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Abstract 
The impact of TQM on the fast-food SME sector in Nigeria is empirically underreported 
in the mainstream TQM and SME literature, and little is known as to which TQM princi
ple is the strongest predictor of SME performance in the fast-food context. This twin 
problem triggered this investigation. Based on purposively selected managers' and su
pervisors ' self-assessment of performance, the objective of the study is twofold: (1) To 
find out the nature of relatwnship between TQM and performance of SMEs in Southeast 
Nigeria fast-food sector, and (2) to find out those TQM principles that most critically 
propel successful performance of SMEs in the fast-food sector in Southeast Nigeria. To 
address this twin objective, the study was guided by two research questions and two 
hypotheses. Primary data were collected via a structured five-point Likert scale ques
twnnaire from a sample size of forty six SME mqnagers and supervisors of twenty-three 
fast food SMEs in Nnewi, Onitsha, and Awka. Consistent with previous studies, Multiple 
Regression Analysis was employed to conduct the relevant analysis. The study revealed 
a very strong posit ive correlation between TQM and SMEs performance and that the 
f ive examined TQM principles are statistically significant as predictors of SME perfor
mance in the fast-food context. Importantly, the study also revealed that customer 
focus is strongest predictor of SME performance in the fast-food context. The research 
er made two pungent recommendations: (1) that managers of fast-food SMEs should 
continue to imp lement the tenets of TQM as this seem to be the precondition for com
petiveness and success, and (2) managers of fast-foods in Southeast Nigeria should 
place stronger emphasis on customer focus (both internal and external customers) and 
that internal customer focus must precede external customer focus, which can be de
veloped into strategic core competence. 

Keywords: Fast-food; SMEs; TQM; South-East ; Nigeria. 

INTRODUCTION 
Today's marketplace is characterized by hy

per competition result ing from world globaliza
tion and liberalization; wherein firms survive with 
much difficulty unless they create a competitive 
advantage over their contpetitor~ (Adam et al. , 
2001; Samson & Terziovski, 1999; Terziovski& 
Samson, 1999). With the increasing tide of com
petition, businesses must craft surviVal strategies. 
Consequently, total quality management {TQM) is 
one of the important issues that have ~enerated a 
substantial amount of interest amon~ managers 
1nd researchers (Ahireet al., 1995; Benson et al .. 
11J91; Flynn et al., 1995; Powell, 1995; Samson 
•Herziovski, 1999; Sousa and Voss, 2002; Ter-
7.1ovski& Samson, 1999)because it offer opportuni
ty to craft competitive advanta~e. Since 1980s, 
TQM has been regarded as one of the effective 
wn.ys for firms to improve their competitive ad-

vantage (Kueiet al., 2001 ). Leading pioneers in 
the quality area such as Deming (1986) and Juran 
(1993), asserted that competi tiVe advantage can 
be gained by providing quality products or ser
vices. Additionally, Eng and Yusof (2003) argued 
that quality holds t he key to competitiveness in 
today's global market. In addition, TQM has been 
widely considered as an effect ive management 
tool to provide business with stability, growth, 
and prosperity (lssacet at. , 2004 ). Though there is 
no generally accepted definition of TQM; howev
er, according to Hellsten and Klefsjo (2000) TQM 
has been defined as a management system in con
tinuous change, which consists of values, method
ologies and tools, the aim of which is to increase 
external and internal customer satisfaction with a 
reduced amount of resources. 

The effectiveness of total quality manage
ment (TQM) as a mechanism for organisational 
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improvement has been widely debated in the li t
erature. Proponents of TQM claim that this philos
ophy leads to improved firm performance and this 
outcome has been demonstrated by a number of 
studies (for example, Flynn, Schroeder and Sa
kakibara 1995; Powell 1995; Samson and Ter
ziovski 1999; Terziovski and Samson 1999). Propo
nents of TQM also contend that the philosophy 
can be applied to any organisation (Powell 1995 ). 
To this end, Wernick (1991 , p.15), for example, 
suggested that even the "smaller firm with lim
ited resources can apply TQM principles with 
measurable success and without undue expense". 
Further, evidence from literature shows that SMEs 
often implement TQM in response to external 
pressures rather than the result of internally gen
erated initiatives to improve quality or reduce 
costs ( see for example, Spendlove 1997; Guilhon, 
Martin and Weill 1998; Sun and Cheng 2002). Shea 
and Gobeli (1995) looked at whether TQM was a 
worthwhile investment and( based on interviews 
with ten SME owners, cone uded that TQM could 
be used to improve small business performance. 

Given the increasing emphasis on the need for 
a private sector driven economy through entre
preneurship, SMEs continue to spring up in Nige
ria. With rising unemployment , most Nigerians are 
compelled to consider setting up SMEs. This is 
even truer among south-eastern Nigerians who are 
naturally known for their high entrepreneurial 
drive (Olise, Nkamnebe, Ukenna, and Okoli, 
2013). Hence the venture into fast-food business 
is increasingly becoming commonplace. 

