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Abstract

Theoverwhelming challengesarising from
the globalization of economy, markets
liberation and information technol ogy and
the consequent changes and
competitiveness forced business and
government organizations to respond by
adopting clear visions that emphasize the
need to depart from traditional ways of
doing business. This led most, if not all,
organizationsto adopt aTQM approach to
enhancetheir competitivenessinlocal and
international markets. Therefore, themgjor
objective of thisstudy isto usean empirical
approach employing statistical toolstotest
hypotheses regarding the impact of
adopting Total quality strategy (TQS) on
the drive of the Jordanian Pharmaceutical
Companies to improve their
competitivenessin local and international
markets. To achieve this objective, the
study uses data collected from randomly
sel ected sampl e of employeesin Jordanian
pharmaceutical companies to elicit
informationtotest hypotheses. Theanalysis
showsthat thereis statistically significant
relationship between adoption of TQSand
competitive position of the Jordanian
pharmaceutical companies.

Keywords: TQM, TQS, competitive
position, customer, Jordan

Introduction

The objective of this paper is to use
statistical methodol ogy to analyze dataand
test hypotheses about the impact of
adopting Tota Quality Strategy (TQS) that
consists of TQM elements on improving
the competitive position (measured by
certain indicators) in Jordanian
pharmaceutical companies. To achievethis
objective, the study uses data collected in
survey research from arandomly selected
sample of managersinvolved in strategic
planning in the Jordanian pharmaceutical

companies. Thus, the paper examines the
attitudes and opinions of those managers
regarding the impact of adopting TQS on
the competitive position of their companies.
Therefore, the main research question is:
Do the managers involved in strategic
planning in Jordanian pharmaceutical
companies believe that adopting total
quality strategy helps enhancing their
companies competitiveness position?

In modern times, Total Quality
Management (TQM) is essentially
considered as a strategy to enhance
organizational competitiveness by
increasing businesses ability to meet the
overwhel ming challengesimposed on them
by the globalization of national economies,
marketsliberalization and the tremendous
development of information technol ogy.
The consequent drive for competitiveness
imposed by these challenges and changes
forced business and government
organizationsto respond by adopting clear
strategic visions and missions that
emphasize the need to depart from
traditional ways of doing business. Thisled
mosgt, if not all, organizations to adopt a
TQM approach to enhance their
competitivenessin local and international
markets. Jordanian pharmaceutical
companies are not exceptions in this

respect.

Literature Review

The literature review in this section is
dividedinto four maininterrel ated themes.
Theseinclude (1) Concept of Total Quality
Management (TQM), (2) Itsevolution and
relation with modern management thought,
(3) Concept of Total Quality Strategy
(TQS) which represents the main theme
of this study, and (4) Evolution of the
Jordanian pharmaceutical companies.

The Concept of Total Quality Management
(TQM)

International Journal of Excellence in Public Sector Management



It may be useful to begin this literature
review by giving a comprehensive and
widely accepted definition of TQM as a
management philosophy. Thedefinitionis
provided by the I nternational Organization
for Standardization (1SO):

TQM is a management approach for an
organi zation, centered on quality, based on
the participation of all its members and
aiming at long-term success through
customer satisfaction, and benefits to all
members of the organization and to society
(Wikipedia, 2008).

This 1SO definition is comprehensive
becauseit portraysthe major elementsthat
constitute the fundamental pillars of the
philosophy of total quality management
which are relevant to private, public and
non- governmental organizations. The
definition shows that TQM is based on
threepillars:

1. Totd: theentiremembership of the
organization and all its processes
is involved in the production of

qudity

2. Quality: quality is a matter of
customer satisfaction with al its
varied definitionsand complexities.
The benefits of producing quality
cover all members of the
organization and society as a
whole.

3. Management: The system of
managing and producing quality
which involve al the components
of the management process of
planning, organizing, controlling,
leading, staffing and motivating”
(Mansour, 2008).

In TQM philosophy the organization is

seen as a collection of processes.
Therefore, to produce quality products and
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services, it must concentrate on
continuously improving itswork processes
by using the knowledge and experiences
of its employees. In this drive, the
organization’'ssimplemottois"Dotheright
things, thefirst time, every time". Although
originally applied to manufacturing
operations, TQM asageneric management
tool is now adaptable and applicable to
many types of organizations such as
service, public sector and non-
governmental organizations (Hashmi,
2009). A group of management techniques
and processes are founded on the three
pillars of TQM and are used to enable
business organizations to produce and
deliver quality productsand services. These
techniques and processes are designed to
facilitatethefollowing operationsin TQM.

e« Commitment by senior
management and all employees

* Meeting customer requirements
*  Reducing development cycletimes

e Just in Time/Demand Flow
Manufacturing

e Improvement teams

*  Reducing product and service costs
« Systemstofacilitateimprovement
¢ Linemanagement ownership

e Employee involvement and
empowerment

» Recognition and celebration

» Challenging quantified goals and

benchmarking
» Focus on processes/improvement
plans
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e Specificincorporation in strategic
planning (Hashmi, 2009)

Evolution of TQM and its Relation with
Modern Management Thought

The modern intellectual origins of the
philosophy of TQM date back to the
contributionsof TQM’sfirst gurussuch as
Shewhart, Edwards Deming, Juran,
Crosby and Feigenbaum. However, itsfirst
roots were planted in Frederic Taylor’s
scientific management school. Taylor and
his disciples mgjor drive was to promote
workers' efficiency and increase their
productivity by designing work processes
and removing waste (Tenner, 1992). Both
concepts of efficiency and removal of
waste are pivotal in classical as well as
modern conceptsof quality (Tenner, 2008).
However, unlike the quality gurus, Taylor
was not concerned with the element of
employees’ empowerment and their role
inimproving their work processes.

