tarí, J. J. (2008). The individual effects
of total quality management on customers, people and society results and quality performance in
SMEs. Quality and Reliability Engineering International, 24(2), 199-211.
Crosby, P. B. (1979). Quality is free: The art of making
quality certain. New York: McGraw-Hill.
del Alonso-Almeida, M. M., Bagur-Femenías, L.,
& Llach, J. (2015). The adoption of quality management practices and their impact on business
performance in small service companies: The case
of Spanish travel agencies. Service Business, 9(1),
57-75.
Deming, W. E. (1986). Out of the crisis. Cambridge,
MA: Massachusetts Institute of Technology, Center for Advanced Engineering Study.
Demirbag, M., Lenny Koh, S. C., Tatoglu, E., & Zaim,
S. (2006a). TQM and market orientation’s impact
on SMEs’ performance. Industrial Management &
Data Systems, 106(8), 1206-1228.

51

Quality Management in SMEs
Demirbag, M., Tatoglu, E., Tekinkus, M., & Zaim, S.
(2006b). An analysis of the relationship between
TQM implementation and organizational performance: Evidence from Turkish SMEs. Journal of
Manufacturing Technology Management, 17(6),
829-847.
Eisen, H., Mulraney, B. J., & Sohal, A. S. (1992).
Impediments to the adoption of modern quality
management practices. International Journal of
Quality & Reliability Management, 9(5).
Gadenne, D., & Sharma, B. (2009). An investigation
of the hard and soft quality management factors
of Australian SMEs and their association with
firm performance. International Journal of Quality & Reliability Management, 26(9), 865-880.
Ghobadian, A., & Gallear, D. N. (1996). Total quality
management in SMEs. Omega, 24(1), 83.
Ghobadian, A., & Gallear, D. (1997). TQM and organization size. International Journal of Operations
& Production Management, 17(2), 121.
Goh, P. L., & Ridgway, K. (1994). The implementation of total quality management in small and
medium-sized manufacturing companies. The
TQM magazine, 6(2), 54-60.
Gunasekaran, A., Okko, P., Martikainen, T., &
Yli-Olli, P. (1996). Improving productivity and
quality in small and medium enterprises: Cases
and analysis. International Small Business Journal,
15(1), 59-72.
Hansson, J., & Klefsjö, B. (2003). A core value model for implementing total quality management in
small organisations. The TQM Magazine, 15(2),
71-81.
Hendricks, K. B., & Singhal, V. R. (1999). Don’t count
TQM out. Quality Progress, 32(4), 35.
Heras-Saizarbitoria, I., & Boiral, O. (2015). Symbolic
adoption of ISO 9000 in small and medium-sized
enterprises: The role of internal contingencies.
International Small Business Journal, 33(3), 299320.
Hu, Q., Mason, R., Williams, S. J., & Found, P.
(2015). Lean implementation within SMEs: A literature review. Journal of Manufacturing Technology Management, 26(7), 980-1012.
Husband, P. M. (1999). A conceptual model for
quality integrated management in small and medium size enterprises. The International Journal of
Quality & Reliability Management, 16(7), 699-713
Hussain, A., Ahmad, Q. W., Haq, I. U., Nazir, A.,
Imran, S., & Islam, B. U. (2015). Improving Productivity and Quality in SMEs of Pakistan: A case
study. Technical Journal, 20(2), 103-114.
Isa, M. R., Zaroog, O. S., Sivabalan, A., & Raju, L.
(2016). Survey on Total Quality Management in

52

Small and Medium Manufacturing Industries in
Shah Alam. General Machinery, 9(15.8), 15-8.
Ismail Salaheldin, S. (2009). Critical success factors for TQM implementation and their impact
on performance of SMEs. International Journal
of Productivity and Performance Management,
58(3), 215-237.
Juran, J. M., & Godfrey, A. B. (1999). Juran’s quality
handbook. New York: McGraw Hill.
Krueger, T. M., & Wrolstad, M. A. (2013). Is it a good
investment strategy to invest in Malcolm Baldrige
Award Winners?: An update. Journal of Finance,
12, 1-15.
Kumar, M. (2007). Critical success factors and hurdles to Six Sigma implementation: the case of a
UK manufacturing SME. International Journal of
Six Sigma and Competitive Advantage, 3(4), 333351.
Kumar, M., & Antony, J. (2008). Comparing the quality management practices in UK SMEs. Industrial
Management & Data Systems, 108(9), 1153-1166.
Kumar, M., Antony, J., & Tiwari, M. K. (2011). Six
Sigma implementation framework for SMEs–a
roadmap to manage and sustain the change. International Journal of Production Research, 49(18),
5449-5467.
Kuratko, D. F., Goodale, J. C., & Hornsby, J. S. (2001).
Quality practices for a competitive advantage in
smaller firms. Journal of Small Business Management, 39(4), 293-311.
Kwamega, M., Li, D., & Ntiamoah, E. B. (2015).
Role of Total Quality Management (TQM) as a
tool for performance measurement in small and
medium-sized enterprise (SME’S) in Ghana. British Journal of Economics, Management & Trade,
10(3), 1-10.
Lee, C. Y. (1998). Quality management by small
manufacturers in Korea: An exploratory study.
Journal of Small Business Management, 36(4), 6167.
Lee, C. Y. (2004a). Perception and development of
total quality management in small manufacturers: An exploratory study in China. Journal of
Small Business Management, 42(1), 102-115.
Lee, C. Y. (2004b). TQM in small manufacturers: an
exploratory study in China. International Journal
of Quality & Reliability Management, 21(2), 175197.
Lee, G. L. (1995). The ‘pros’ and ‘cons’ of total quality
management for smaller firms in manufacturing:
some experiences down the supply chain. Total
Quality Management, 6(4), 413- 426.
Leonard, D., & McAdam, R. (2003). Quality’s six life
cycle stages. Quality Progress, 36(8), 50.
Volume 2, Number 4