Noticeably, fast-food SMEs are fast springing 
up in maj or citi es in southeast Nigeria; and many 
have wi thstood and survived the tide of competi
tion . Hence they seem to be succeeding, a Situa
tion that suggests the possible practice of TQM. 
This success is somewhat partly due to huge mar
ket opportunity reflected in the youth dominance 
of the metropolis . This youth dominance is occa
sioned partly by the presence of university cam
puses in these metropolitan cities (Nnewi, Onit
sha, and Awka) and partly by high rural-urban mi
gration; thus, giving rise to small business activi
t ies around these areas. Concomitantly, there 
have provoked the springing up of fast-food SMEs 
in these areas to tap into the growing fast-food 

· need of the youth market that is known for their 
high pat ronage of fast-foods. 

Arguably, the implementation of TQM tenet s 
could be key critical success factor for emergence 
and continue existence fast-food SMEs; however, 
exploring t he relationship between TQM and busi
ness performance in specific SME area, say the 
fast-food SME sector , is thoughtful. This study 
examines the relationship between selected TQM 
principles and SME performance. The measure of 
performance is based on managers' self
assessment of performance. The broad objective 
of this study is to determine the nature of rela
tionship t hat exists between TQM and business 
performance of SMEs in Southeast Nigeria fast
food sector. In the main, this study is guided by 
two specific objectives: (1) to evaluate the na
ture of relationship bet ween TQM and perfor
mance of SMEs in N1gerian fast- food sector; (2) to 
determine those TQM principles that propel suc
cessful performance of SMEs in the fast-food sec
tor in N1geria. 

Tt\e paper is structured in a way to enhance 
the reader 's understanding. Accordingly, thise 
paper is divided into six broad sections, namely: 
mtroduction, theoretical framework, methodolo-

gy, results, discussion of findings , and recommen
dation, limitation and direction for further re
search, and conclusion. This introduction section 
is divided into two subsections, namely: back
ground of study, and statement of problem. This 
is fo llowed by t he section for theoretical frame
work, which 1s subdivided into two, namely: em
pirical review, and theoretical development and 
hypotheses. The methodology follows after the 
theoret ical framework. This is logically followed 
by the result f rom analysis and discussion of find
ings. The last section addressed the recommenda
tion, limitation and di rection for further research , 
and conclusion. 

STATEMENT OF PROBLEM 
Many of the studies that have examined the 

relationship between TQM and performancehave 
focused on large organisations, manufacturing 
organisations and the service sector (e.s. Nilsson 
et at, 2001; Sun 2001; Solis et at 1998; Smgh et at 
2006, Powell 1995; and Ronnback and Witell , 
201 0;) and the literature recognises that TQM 
studies on small and medium enterprises (SMEs) 
are limited (Parkin and Parkin 1996; Walley 2000). 
In addition, the few TQM studies within the SME 
domain are general, wherein no effort was made 
in those studies to explore specific business area 
of an SME. Thus findmgs among SMEs in the IT 
may not be true for SMEs in the fast-food and so 
on. 

Further, the few accessed studies were exe
cuted in Europe and America (see for example 
studies by Walley, 2000 (UK); Anderson and Sohal 
1999 (Australia); and Guilhon et al, 1998 
(France)) . The findings of the few accessed stud
ies vary due to dif ference in research context, as 
such; findings are only relevant in that context 
and general1zability of thei r findings should be 
wi th caution. 

The present aut hors could not access any Ni
geria study (at the period of writing this paper) 
[inkin~ TQM to SME performance in the fast-food 
domam, which, again, confirms the dearth of 
studies in the Nigerian context. The scantiness of 
empirical study on the association between TQM 
and performance is partly due to the unavailabil
i ty of financial data of SMEs in Nigeria. Corrobo
rating this, Agus and Abdullah (2000) acknowl
edged that the confidentiality associated with 
f inancial data meant that research in this area 
was constrained to listed companies or large or
ganizations. This would explain why prior re
search examining the relationship between TQM 
adopters and firm performance in SMEs has pre
dominantly relied on managers' self-assessments 
of performance. Worst stil l, in Nigeria, most SMEs 
do not keep up-to-date financial records, while 
some do not have any accounting system, which 
seems to discourage empirical study linking TQM 
to financial performance of SMEs. 