The TQM approach originated in the
1950'sand dominated management thinking
since the early 1980s. It is true that the
evolution of TQM concepts have their
intellectual rootsin USA, since most of the
classical gurus are Americans (in fact the
phrase Total Quality Control wasfirst used
by A. V. Feigenbaum in 1951 in his book,
Quality Control: Principles, Practice, and
Administration). However, it is the
Japanese industry which succeeded
activating and adapting these concepts to
their industries before they re-exported
them back to USA and other countries. At
the time Japanese automobile and
electronic manufactures were grabbing a
greater share of the American market with
cars and electronic equipments of higher
quality than their American counterpart
products as a result of adopting TQM
concepts in these industries (Mansour,
2008; Talha, 2004).

In the literature, there is consensus that
TQM is a combination of quality and
management tools aimed at increasing
businessand reducing losses dueto wasteful
practices (Wilkinson, 1998; Morgan, C. and
Murgatroyd S. (1995). Scholars also agree
that the conceptual framework of TQM is
based on many pillarsthat includeitsstrategic
connectionwith organizationa goa sthrough
customer focus, employees' total
involvement and empowerment, continuous
improvement, top management commitment
as well as the organization’s relation with
its suppliers (Leonard & Mc Adam, 2002).
However, the departure from traditional
management to adopt TQM framework
requires new ways of thinking and
organization (Boon, 2005), and tremendous
efforts to change traditional bureaucratic
organizational culture and methods of
carrying out business's activity (Svensson
& Wood, 2005).

TQM is about coordinating different
activities of all employees, tools and
equipment as well as information to
achieve organization's objectives
(Figenbaum, 1991). It isa so about meeting
customers' needs and their expectations.
There is general agreement among
scholars that TQM is both a manageria
philosophy and a system that aimsto help
organizations achieve their objective by
focusing on customers’ satisfactions
(Ljungstrom & Klefgio, 2002; Hellsten &
Klefgo, 2000; Khan, 2003). In thiscapacity,
TQM has found wide acceptance
irrespective of cultural differences.
Therefore, it has been embraced by many
organizations in different countries and
different cultures (Mehra & Agrawal,
2003). This processis also accelerated by
globalization which has helped to
internati onalize management phil osophies
and their spread in different countries
(Sevensson, 2005).
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TQM hasclosereationswith many modern
approaches to management such as
knowledge management. Thisisso because
TQM is considered as one of the practices
that hel p enhancethe creation of knowledge
and itsmanagement in organizations. TQM
also helps create the required environment
that facilitates and adapts the use of
knowledge and experience to quality
productionin organizations (Kermally, 2002;
Berawi, 2004) .

The TQM philosophy has also encouraged
many hew approachesto management such
as benchmarking which is used asatool to
achieve continuous improvement.
Benchmarking involves adopting and
improving the best business practices of the
top organization in the industry (Wheelen
& Hunger, 2004; Oskland, 2001; Evans &
Dean, 2003). Benchmarking is considered
by business organizations as an important
tool to achievethegoalsof quality strategy.

TQM has also strong relations with many
other modern managerial approachessuch
as reengineering and employee
empowerment. Reengineering is a
developmental approach that concentrates
on redesigning organizations to promote
continuousimprovement to produce quality
and cost reduction and employee
empowerment (Evans & Dean, 2003).
Employee empowerment is about giving
power and authority to employeesin their
jobs to make the right options. The
objective of empowerment isto encourage
innovation and tapping employees’ abilities
torealizeit (Evans& Dean, 2003,). Thisis
because TQM is a tool that encourages
and enhances management and employees
involvement inthe continuousimprovement
of the production of goods and services
(Hashmi, 2009).

TQM and associated concepts have been
deeply embedded in management thought
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and practice in many countries. In
management practices, these conceptsare
incorporated in many international
standards, which are fervently sought by
both public and private organizations, such
as the 1SO-based quality management
systems (QMS) and the I SO certification
series as applied by the International
Organization for Standardization (1SO)
(Jackson and Ashton,. 1995).

The TQM system also persists in an
extended list of international and national
quality awards and prizes. These include,
for example: Deming Prize for Quality,
European IST Grand Prize, Henry
Laurence Gantt Medal, Japan Quality
Medal, Macolm Baldrige National Quality
Award, Nikkei QC Literature Prize, Ron
Brown Award, and Qimpro Benchmark
Competition and The European Quality
Award (Lisiecka, 1999; Tari, 2005).