Bishop
Lewis, W. G., Pun, K. F., & Lalla, T. R. M. (2006).
Exploring soft versus hard factors for TQM implementation in small and medium-sized enterprises. International Journal of Productivity and
Performance Management, 55(7), 539-554.
Majumdar, J. P., & Manohar, B. M. (2016). Why Indian manufacturing SMEs are still reluctant in
adopting total quality management. International
Journal of Productivity and Quality Management,
17(1), 16-35.
Malik, S. A., Iqbal, M. Z., Shaukat, R. A. Z. I. A., &
Yong, J. (2010). TQM practices & organizational
performance: Evidence from Pakistani SMEs. International Journal of Engineering & Technology,
10(4), 26-31.
McAdam, R., Antony, J., Kumar, M., & Hazlett, S. A.
(2014). Absorbing new knowledge in small and
medium-sized enterprises: A multiple case analysis of Six Sigma. International Small Business Journal, 32(1), 81-109.
McAdam, R. (2000). Quality models in an SME
context A critical perspective using a grounded
approach. The International Journal of Quality &
Reliability Management, 17(3), 305-323.
Mendes, L., & Lourenço, L. (2014). Factors that hinder quality improvement programs’ implementation in SME. Journal of Small Business and Enterprise Development, 21(4), 690-715.
Mo, J. P., & Chan, A. M. (1997). Strategy for the
successful implementation of ISO 9000 in small
and medium manufacturers. The TQM Magazine,
9(2), 135-145.
Murphy, W. H. (2016a). Small and mid-sized enterprises (SMEs) quality management (QM) research (1990–2014): A revealing look at QM’s vital role in making SMEs stronger. Journal of Small
Business & Entrepreneurship, 28(5), 345-360.
Murphy, W. H., Murphy, W. H., Leonard, D., &
Leonard, D. (2016b). Quality Management (QM)
leads to healthier small businesses. Journal of
Small Business and Enterprise Development, 23(4),
1104-1119.
Nguyen, D. M. (2015). A new application model
of lean management in small and medium sized
enterprises. International Journal of Simulation
Modelling, 14(2), 289-298.
O’Neill, P., Sohal, A., & Teng, C. W. (2016). Quality management approaches and their impact
on firms ׳financial performance–An Australian
study. International Journal of Production Economics, 171, 381-393.
Parkin, M. A., & Parkin, R. (1996). The impact of
TQM in UK SMEs. Industrial Management &
Data Systems, 96(4), 6-10.

Muma Business Review

Pinho, J. (2008). TQM and performance in small
medium enterprises: The mediating effect of customer orientation and innovation. International Journal of Quality & Reliability Management,
25(3), 256-275.
Prater, E., & Ghosh, S. (2005). Current operational
practices of US small and medium‐sized enterprises in Europe. Journal of Small Business Management, 43(2), 155-169.
Price, M. J., & Chen, E. E. (1993). Total quality management in a small, high-technology company.
California Management Review, 35(3), 96-117.
Quazi, H. A., & Padibjo, S. R. (1998). A journey toward total quality management through ISO 9000
certification-a study on small-and medium-sized
enterprises in Singapore. International Journal of
Quality & Reliability Management, 15(5), 489508.
Rahman, S. U. (2001a). A comparative study of
TQM practice and organizational performance of
SMEs with and without ISO 9000 certification. International Journal of Quality & Reliability Management, 18(1), 35-49.
Rahman, S. U. (2001b). Total quality management
practices and business outcome: Evidence from
small and medium enterprises in Western Australia. Total Quality Management, 12(2), 201-210.
Robert, C., Probst, T. M., Martocchio, J. J., Drasgow,
F., & Lawler, J. J. (2000). Empowerment and continuous improvement in the United States, Mexico, Poland, and India: Predicting fit on the basis
of the dimensions of power distance and individualism. Journal of Applied Psychology, 85(5), 643.
Sainis, G., Haritos, G., Kriemadis, A., & Fowler, M.
(2016). The willingness of ISO certified Greek
SMEs to continue their quality journey to TQM
under crisis conditions: A systemic approach.
International Journal of Applied Systemic Studies,
6(4), 327-348.
Šatanová, A., Závadský, J., Sedliačiková, M., Potkány,
M., Závadská, Z., & Holíková, M. (2015). How
Slovak small and medium manufacturing
enterprises maintain quality costs: An empirical study and proposal for a suitable model. Total Quality Management & Business Excellence,
26(11-12), 1146-1160.
Shea, J., & Gobeli, D. (1995). TQM: The experiences
of ten small businesses. Business Horizons, 38(1),
71.
Sila, I., & Ebrahimpour, M. (2002). An investigation
of the total quality management survey-based research published between 1989 and 2000: A literature review. International Journal of Quality &
Reliability Management, 19(7), 902-970.