The problem that has triggered the present 
study is the somewhat dearth of empirical evi
dence revealing the most appropriate TQM princi 
ple to adopt or emphasise by fast-food SMEs in 
major cities in Anambra State in order to make 
them more competitive and sustainable. This is 
against the backdrop that most previous TQM 
studies explored SMEs generally; however findings 
in a particular SME business area (say IT) may not 
be true or generalized to another SME' business 
area (say fast-food) as challenges may differ from 
business to business and sector to sector. To this 
end, the present study sought to address the fol-
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lowing research questions: (1) what is the nature 
of relationship existing between TQM and SME 
performance m fast-food sector in Southeast Ni
geria? (2) which TQM principle(s) most critically 
propel successful performance of SMEs in the fast
food sector in Southeast Nigeria? 

SIGNIFICANCE OF THE STUDY 
The fast-food SME sector in southeast Nigeria 

is fast growing and quality seems to be the watch
word. Accordingly, this study is intended to aid 
managers to implement TQM more effectively by 
giving recommendations as to which TQM pnnci
ples to adopt. This way, fast-food SMEs will be 
more likely to survive amidst compet itive t ide. 
Once the critical success factor is revealed by this 
study, managers will drop the 'me-too' strategy 
common among Nigerian SMEs and will draw in
sight from the findmgs of this study to conceptu
alize and implement 1ts unique sellmg proposition 
(USP) and core competency that will drive strong
er competitive advantage. 

To potential investors in the fast-food SME 
sector, this study will serve as an invaluable 
source of insight. Sequel to the fact that this 
study is expected to report on the nature of asso
ciation between TQM and fast-food SME perfor
mance, would-be investors will be pre-armed with 
knowledge regarding critical TQM tenets to quick
ly put in place so as to survive as a new business 
entrant. 

Expectedly, this study is to fill the apparent 
knowledge gap existing in TQM and fast -food SMEs 
literature. This knowledge gap lies in the fact 
that although so much is known (or research 
abound in the TQM literature) about TQM imple
mentation among SMES; however, i t is somewhat 
evident from literature that knowledge stock of 
TQM implementation among fast-food SMEs is un
derexposed and needs to be expanded. 

THEORETICAL FRAMEWORK 
Moreno-Luzon (1993) examined the effective

ness of TQM in a survey of 44 small manufacturing 
companies in Valencia, Spain. In his study, effec
t iveness was measured on the basis of managers' 
satisfaction with the achievement of specific ob
jectives and the estimation of t he change in sev
eral performance variables over a one-year period 
believed to be a consequence of the quality pro
gramme. Overall, the managers indicated a high 
(evel of achievement of their TQM objectives, and 
some managers perceived that their TQM pro
grams had resulted in highly positive effects. In 
particular, the most frequently cited effects were 
the development of a quality culture (with 77% of 
firms exeeriencing this effect ) and improved 
training (72.7%). Increased profits and increased 
sales were less frequently ci t ed, with 63.6% and 
50% of firms experiencing these effect s, respec
tively. 

From their survey of 42 French SMEs regarding 
ISO 9000 certification, Guilhon et at. (1998) re
ported that the quality program had improved 
organizational performance (for example, com
mitment and process quality), but had not signifi
cantly improved financial performance (that is, 
sales, market share and profit). Guilhon et at. 
(1998) noted, however, that a large proportion of 
their sample was in the process of certification 
and this could have accounted for their findings. 

Walley (2000) provided insights to the effect 
of TQM in SMEs in the UK farming sector. Re
spondents were asked to rate the impact of TQM 

on a range of criteria. Based on the responses of 
25 farmers who had implemented TQM (15.2% of 
the sample), Walley (2000) concluded that alt
hough some farmers had indicated that TQM had 
resu1ted in slight decreases in criteria such as 
'cost efficiency' and 'profitability', on average 
TQM appeared to have a small positive effect on 
overall performance. However, criteria where 
TQM had a major impact were 'quality awareness' 
and 'employee morale' (Walley, 2000). 

Anderson and Sohal (1999) sent a question
naire to 670 small businesses in Australia. The 
survey contained questions pertaining to six quali
ty variables (leadership; strategy, policy and plan
ning; information and analysis; people; customer 
focus; and quality of process, product and ser
vice). Respondents were asked to rate, using a 
five-point scale, the impact of these variables on 
six measures of business performance (sales; ex
ports; cash flow; employment levels; overall com
petitiveness; and market share). Sixty-two small 
businesses returned the completed questionnaire. 
Anderson and Sohal (1999) reported that quality 
practices and procedures were perceived to have 
the highest impact on the overall competitiveness 
of the business, followed by sales, market share, 
employment levels and cash flows. The practices 
and principles were perceived to have the least 
impact on exports. 

Rahman (2001) studied the relationship be
tween TQM practices and three business outcomes 
in SMEs in Western Australia. A questionnaire was 
developed which asked respondents to rate them
selves on the extent to which they practiced 36 
TQM practices. These questions pertained to the 
same six quality criteria examined in Anderson 
and Sohal's (1999) study. Business outcomes were 
defined in terms of revenue, profit, and the num
ber of customers. Again, a self-rating scale was 
used to measure business outcomes. The ques
tionnaire was sent to 250 SMEs, and 49 usable re
sponses were received. Rahman (2001) reported 
that ' leadership' , 'processes, products and ser
vices', 'people , and 'customer focus ' were all 
significantly correlated with business outcomes. 