Total Quality Strategy (TQS)

Total quality management (TQM) is not
just a management technique but a
managerial philosophy “that seeks to
integrate all organizational functions
(marketing, finance, design, engineering,
and production, customer service, etc.) to
focus on meeting customer needs and
organizational objectives’ (Hashmi, 2009).
The concepts of total quality revolve
around changing the culture, attitude and
organization of businesses that strives to
satisfy the needs of their customers by
providing them with quality products and
services. The change of organizational
culture requires improving the quality of
“all aspects of the company's operations,
with processes being done right the first
time and defects and waste eradicated
from operations” (Hashmi, 2009). These
concepts clearly point to the strategic
nature of TQM.
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The concept of Total Quality Strategy
(TQS) has developed as an extension to
the concept of Total Quality Management
(Madu & Kuei, 1993). The term Total
Quality Strategy is not new and was first
used in 1987 by Garvin (1987) who
considersthe understanding of customers’
views as the base for the strategic
dimension of quality (Leonard & Mc
Adam, 2004). The relationship between
quality and strategy was not very strongin
the sixties and seventies because the
essence of “strategy” was understood
traditionally asapracticerelated to outside
environments of the organization. Quality
was then seen as an internal matter that
was related to production and market
operations only and not associated with
outside environment and international
dimensions. However, these conceptions
changed and new approaches emerged to
advance the goal of integrating TQM
concepts with organization’s strategic
planning. Many scholars believe that this
change is inevitable if organizations are
seriousto achievetheir abjectives (Hermel
& Bartoli, 2001).

Quiality isacompetitive necessity and since
competitiveness takes place with the
outside environment, itistherefore, also a
strategic necessity. This is so because
every company is, in fact, a subsystem of
alarger system that representsits outside
environment. The company and its
environment are interconnected by its
continuous chain of customersand suppliers
who are also interconnected among
themselves by common factors and
interests. Both customers and suppliers
provide the system with its needs and
resources and both benefit from and
contributeto its success. TQM techniques
play the role of coordinating these
interactionsin the system and thisis what
made TQM of strategic importance to top
management. The company is not simply

an independent unit and a closed system
that competesfor suppliers, customers, and
direct competitors. It is an entity which
operates in a wider system that
encompasses the whole world.

In this context, TQS implies that the
company must consider quality concepts,
cooperation, and long-term success as
strategic goals that need realizing and
integration. Quality, therefore, isapackage
of continuous efforts aspiring to build a
perfect system (M cGee, 2005). Withinthis
framework, many aspects prove the
essentiality of the relationship between
quality and strategic management. These
include according to Hermel & Bartoh,
(2002):

1- The relation between internal
dimensions (operations) and
external dimensions (environment)
with the company strategy

2

The importance of employees’
rolesin the strategic process

3- The importance of integrating
socio-economic, technical,
commercial and aspects of

strategic analysis

4- The importance of the interaction
of the comprehensive strategy with
organizational, cultural and
behavioral factorsin the company

All these elements point to the fact that
management internal concernswith quality
should beintegral partsof therequirements
for formulating, implementing and reviewing
the organization’s strategy. This has been
adopted by many international companies
that come to acknowledge that “quality
comes first” such as Ford, General
Electric, Xerox, Hewlett-Packard,
Motorola, Westinghouse, and IBM. Thisis
aso why many authors argue that TQS is

International Journal of Excellence in Public Sector Management



an organized activity that concentrates on
long-term strategies that aim to enhance
quality production through strategic
planning and the successful implementation
of all vital quality strategies and regular
evaluations of continuous improvement
efforts (Aravinclan & Devadasan,). This
is because quality is the backbone of
competition strategies that are devel oped
by organizationsto satisfy their customers
and that world competition forced
organizations to think of new ways and
means to survive this competition.
Therefore, organization should treat the
guestion of quality as a strategic problem
(Pheng & Hong, 2005). This requires
linking strategy and quality (Beecroft, 1999,
p. 502; McGee et al., 2005)

ThePharmaceutical Industry in Jordan

Thebeginning of pharmaceutical industry in
Jordan can be traced back to 1962 when the
Arab Company for Medica Manufactures,
thefirst pharmaceutical company in Jordan,
wasedtablished. Therearenow 17 companies
11 of themarelimited liability companiesand
therest arejoint stock companiesregistered
at Amman Stock Exchange. These
companies employ 4500 employees at
present. They meet 60% of loca market
demand for medicines and export 74% of
their productsto foreign markets.

The Jordanian pharmaceutical companies
areclassified aslarge companiesaccording
to the classification of the Jordanian
Ministry of Industry whichisbased onthe
classifications of the Jordanian Royal
Scientific Association and Amman Trade
Chamber.

Itisworth noting here that most Jordanian
pharmaceutical companies adopt
international quality standards and
specifications and most of them are
certified by American and European
institutions such as1SO 9000, FDK & EU
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Approva and Swedish MPA Approval. It
isexpected that Jordan membershipinthe
WTO will attract large international
companies to invest in thisimportant and
vital sector. Thisinvestment may take many
forms: knowledge and technol ogy transfer,
partnerships, franchises and research and
devel opment activities.

The pharmaceutical industry is one of the
main sectorsin the Jordanian economy. It
has grown tremendously in the last four
decades and following the year 2002 they
have occupi ed the third rank among export
industries in Jordan. Whereas, the total
value of pharmaceutical exports in 2004
amounted to 158.452 million JD, the total
value of textile industry reached 708.960
JD and mining industry was 310.156 JD
(Central Bank of Jordan, 2006)

The Jordanian pharmaceutical industry like
other industriesin Jordan faces challenges
that were imposed on it by Jordan’s
admission to the World Trade Organization
(WTO). The WTO subjected the products
of local pharmaceutical industriesto fierce
competition from foreign products. This
fact makes these companies unableto keep
pace with new developments in
pharmaceutical industrieseven at thelevel
of some Arab countries that were able to
get the franchise of producing some newly
discovered medicines.