53

Quality Management in SMEs
Sinha, N., Garg, A. K., & Dhall, N. (2016). Effect of
TQM principles on performance of Indian SMEs:
the case of automotive supply chain. The TQM
Journal, 28(3), 338-359.
Sıtkı İlkay, M., & Aslan, E. (2012). The effect of the
ISO 9001 quality management system on the performance of SMEs. International Journal of Quality & Reliability Management, 29(7), 753-778.
Sousa, R., & Voss, C. A. (2001). Quality management: Universal or context dependent? Production and Operations Management, 10(4), 383-404.
Sousa-Mendes, G. H. D., Gomes-Salgado, E., & Moro-Ferrari, B. E. (2016). Prioritization of TQM
practices in Brazilian medical device SMEs using Analytical Hierarchy Process (AHP). Dyna,
83(197), 194-202.
Sun, H., & Cheng, T. K. (2002). Comparing reasons,
practices and effects of ISO 9000 certification and
TQM implementation in Norwegian SMEs and
large firms. International Small Business Journal,
20(4), 421-442.
Talib, F., Rahman, Z., & Qureshi, M. N. (2013). An
empirical investigation of relationship between
total quality management practices and quality
performance in Indian service companies. The International Journal of Quality & Reliability Management, 30(3), 280-318.
Temtime, Z. T., & Solomon, G. H. (2002). Total quality management and the planning behavior of
SMEs in developing economies. The TQM magazine, 14(3), 181-191.
Teixeira, H. N., Lopes, I., & Sousa, S. (2015). Prioritizing quality problems in SMEs: A methodology.
The TQM Journal, 27(1), 2-21.
United States Small Business Profile. (2016). Retrieved from https://www.sba.gov/sites/default/
files/advocacy/United_States.pdf

Valmohammadi, C. (2011). The impact of TQM implementation on the organizational performance
of Iranian manufacturing SMEs. The TQM Journal, 23(5), 496-509.
Wanjau, K. L., Gakure, R. W., Magutu, P. O., & Kahiri, J. (2013). The role of quality adoption in growth
and management of small & medium enterprises
in Kenya. European Scientific Journal, ESJ, 9(7).
Welsh, J.A., & White, J.F. (1981). A small business is
not a little big business. Harvard Business Review,
59(4), 18-27.
Westcott, R. T. (2006). The certified manager of quality/organizational excellence handbook. Milwaukee, WI: ASQ Quality Press.
Wiele, T. V. D., & Brown, A. (1998). Venturing down
the TOM path for SME’s. International Small
Business Journal, 16(2), 50-68.
Yusof, S. R. M., & Aspinwall, E. (1999). Critical success factors for total quality management implementation in small and medium enterprises. Total Quality Management, 10(4-5), 803-809.
Yusof, S. R. M., & Aspinwall, E. M. (2000). Critical
success factors in small and medium enterprises:
survey results. Total Quality Management, 11(46), 448-462.
Zhou, B. (2016). Lean principles, practices, and impacts: a study on small and medium-sized enterprises (SMEs). Annals of Operations Research,
241(1-2), 457-474.

Review

This article was accepted under the constructive
peer review option. For futher details, see the descriptions at:
http://mumabusinessreview.org/peer-review-options/

Author
Tres Bishop is director of quality assurance for Comtech Systems Inc. in Orlando, FL. He handles audit, inspection, quality engineering, and customer/supplier
interface functions for the communications solutions company that serves the
energy companies in the private sector as well as the U.S. military and foreign
governments. Bishop earned a degree in industrial and systems engineering from
the University of Florida in Gainesville, FL and an MBA and MS in Engineering
Management from the Florida Institute of Technology in Melbourne, FL. Bishop’s certifications reflect his passion for continuous improvement, leadership and
change management. He is a Lean Six Sigma Master Black Belt, a Certified Manager of Quality/Organizational Excellence, and a Certified Project Management
Professional. He is completing his DBA at the Univerisity of South Florida.

54

Volume 2, Number 4