Kaldenberg and Gobeli (1995) examined the 
link between TQM and performance in a 
healthcare context. A quest10nnaire was devel
oped that covered seven categories of quality 
management practices (leadership, information 
and analysis, strategic planning, human resource 
utilization, quality assurance, quality results, and 
customer satisfaction). Respondents were re
quired to provide self-assessments for each ques
tion to measure the extent to which quality prac
tices were embraced. To measure business out
comes, respondents were asked questions per
taining to total annual revenue, total annual prof
it and the total number of new patients in a year. 
Comparative data was also obtained by asking 
respondents to indicate changes over the past 
three years. The questionnaire was sent to a sam
ple of dentists in private practice in Oregon, US. 
A total of 334 dentists participated in the study. 
Kaldenberg and Gobeli (1995) found a positive 
relationship between most quality practices and 
business outcomes (revenue, prof1t, and new pa
tients) over the three year period. 

THEORETICAL DEVELOPMENT AND HYPOTHESES 

TQM and performance 
Preliminary evidence seems to indicate that 

TQM-adopting f irms obtain a competitive ad-



106 Ukenna, Anionwu & Afunwa: Total Quality Management (TQM) and Performance of Fast-Food ... 

vantage over firms that do not adopt TQM (Brah 
et al., 2002; Powell, 1995). SMEs 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 organi
zation implements TQM practices, performance 
should be enhanced. The first hypothesis summa
rizes this expectation and prov1des a benchmark 
in which to examine TQM/performance relation
ship. Hence, we formulate the first hypothesis: 

H1 : The degree of implementation of TQM prac
tices is sisni{icantly associated w1th SME per
formance m southeast Nigeria . 

As shown in the first hypothesis above, we relate 
the joint effect of selected TQM variables on SME 
performance. The independent variable consist 
the j oint effect of leadership, training, team 
work, customer focus, and process management 
on one dependent variable - sale performance. 
The dependent variable is based on the managers' 
perception or self-assessment of performance 
because of lack of (or unwillingness to disclose) 
financial data such as annual profit, actual sales, 
market share. This would explain why prior re
search examining the relationship between TQM 
adopters and firm performance in SMEs has pre
dominantly relied on managers' self-assessments 
of performance (see Agus and Abdullah, 2000). 
The choice of sales performance (not actual sales 
but perception of sales performance) as a proxy 
for SME performance is not far-fetched . First, 
most SMEs in Nigeria do not keep up-to-date fi
nancial records, while some do not have any ac
counting system, wherein their profit, market 
share, or actual annual sales can be determined. 
Secondly, most mana~ers and supervisors of SMEs 
in Nigeria are unwillmg and const rained to dis
close financial data. As a consequence, self
assessment of sales performance IS somewhat 
preferable a-s the managers can, throu~h hunch 
and experience, determine, not necessanly giving 
exact sales figure; but rather, give sales estimate. 

TQM Principles and Performance 
Various authors have empirically tested some 

variables of Total Quality Management. 
According to reviewed literatures, these authors 
including Ou et at (2007) (customer focus, team
work, Leadership, Supplier quality management, 
and process management); Nilsson et at (2001) 
(Leadership, customer focus, teamwork, process 
management, Supplier quality management); 
Samson and Terziovski (2008)(leadership, supplier 

quality management, process management); 
Sham mot (2011) (leadership, customer focus, 
teamwork supplier quality management, product 
design); Al-khalifa et al. (2008) (leadership, quali
ty culture, customer focus, training, process man
agement, teamwork); Solis et al. (2007) 
(leadership, customer focus, quality culture, Sup
plier quality management, teamwork, process 
management, trainmg, product design); Ter
ziovski and Samson (1999) (leadership, supplier 
quality management, training, process manage
ment); Salaheldin (2009) (leadership, education 
and training, product design, supplier quality 
management); Fryer, Antony and Douglas (2007) 
(leadership, supplier quali ty management, quality 
culture, process management, training); Spend
love (1997)(leadership, customer focus, team
work, process management, supplier quality man
agement);Tari, Molina and CasteJon (2007) 
(leadership, teamwork, customer focus, supplier 
quality management , process management) and 
Brah and WaUey (2000) (customer focus, team
work, process management, leadership). 