The commitment of Jordanian companies
to observe patentsand intellectual property
rights has forced them to face the
challenges of paying the high cost for
franchises. Despite al this, the Jordanian
pharmaceutical companies were able to
register their productsin 60 statesincluding
the United States, Germany, and Britain
and many other nations in Europe. The
Middle East markets are the main markets
for Jordanian pharmaceutical products.
However, they are able to market their
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products in other Asian and European
countriesal so. Saudi Arabian and Algerian
markets received about 65% of Jordanian
pharmaceutical products.

The exports value of the 17 Jordanian
pharmaceutical companies exceed some
of their Arab counterparts such as Egypt
and Syria. Whereas their exports in 2005
were valued at $250 million, Egypt 45
factories exports were valued at $115
million, and Syria52 factoriesexportswere
valued at $45 million.

Research Design and Methodology

Research Problem

Quiality isoneof the most important factors
that determine the success of business
organizations. This fact has not been well
addressed by businesses in developing
countriesin genera and Jordonin particular.
Consequently quality has not been treated
as a strategic objective by most companies
in developing countries. Therefore, the
research problem of this study resides in
the importance of adopting a strategy for
TQOM that helps improving the
competitivenessof Jordanian pharmaceutical
companies. In the light of this fact, the
research problem can be broken down into
this main question: Do the managers
involved in strategic planning in Jordanian
pharmaceutical companies believe that
adopting a total quality strategy helps
enhancing companies competitiveness?
Thismain question, in turn, can be divided
into thefollowing two questions:

1- Do the following elements (sub-
variables) of TQS (top
management  commitment,
customer focus, and relation with
suppliers, continuousimprovement,
employee empowerment, and
quality culture) correlate positively
with the indicators of competitive

position of the companies under
study?

2- Doeseachindividua element (sub-
variables) of TQS positively
correlate with each individual
indictor (sub-variable) of the
competitive position?

Research Hypotheses

The research hypotheses are formulated
to reflect the different dimensions of the
research problem and the derived research
guestions. Accordingly, two major null
hypotheses are built to reflect the main
research question.

1- Thereisno statistically significant
rel ationship between adopting TQS
in Jordanian pharmaceutical
companies and the following
indicators of the competitive
position (market quota; profit rates;
share value; diversification of
products; penetration of foreign
markets; goal effectiveness)

2- Thereisno statistically significant
relationship between each element
of TQS (top management
commitment; customer focus;
relation with suppliers; continuous
improvement; employee
empowerment; quality culture) and
each indicator of the competitive
position in Jordan pharmaceutical
companies.

Variables of the Study

The Elements of Independent
Variable: Total Quality Strategy (TQS)

Total Quality Strategy (TQS) isamodel or
long term plan to integrate goals, policies
and operations to develop the culture of
excellence for the sake of enhancing the
competitive position. Thisvariableisbroken
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downinto thefollowing seven sub-variables
whose operational definitionsare provided
by the questionnaire statements.

1-

Commitment of Top Managers:
This involves supporting and
participating in devel oping quality
programs; determining quality
goals in work plans; determining
annual quality improvement;
participating in quality teams;
making quality their first priority
and making material and spiritual
support to all employees;
motivating employeesto adopt and
use quality concepts.

2- Customer Focus: Thisrequires
concentrating on customers’
satisfaction by meeting their
present needsand predicting future
expectations by listening to them
and making this part of the
organization culture. This process
aims at developing customer
loyalty to the company products
and help attract new customers.

Relationwith Suppliers. Thisrefers
to the relationship between
companies and their suppliers. It
should beacooperative partnership
that helps meet customers' needs
and based on mutual interests. This
relationship should also be stable
because the high turnover of
suppliers is correlated negatively
with the application of quality
concepts (Gosen et al, 2005;
Fawcett & Magnan, 2002)

Continuous improvement:
Continuousimprovement refersto
organizations' continuouseffortsto
realize customers’ requirements
through a series of operations
designed to reduce or eliminate
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activities that do not add value to
the production of commoditiesand
services. The essence of
continuous improvement is to
reduce variations and defects
(Carpinetti & Martins, 2001).

5 Empowerment: Empowerment
refers to the delegation of power
and authority to employees to
design and improve their jobs to
satisfy customers. This requires
building and enhancing top
management trust in employees
ability to maketheright choicesto
design and improve their work
processes without prior top
management approval (Tari,
2005,). It also requires training
employees to acquire problem
solving skills and attitudes that
enable them to shoulder their
responsibilities (Summers, 2000;
Yong & Wilkinson, 2001).

6- Quality Culture: Quality culture
refers to the set of values that
enhances quality production and
continuousimprovement. Building
quality culture requires changing
organizational cultureto adapt with
changing internal and external
environments to facilitate
organization’s mission and its
strategy to produce quality.

The Indicators of Dependent Variable:
Competitive Position

Competitive positionisthemain dependable
variableinthisstudy. It refersto the ability
of the company to competein internal and
international markets. This variable is
measured by tenindicators (sub-variables)
whose operational definitionsare provided
by the questionnaire statements. They
includethefollowing:
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1- Market Quota: It refers to the
ability of a company’s strategic
business units (SBU) to achieve
targeted sales goals in specified
time limits. Market quota is an
indicator of competitive position
and a good measurement for it.

2- Profitability: It refers to gross
profits minus the value of capital
investments.

3- Share Value: It refers to the
company’s current share value in
stock exchange markets compared
toitsnominal value

4- Product Diversifications: These
refer to the quantities and types of
products and the company’ s ability
to innovate and produce new
products.

5 Foreign Markets Penetration:
This refers to the ability of the
company to export its products to
regional and international markets
and penetrating new markets.

6- Effectiveness: It is the ability of
the company to redlizeitsstrategic
goalsthat reflect the ambitions of
top management. These strategic
goals may be concerned with
increasing market quota,
profitability or exports.

Methodology and Procedures
Unit of Analysis

Theunit of analysisistheindividual member
of different managerial ranks. It consists
specifically of the general manager,
deputies, assistants, quaity units managers
and functional units' managers in the
Jordanian pharmaceutical companies.

Population and Sample

The population of the study consisted of
all top managers in Jordanian
pharmaceutical companies. The total
number of population is 110 (N=110). A
random sample was selected from this
population. The sample consisted of 86
respondents (n=86) representing 78% of
the population. 86 questionnaires were
distributed to them. The questionnaire,
using Likert Scale, contained 72 questions,
6 questionswere assigned to demographic
variables, 9 questions concentrate on
companies’ characteristics, and the
remaining 57 questions were designed to
measure the attitudes of sample
respondents towards independent and
dependent variables and sub-variables. Of
the 86 distributed questionnaires, only 74
(86% of the sample) were found usable
for analysis.

Thestudy usesthe SPSSprogram to describe
and analyze data. Since al variables are
measured at theordina level and transformed
to numerical values, the study usesmeansto
describethe sampledata. Totest theresearch
hypothesesto answer the research questions
Pearson Correl ation Coefficient iscomputed
to the scores of independent and dependent
variables. It is worth noting here that a
significant correlation coefficient does not
imply a causal relationship between the
independent and the dependent variable. It
only indicatesadtatistica associ ation between
the independent and dependent variable.

Whereas, Table 1 below showsthe system
used to assign numerical values to the
respondents’ responses to the
guestionnaire statements, Table 2 depicts
themethod employed tointerpret the mean
scores in the study.
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Table 1

Assignment of Values to Respondents
Responses

Points
Strongly Agree 5

Degree of Agreement

Agree
Neutral
Disagree

RN WS

Strongly Disagree

Table 2
Interpretation of Means Scores

Field Sudy
Sample Characteristics

Table 3 below displays the characteristics
of the sample. Thetable showslow female
presence (16.2%) in top management ranks
compared to male presence (83.6%). The
tablealsoindicatesthat theage of thesample
respondents is distributed among four age
groups with the majority of respondents
falling in the age groups 30-49.

The table also shows that the mgjority of
respondents are middle managers (97.2).
43.2 per cent of those are executive
managers and 35.2% are top managers.
Branch managers and supervisorsrepresent

Degree of agreement Points | only onefifth of the sample. Thetable also
: showsthat all the sample respondents have
Very High 4.5 and more received higher education and 47.3% of
High 4-4.4 them possesswork experience of morethan
Medium 3539 10years. Only 2.7% have work experience
of lessthan 3 years.
Low 3-34
Very Low Lessthan 3
Variable Groups Freguencies M0°?
Gender Male 62 % 83.8
Femae 12 % 16.2
Age 30-39 47 % 63.5
40-49 16 % 21.6
50- 59 7 % 9.5
60 and more % 5.4
Job General manager 2 %2.8
Middle manager 72 %97.2
Managerial Level Top manger 26 %35.2
Executive manager 32 %43.2
Experience Supervisors 16 %21. 6
Qualifications Secondary 0 0.000
Volume 3 Issue 2 June 2010




Community College 2 %2.7
Bachelor 47 %63.5
Master 21 %28.4
Ph.D 4 %5.4
Experience Less than 3 years 2 %2.7
6-3 years 15 %20.3
7-10 2 %29.7
10 and more years 35 %47.3

Analysis of the Sample Data

Independent Variable: TQS in
Jordanian Phar maceutical Companies

The questionnaire contains statements
measuring the sample attitudestoward the
independent variable TQS asdefined inthis
study. Given below are the responses of
sampleto different sub-variablesthat define
theindependent variable.

Table 4
Top Management Commitment

Top Management Commitment

Table 4 below displays the responses to
statements measuring the level of Top
Management Commitment to TQM. The
table contains 6 statements that define
operationally the variable top management
commitment and mean scores that reflect
the views of the respondents towards this
variable.

Question Statement | Mean | &. Dev
No.

17 Top management is keen to reward innovative | 3.81 0.82
implementers of TQS

24 Top management supportsinitiativestoimprove | 433 0.74
quality performance

28 Company management supportsthe spread of | 4.13 0.66
“quality culture among employees

33 | Top Management gives highest importance to TQM 4.39 0.67

36 Top management believesin the necessity of | 386 0.81
enhancing trust in employees as an essential
condition to the implementation and success of TQS

41 Top management is keen to do SWOT analysis| 3.56 0.79

Grand Level of Top Management Commitment to 4.1 053
M ean TQS
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The grand mean of 4.01 and standard
deviation of 0.53 indicates a very strong
commitment to quality. This result is
enhanced by the scores received by the
statement “ Top Management gives highest
importance to TQM” with amean of 4.39
and astandard deviation of 0.69. However,
top management does not give due concern
to doing SWOT analysis (3.56) which is
very important to strategic planning in
genera and strategic quality planning in
particular.