On the other hand, there are many authors 
that have also empirically examined variables of 
company's performance. The authors include Ad
am et al (2001) (market share); Agus and Abdullah 

!
2000) (market share, profi t); Ou et al. (2007) 
Customer satisfaction, and profit); Moreno-Luzon 
1993) (profi t , Market share, and customer satis
action); Chi, Kilduff and Gargeya (2009) (profit, 

Market share); Brahet at (2002) (customer satis
faction, market share); Eng and Yusof (2003) 
(profit); Willson et al. (2000) ( customer satisfac
tiOn , market share, and profit); Sila (2007) 
(market share, profi t); Ronnback and Witetl 
(2011) (profit, market share); Rahman (2001) 
(customer satisfaction and profit~ Anderson and 
Sohal (1999)(market share, prorit); Arumugam 
and Mojtahedzadeh (2011) (customer satisfac
tion); Flynn, Schroeder and Sakakibara (1 995) 
(profit, customer satisfaction, and market share); 
Wernick (1991) (customer satisfaction, market 
share); Issac, Rajendran and Anantharaman (2004) 
(customer satisfaction, profit). 

In the present study, we shall focus only on 
five principles of TQM because of their relevance 
to fast-food SMEs and prominence in extant em
pirical studies. Accordingly, the hypothesis of the 
second research question is divided into five sub
hypotheses as depicted. 

Table 1 shows the second main hypothesis, 
which we split into five specific hypotheses to 
enable us address the second research question 
identified in the statement of problem. Following 
the preceding review, five TQM constructs and 
independent variables - leadership, customer fo-

Table 1: Hypotheses of TQM Constructs and firm sales performance 

No. 

H2 

Hza: 
Hzb: 
Hz,: 
Hzd: 
H, .. : 

Hypotheses 

Selected TQM principles are key predictors of firm sales performance 

Leadership is a strong predictor of fast-food SME sales performance. 
Customer focus is a strong predictor of fast~food SME sates performa~ce . 
Training is a strong predictor of fast-food SME sales performance. 
Teamwork is a strong predictor of fast-food SME sates performance. 
Process manaQement is a stronQ predictor of fast-food SME sales performance. 
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leadership (LD) 

Customer Focus (CF} 

Training (TR} 

Teamwork (TW) 

Fig1: Research Model of TQM construct on fast -food SME sales performance 
Source: Authors' Conceptualization 

cus, training, teamwork, and process manage
ment - seem to be reoccurring in extant literature 
and empirical studies within the SME domain. 

Following the tabulated h.ypotheses in Table 1 
above, Figure 1 depicts the study's research mod
el. Five independent TQM constructs (leadership, 
customer focus, t raining, teamwork, and process 
management) are linked as predictors of one firm 
performance construct (sales performance). 

METHODOLOGY 
Purposive sampling was adopted in selecting 

the fast-food SME for this study. There are three 
reasons for the selection of fast-food industry: 1) 
The fast-food outlets are fast springing and grow
ing due to growing presence of youths at Nnewi, 
Onitsha, and Awkametropolis; 2) Many of the fast 
food SMEs have survived over time, w1th rare case 
of any folding-up and; 3) The fast food SMEs seem 
to be enjoying high customer patronage. 

Most of the fast-food SMEs selected have ex
isted for at least three years. They are drawn 
from Nnewi, Onitsha, and Awka metropolis . For 
Awka metropolis, the following eleven fast-food 
were examined: Thrillers, Macdons, Nourisher, 
Chuckies, Chrunchies, Chillers, Tetrazzini, Mr 
Biggs, Supreme Taste, and Pals.ForOnisha, the 
following eight fast foods will be examined: Spin
ach, MrBigs, Crunches, Dreams, Five Star, 
DeNessa, McDons, and Garnish. For Nnewi me
t ropolis, the following four fast-foods were stud
ied: Mr Bigs, Tetrazzini, Kitchen-De-Royale, and 
Chicken Express. In all, the researcher studied 
t wenty-three fast-food SMEs in the three metrop
olises. Given that two respondents (a manager 
and supervisor) were drawn from the twenty
three fast-food SMEs; hence, the popu lation of 
this study was estimated to be forty-six (ie 23 x 2 
= 46) and census sampling was adopted whereby 
all the 46 respondents were examined given the 
smallness of the population. 

The Respondents of this study include manag
ers and employees of the 23 selected SMEs; con
sequently 46 respondents were examined. Con
sistent with the work of Shammot (2011 ), Mult iple 
Regression Model (MRM) was used to conduct the 
analysis with the aid of SPSS 21.0. The sample 
size of this study is 46 , comprising of 2 managers 
drawn from each of 23 SMEs. The use of MRM is 
consistent with previous empirical studies, such 

as Benson, Seraph, and Schroeder (1991 ), Adam, 
Flores, and Macias (2001), Brah and Lim (2006), 
and Willson et al. (2000). A structured 5.0 likert
scale questionnaire was designed based on 
"strongly disagree" (1) to "strongly disagree" (5); 
(Al-Khalifa, &Aspinwall2008; Jomer, 2007 ).The 
instrument was pretested for internal consistency 
using the Cronbach's alpha stat istics. This was 
executed using 10 fast-food supervisors/ 
managers, which were not included in the final 
analysis. The Cronbach alpha coefficient of the 
scale is 0.723, which is consistent with benchmark 
of 0.7 recommended by Pallant (2007) for social 
science research . 