Table 5
Customer Focus

Customer Focus

Table 5 below shows the survey results
for the sub-variable (customer focus). The
table contains 7 statements that define
operationally the variable customer focus
and mean scores that reflect the views of
respondents towards different statements
that are designed to measure the
respondents’ attitudes toward their
customers.

Question Statement | Mean | &. Dev
No.

16 Company competitiveness strategiesare based on |  4.37 | 0.6559
customers' satisfaction

19 Company management iskeento holdregular | 3.79| 0.8437
meetings to enhance customer relations

20 Company management gives great importanceto | 4.36| 0.6532
improving customer service

22 Exploratory studiesare conducted toidentify | 366 | 0.8645
customer needs and future expectations

26 Our products are valued more in comparison with 413 | 0.8330
competitors

31 The company takes into consideration customers| 397 | 0.7397
suggestions and trends when devel oping their
products

52 | Customer satisfaction represents a strategic goal to|  4.29 0.67
our company

Grand Customer Focus| 4.08 0.44

Mean
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The grand mean of 4.08 and standard
deviation of 0.44 indicates a very strong
tendency for respondentsto focus on their
customers and take them seriously.
Moreover, companies strategiesare based
on customer satisfaction (mean= 437 and
St. Dev =0.65). The companiesalso gives
great importance to improve customers
service (mean= 4.36 and St. Dev = 0.65).
However, the companies do not give equal
weights to listening to customers
suggestions and their trends when
developing their products (mean=3.97 and
St.Dev 0.73). Finally, the companies
management do not seem to give great
weight to exploratory studiesto

Table 6
Relations with Suppliers

identify customer needs and future
expectations (mean= 3.66 and St.Dev =
0.86)

Relations with Suppliers

Table 6 shows the results concerning the
extent of companies’ attention to relation
with suppliers as a basic requirement for
adopting TQS through the responses of the
respondentsto five operational statements
that are designed to elicit information
regarding the views of managers about the
relations of their companies with their
suppliers.

Question Statement | Mean | &. Dev
No.
18 Suppliers are selected according first to quality |  4.22 0.83
criteriaand specifications and then price
23 Company management perform regular teststo | 4.77 0.48
suppliesto ensure conformity to standard
specifications
29 Company management is keen to build better | 4.09 0.76
relationswith internationally recognized
32 Company management iskeen onsuppliers| 294 0.81
participation in the process of products development
through organizing mutual workshops
43 Company management is keen on having better | 4.08 0.75
relation with local suppliers
Grand Relations with Suppliers| 4.02 0.47
Mean

Thetable grand mean (4.02 and St. Dev =  encourage suppliers’ participation in the

0.47) reveals the companies’ strong
attention to relation with their suppliers.
There are some minor variations in the
areas of this relation. However, the table
shows low levels in company efforts to

process of products devel opment through
organizing mutual workshopsasindicated
by the mean value of 2.94 and a standard
deviation of 0.81.
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contains 6 statements that define
operationally the variable continuous
improvement and mean scoresthat reflect
the views of respondents towards this

Continuous Improvement

This variable measures the efforts and
keenness of the companies to integrate
continuousimprovementinal itsoperations

as an indicator of adopting TQS. Table 7 varigble.
below registers these efforts. The table
Table 7
Continuous I mprovement
Question Statement | Mean | . Dev
No.
21 | Company management is keen to make continuous | 4.27 0.83
improvement the responsibility of all managerial
level
37 Company management iskeen to integrate | 4.12 0.48
continuousimprovementin al itspoliciesand
procedures
Company management adopts competitive | 452 0.48
strategies based on providing high quality products
45 Company management makes continuous | 383 0.81
improvement the top criterion in employees
performance evaluation
48 Company management introduces recent 401 0.74
technologiessinceit contributesto implementing
TQS
51 | Company management givesconsiderableweightto | 4.18 0.82
R& D related to design and development of its
operations and products
Grand Continuous I mprovement 415 0.53
Mean

statements in this variable. However, it
seems that the companies’ managements

The table indicates that the companies
managements are keen to adopt the

operations that target the achievement of
continuous improvements (grand mean=
4.15and St. Dev = 0.53). There are minor
variations in responses to the different
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do not give equal weight to using
continuous improvement in employees
performance evaluation (mean= 3.83 and
St. Dev = .81).
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Employees Empower ment

This variable measures the level of
employees’ empowerment as an important
element in TQS implementation. Table 8

below consists of 6 operationa statements
that are designed to capturethe respondents

attitudes towards the companies’ effortsto
empower their employees.

Table8
Employees Empower ment
Question Statement | Mean | &. Dev
No.
5 Company management iskeen to continuously | 378 0.79
develop employees’ skillsthrough debatesand
experts
34 Company management is keen to encourage 333 0.91
participationin decision-making
35 The company train employeeson problemsolving | 3.78 0.76
and TQS application skills
38 Company management iskeento provide | 406 0.96
information and knowl edge to employees by
providing computersand Internet
47 Company management is keen to provideall 355 0.93
methods to enhance empl oyees organi zational
loydty
49 Motivation program encourage preserve 316 111
distinguished employees )
Grand Employees Empowerment | 34 0.64
Mean

It is notable that the statements of
employees empowerment received low
scores compared to other sub-variablesin
TQS, with a grand mean of 3.64 and a
standard deviation of 0.64. However, there
are variations in the scores of the
constituent elements of thisvariable. It is
clear that the companies provide
knowledge and information through
providing computers and internet
connections. This is clear in the scores
received by the statement “Company
management iskeento provideinformation
and knowledge to empl oyees by providing

computers and Internet facilities (mean=
4.06 and 0.96 standard deviation0.96).
Other statementsreceived lessimpressive
scores.

Quality Culture

Table 9 below contains the sample
responses regarding the extent, presence
and spread of quality culture in the
Jordanian pharmaceutical companies. The
table displays 6 statements that define
operationally the variable quality culture
and mean scores that reflect the views of
respondents towards this variable.
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Table9
Quiality Culture
Question Satement | Mean | . Dev
No.

27 | Company management uses TQM philosophy asa| 4.29 0.71
framework for values and beliefs of employees

30 Dominant values and beliefsinthecompany | 401 0.73
enhance positive behavior towards continuous
performance improvement

Y) Company management emphasizes TQM asa| 435 0.67
collectiveresponsibility of all itsemployees

4 Dominant valuesand beliefsinthecompany | 375 0.75
encourages development and reduce change
resistance

46 | Quality mottosare presentinall company plansand | 4.4 0.80
operations

50 Dominant organizational climateinthecompany | 3.3 0.62
encouragesinnovativeness and invention

Grand Quality Culture| 395 0.57

Mean

The grand mean (3.95 & St. Dev 0.57)
indicates that the variable quality culture
received medium scores. Despite this
conclusion, it is notable that that the
respondents believethat TQM philosophy
represents a general framework in their
companiesfor the set of employeesvalues
asindicated by the scores received by the
statement “ Quality mottos are present in
all company plansand operations’ (mean=
4.29 & St. Dev 0.71).

The respondents also believe that the
enhancement of quality concepts and
valuesis associated with quality cultures.
Thisisreflected in the scores received by
the statement “ Dominant valuesand beliefs
in the company enhance positive behavior
towards continuous performance
improvement” (mean= 4.01 & St. Dev
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0.73). The scores received by the
statement “Company management uses
TQM philosophy asaframework for values
and beliefs of employees’ display astrong
tendency among managersto establish and
enhance quality culture.

Dependent Variable: Competitive position
of Jordanian Pharmaceutical Companies

The dependent variable “competitive
position of Jordanian Pharmaceutical
Companies’ is measured by six indictors
(sub-variables) which include, market
quota, profits, diversifications of products,
ability to penetrate outside markets, value
of stocks, and effectiveness. Thefollowing
tables show the results of respondents
opinionstowardstheseindicators.

Market Quota
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Table 10 showsthe extent of improvement
inmarket quotaasaresult of adopting TQS
from the point of view of sample
respondents. The table uses 3 operational

statements to produce answers about the
role of TQS on enhancing market quota.

Table 10
Market Quota
Question Statement | Mean | . Dev
No.
53 Improvement of annual salesindicatorsasaresult| 4.33 0.70
of applying TQS
54 Improvement of companies’ ability tosignexport | 435 0.69
contractswith suitable conditions
72 | Growth rates of gross market quota of the company | 4,00 0.72
asaresult of applying TQS
Grand Market Quota| 418 0.53
M ean

The results of table 12 shows reasonably
high rates of growth of market quota
associated with TQS adoption with agrand
mean of 4.18 and standard deviation of
0.53. All indicatorsinthisvariablereceived
high scores reflecting high agreement
among respondents over the impact of
adopting TQSon companies market quota

Profitability

Table 11 showsthe attitudes of the sample
respondents’ with regard to the impact of
adopting TQS on the profitability of
companies. This table employs 3
operational statements to measure the
attitudes of respondents towards the
impact of TQS on profitability.

Table11
Profitability
Question Satement | Mean | . Dev
No.
35 Profits increase| 4.33 0.70
56 Increases in rates of revenues on company
invesments |  436|  0.69
63 Increasesin company ability toinvest in capital
assets 4.0 0.72
Grand Profits| 4.18 0.53
Mean
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The table shows that the sample
respondents believe on the whole that
company profitability increases asaresult
of applying total quality management
concepts. They think that company profits
(mean=4.32 & St. Dev = 0.70) and rates
of investment (mean= 4.33 & St. Dev. =
0.70) have increased as a result of TQS
adoption. However, the scoresreceived by
the question “increasesin company ability
to invest in capital assets’ indicates that
the respondents do not believe that the
companiesare ableto enhancetheir ability

toinvest in capital assets asresult of their
adoption of TQS.

Company Share Value

Table 12 showsthe opinions of the sample
respondents with regard to the extent of
achieving growth in companies’ shareasa
result of adopting TQS. The table utilizes
3 operational statements to gauge the
impact of adopting TQS on companies
shares value as one of the indicators of
their competitive positions.