The rapid growth of the fast-food sector in 
the south-east Nigeria has warranted the selec
tion of southeast Nigeria as the area of study and 
the fast food sector as the scope. Accordmgly, 
due to their fast growing nature, three cities in 
the southeast where fast-food SMEs are prevalent 
are selected. They include: Onisha, Nnewi, and 
Awka. 

RESULT 

Descriptive Stat istics of TQM constructs 
The results of descriptive analysis are listed in 
Table 2. The means and standard deviations of 
five independent variable constructs and one de
pendent variable constructs range from 3.01 to 
4.42 and from 0.56 to 0.78, respectively 

Preliminary result from the descriptive analy
sis of Table 2 shows that going by mean ranking, 
customer focus has the highest mean score of 
4.42 (and lowest standard deviation of 0.41 ) as 
predictor of SME performance. This is followed by 
leadership, teamwork, training, and process man-

Table 2: Descriptive Analysis of TQM constructs 

Factor Name Mean Standard 
deviation 

Leadership 4.13 0.51 
Customer focus 4.42 0.41 
Training 3.81 0.72 
Teamwork 4.01 0.58 
Process Management 3.01 0.82 
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agement respectively. Note t hat the construct 
• with highest mean somewhat indicate that i t is 

strongest predictor of performance, and so on. 

Validity and reliability Analysis of TQM con
st ruct s 

Although the instrument was pretested on t en 
managers of SMEs to determine i ts reliability and 
high overall Cronbach alpha coefficient of 0.723 
was achieved, at t his stage we further subject the 
actual data collected to reliability test on a con
struct per construct basis since different manag
ers were administered with the questionnai re. 
The essence of this is to place stronger confi
dence on the instrument. Interestingly, as shown 
in Table 3 the respect ive Cronbach's alpha coeffi
cient for each TQM const ruct is over the recom
mended benchmark of 0.7 (Pallant, 2007), which , 
again, strengthens the level of conf idence placed 
on the data collected by the instrument for the 
final analysis. In addition, Principal Component 
and Varimax are used to confirm the extraction 
(or usa~e or adoption) of five constructs of TQM. 
t he cnterion for extracting cri t ical factors is 
based on whether or not Eigen value is greater 
than 1. In addition, the authors used Cronbach's 
Alpha to examine i nternal consistency which is 
mainly used to assess the reliability of the pro
posed 7 constructs. If the value of Cronbach 's 
Alpha is greater than 0.6, the reliability of the 
responding survey's results proves to be accepta
ble. 

Table 3: Validity and reliability Analysis of TQM con
structs 

Factor Name Eige nValue Cronbach 's Alpha 

Leade rship 2 .85 0.85 
Customer focus 3.73 0.92 
Training 2.02 0.72 
Teamwork 2.92 0.71 
Process Manage ment 2.23 0.74 
Sales Pe rformance 3.61 0.82 

Table 4 : Model Sum marl for first hypothesis 

Adjusted R Std. Error of 
Model R R Square Square the Estimate 

1 . 96r .935 .931 2.213 
~ -

a. Predictors: (Constant), PM, TW, LD, CF 
b. Dependent Variable: SF 

First Hypothesis 
The first hypothesis sought to find if the de

gree of implementation of TQM practices is relat
ed to SME performance in southeast Nigeria. 

Table 4 above depicts the model summary for 
the first hypothesis, showing the predictors (or 
independent variables) to include process man
agement teamwork, leadership, and customer 
focus, while sales performance is the dependent 
variable. Sales performance is used to proxy SMEs 
performance. The model summary box, particu
larly under the heading R Square, tells how much 
of t he variance in the dependent variable 

Table 5: ANOVAb 

Model Sum of Squares d ( Mean Square F Sig . 
• 

1 Regres•ion 8.500 5 2.125 . 000' 

Residual .000 41 .000 

Total 8.500 46 

a. Predictor.: (Con•tant), PM, TW, LD, CF, TR 
b. Dependent Variable: SP (Sales). 

Table 6: Coefficients 

Unstandardized Standardized 
Coefficients coefficients 

Model B Std. Error Beta t Sig. I 

1 (Constant) 3.333 .000 
LD .000 .000 .000 .001 
TR .022 .000 .012 .003 
CF .333 .000 .919 .000 
TW .537 .000 .558 .000 
PM -.667 .000 ·.627 .001 

KEY: 
Dependent Variable: Profit1 (Performance) . 
LD = l eadership; CF· Customer Focus; TW - Team work; 
PM = Process Management. 

(performance) is exrlained by the model (which 
includes variables o process management, team
work, leadership, and customer focus) explains 
93.5% of the variance in SME performance. This 
means other factors (constructs) not included in 
the model explains 6 . 5~ of the variance. With a 
positively very strong R of 93.5%, the first hypoth
esis is supported. Further insight is provided by 
Table 5 above. 

To assess t he statistical significance of the 
result , it is necessary t o look in table 2 labelled 
ANOVA, which test the null hypothesis that mult i
ple R in t he population equals 0. The model in 
this case reaches statistical significance since Sig. 
=.000; this really means p<0.0005 (see Pallant, 
2007 p.158). Accordingly, we reject the null hy
pothesis and accept the alt ernate hypothesis; 
thus, we conclude that the degree of implemen
tation of TOM practices is significantly associated 
with SME sales performance m Awka. This finding 
corroborates previous studies (for example 
Kaldenberg and Gobeli, 1995; Rahman, 2001) t hat 
have empirically established strong nexus be
tween TQM and performance. The contribution of 
this study is the extension of this finding in fast
food SME context . 

Second Hypothesis 
The second hypothesis seeks t o address the 

second research question, which is focused at 
identi fying those TQM principles that best con
tribute towards successful performance of SMEs in 
the fast-food sector. Thus, the researchers want
ed t o know which of the variables included in the 
model contributed more t o the prediction of the 
dependent variable. We find this information in 
the output box of Table 6, labelled Coefficients. 

To compare the various variables, it is im
portant we look at the standardised coefficients, 
not the unstandardised ones. 'Standardised' 
means that these values for each of the different 
variables have been converted to the same scale 
so that they can be compared. 

In this case, we are interested in comparing 
the contribution of each independent variable; 
therefore we will use t he beta values. Look down 
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the Beta column and fi nd which beta value is the 
largest (ignoring any negative signs out t he front) 
(see Pallant, 2007 p.1 59). In this case, the largest 
beta coefficient is . 919, which is for Customer 
Focus. This means that this variable makes the 
strongest unique contribut ion t o explaining the 
dependent variable (SME sales performance), 
when the variance explained by all other varia
bles in the model is controlled for. This is fol
lowed by Process Management with a Beta value 
of -.627, which is slightly lower than the Beta val
ue for Customer Focus, also makes a strong con
tribution to explaining the dependent variable. 
Team work accounts for the next contributor to 
explaining th~,"'de-pendent · van able after process 
managemen , Witl'r a fretq value of 0.558. Howev
er, Leadership makes a weak contribut ion towards 
explaining the dependent variable as shown by its 
Beta value of .000. 

For each of these variables, we check the val
ue in the column marked Sig. This t ells whether 
t his variable is making a st atist i cally significant 
unique contri bution to the equat ion; t hus, consti
tuting a basis for accepting or reject ing the se
cond hypothesis. If the Sig. value 1s less than .05 
(.01, .0001 , .000 et c), the variable is makin~ a 
significant unique cont ribution to the predict10n 
of the dependent variable and if greater than .05, 
we can conclude that that variable is not making 
a significant unique contribution to the prediction 
of the dependent variable (see Pallant 2007 
p.159). This forms our decision crit erion in that 
we reject t he null hypothesis if Sig value is great
er than .05. Accordingly, since the Sig value of all 
the dependent variables is less than .05, thus in
dicating that all dependent variable are making 
significantly unique contribution to the prediction 
of the dependent variable. Hence we reject the 
null hypotheses; and conclude that leadership, 
customer focus, teamwork, and process manage
ment contribute towards predicting SME perfor
mance. Though they all make contri but ion , how
ever, customer focus makes the strongest contri 
bution in predicting SME performance m fast food 
context. 

DISCUSSION OF FINDINGS 
In t he main, the present study confirms the 

studies of previous researchers who attempted to 
use the practice of TQM to predict f irm perfor
mance (see for example Adam et al 2001; Agus& 
Abdullah, 2000; Brah et al 2002; Rahman, 2001 
etc.) . The present study also corroborates with 
the f indings of some studies. For instance, Nilson 
et al (2001 ) found that leadership and process 
management are stronger predictors of fi rm per
formance in the automobile industry. 

However, while leadership and process man
agement scored high after customer f ocus in the 
present fast-food mdust ry, this finding indicates 
that what might constitute strong TQM predictor 
of firm performance can l ikely differ from indus
try or sector to sector. Other studies from other 
sector that do not find customer focus as core 
predictor performance are: Samson and Terziovski 
(2008) (leadership, supplier quali ty management, 
process management); Terziovski and Samson 
(1 999) (leadership, supplier quality management, 
training, process management); and Salaheldin 
(2009) (leadership, education and t raining, prod
uct des1gn, supplier quality management). Again, 
the import of this that TQM tenets that predict 
performance differ from i ndustry. 

Interestingly, the key finding of t his study 

being that customer focus is strongest predictor 
of performance confirms with a number of non
SME sector studies. For instance the following 
studies found support that customer focus is a 
very strong predlCtor of performance: Ou et al 
(2007); Shammot (2011 ); Brah and Walley 
(2000);Tari, Molina and Castejon (2007), and Solis 
et al. (2007). 

When compared with previous studies execut 
ed in t he SME sector, the f indings of the present 
study seem to be a departure. It is discovered in 
this fast food SME study that customer focus is the 
strongest predictor of per formance. For instance 
the study of Guilhon et al (1998) in a French study 
found 'quality programme' to be strongest predic
tor of performance. Also the UK study of Walley 
(2000) found no TQM variable as strong predictor 
of performance in the SME farming sector. Simi 
larly, Anderson and Sohal (1 999) reported that 
quality practices and procedures were perceived 
to have the highest impact on the overall compet
itiveness of the business. The work of Rahman 
(2001) reported that ' leadership', 'processes, 
products and services', ' people', and 'customer 
focus' were all significantly correlated with busi 
ness outcomes; but did not report which construct 
is strongest predict or. 

When taken together, the present study is an 
extension of knowledge stock m the li t erature of 
TQM as it relates to SMEs in the fast-food domain. 
The finding of thi s study, when put side by side 
with the findings of other previous studies, re
veals that customer focus is a crit ical success fac
tor for fast-food SMEs who implement TQM. 

RECOMMENDATION, LIMITATION AND DIRECTION 
FOR FURTHER RESEARCH, AND CONCLUSION. 

Recommendations 
Managers of fast -food SMEs should continue to 

implement the t enets of TQM as t hese seem t o be 
the precondit ion for competiveness and success. 
To this end, owners of the fast-food outlets 
should continue to train their managers on the 
tenets of TQM via seminars and workshops. 

Managers of fast foods in southeast Nigeria 
should emphasize and have strong customer focus 
(internal and external customer focus) for them 
to thrive in the fast growing and competitive fast
food sector. This is consistent wi th perspective 
that managers should underst and and be able to 
manipulate perception as well as expectations of 
customers (Ewurum, 2001 ). We align with TQM 
experts that internal customer focus must pre
cede external customer focus. Employees are the 
internal customers of management. Thus internal 
customer focus is the task of successfully hiring, 
training, and motivating able employees to serve 
the external customers well. The employees must 
be adequately trained and motivated so t hat they 
can enthusiastically move the TQM process for
ward. The process of meeting customer needs 
therefore begins internally (Ewurum, 2001 ). 

Limitation and direction for further research 
The major limitation of this study is the pau

city of empirical study on TQM and SMEs perfor
mance in the Nigerian context. Most Nigeri an 
studies accessed, dwelt only on challenges - of 
SMEs but did not link TQM to SME's performance 
in the somewhat emerging fast-food sector. This 
situation of literature dearth has undermined the 
robustness of the literature review. 

Two additional major limitations to this 
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study, which could be fertile ground for future 
research, are notable. First, this study used only 
five independent variables Jor TQM tenets, such 
as Leadership, ) that are wi ely used and report
ed in extant literature; however, a more robust 
study could be executed using additional depend
ent variables such as quality culture (Al-khalifa et 
al, 2008), supplier quality management (Ou et al, 
2007), product design (Shammot, 2011 ). Second, 
this study used only one dependent variable (sales 
performance) to proxy performance. However, 
most empirical study reviewed (eg Terziovski, 
2008 and Ou et al, 2007) adapted several depend
ent variables to proxy performance such as mar
ket share, profit, customer satisfaction. These 
studies used several independent and several de
pendent variables that were tested using structur
al equation model. Accordingly, the few inde
pendent variable and on dependent variable used 
m this study seems merely to lay the foundation 
for more robust study that will examine several 
independent and dependent variable to spring up. 

Conclusion 
The researcher concludes that the implemen

tation of TQM in the SME fast -ood context is ger
mane to success and competiveness of any fast 
food SMEs in the metropol1 tan cities in southeast 
Nigeria. In addition, this study concludes that cus
tomer focus is the strongest predictor of SME per
formance in the fast food context, wherein man
agers can build their core competency and create 
competitive advantage along the line of customer 
focus. Better still, this study reveals the need to 
avoid the 'me to' strategy common among SMEs, 
whereby they fail to develop their Unique Selling 
Proposition or core competency, but rather copy 
success factors of competitors. A customer focus 
approach stipulate that a competitive advantage 
can be built through an outside-in approach, that 
is, by finding out the extra thing the customer 
wants and work back into the company to develop 
it and build it into the fi rm's offer to the custom
er. 
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