Table 12
ShareValue
Question Statement | Mean | . Dev
No.
61 Investment becomes feasible in company shares| 4.05 0.73
64 Company shares rose in stock exchange markets| 359 0.87
66 Rates of returns on property rightsincreased | 3.85 0.90
Grand Value of shares| 3.83 0.87
Mean

Thegrand mean (Mean = 3.83 and St. Dev
0.87) intable 12 pointsto amedium impact
on companies sharesvaluesresulting from
adopting TQS. Nevertheless, the sample
respondents strongly believe that the
adoption of TQS has helped to make
investment on company’s share more
feasible (mean=4.05 & St. Dev 0.73).

Volume 3 Issue 2

Diversification of Products

Table 13 below providesinformation about
the opinions of the respondents regarding
the impact of adopting TQS on the ability
of companies to achieve increases on
product diversification. This variable is
measured by 3 operational statementsthe
scores of which measure the attitudes of
respondents towards the impact of TQS
adoption on companiesability to diversify
their products.
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Table 13
Diver sification of Products

Question Statement | Mean | St. Dev
No.

62 | Demand for diversified company productsincreased | 4.04 0.80

69 Customers' complaints rates decreased | 3.95 0.78

70 Diversification and development of new company | 4.24 0.65

products increased

Grand Diversification of Products| 3.95 0.61

Mean

It is notable from the grand mean in table
13(3.95 S. Dev. 0.61) that the respondents
think that the impact of applying TQS on
diversifying products is moderate.
However the respondents strongly believe
that adopting TQS has led to increased
demands for company products
(mean=4.04 &St. Dev. 0.80) and
encouraged companies to diversify and
develop new products (mean = 4.24 & St.
Dev 0.61).

Table 14
Ability to Penetrate Foreign Markets

Ability to Penetrate Foreign Markets

Table 14 below uses 4 operational
statements and the scores they received
to display theviewsof the sampleregarding
the effect of adopting TQS on the ability
of companiesto penetrate foreign markets
asone of theindicators of the competitive

position.

Question Statement | Mean | &. Dev
No.
57 | Company’sability to participateininternational fairs| 4.02 0.77
improves
59 Company becomes more keen to adhereto | 4.00 0.79
conditions and standards of export to foreign markets
60 Continuousimprovement of marketing operation 367 0.81
related to exports
65 | Facilitating present company productsto penetrate |  4.25 0.66
new markets
Grand Ability to penetrate foreign markets| 398 0.51
M ean
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The grand mean of 3.98 with a standard
deviation of 0.51 in table 14 showsthat the
sample respondent hold moderate views
about the impact of TQS on the ability of
companies to penetrate foreign markets.
However, the respondents strongly believe
that the companies’ ability to participatein
international fairs and exhibitions has
improved (mean=4.02 & 0.77), and that
the adoption of TQS made the companies
more keen to adhere to conditions and
standards of export to foreign markets
(mean=4.00 & St. Dev. 0.79). Moreover
the adoption of TQS enhances the

companies ahility to penetrate and open
new markets for their products (mean=
4.25 & St. Dev. 0.66).

Effectiveness

Table 15 containsthe opinions of the sample
respondents regarding the impact of
adopting TQS on the ability of the
companiesto achievetheir goals. Thetable
contains 6 statements that define
operationally the indicator effectiveness
and displays mean scores that reflect the
viewsof respondentstowardsthisvariable.

Table 15
Effectiveness
Question Statement | Mean | . Dev
No.
58 The company providestheorganizational climate| 359 0.92
conducivefor invention and innovation
63 Increased employeesloyalty andinvolvementin| 351 0.99
achieving company goals
67 Improved ability to achieve strategicgoals|  4.06 0.66
71 Increased company’s competitive abilityand | 4,09 0.63
progress to lead the market
Grand Effectiveness| 381 0.63
Mean

The grand mean of (3.81 & St. Dev. 0.63)
indicates that the impact of TQS on
effectiveness in their companies is
moderate. Nevertheless, the adoption of
TQS hasimproved the companies’ ability
to achieve strategic goals (mean =4.06 &
St. Dev. = 0.66) and to enhance company’s
competitive ability and progresstolead the
market (mean = 4.09 & St. Dev = 0.66).
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However, the companies do not provide
the organizational climate conducive to
invention and innovation (Mean= 3.59
and &. Dev. = 0.92). The respondents
also believethat the adoption of TQShas
not increased employees loyalty and
involvement in achieving company goals
(mean=3.51 & St. Dev.= 0.99).
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The grand mean of (3.81 & St. Dev. 0.63)
indicates that the impact of TQS on
effectiveness in their companies is
moderate. Nevertheless, the adoption of
TQS hasimproved the companies’ ability
to achieve strategic goals (mean =4.06 &
<. Dev. = 0.66) and to enhance company’s
competitive ability and progressto lead the
market (mean = 4.09

Testing Hypotheses

Theobjectiveof thissectionisto go beyond
the sample dataand generalizeitsfindings
to the population of the study. For this
purposethe study usesinferential statistics
to test the following hypotheses that
revolve around the basic theme of the
research problem: the impact of adopting
TQS on the competitive position of the
Jordanian pharmaceutical companies.

Table 16

The first hypothesis

Thereisnogatigticaly significant relaionship
between adopting TQS in Jordanian
pharmaceutical companiesand thefollowing
indicatorsof thecompetitive position (market
quota; profit rates; sharevaue;, diversfication
of products; penetration of foreign markets,
goal effectiveness)

This hypothesis attempts to test the impact
of the independent variable TQS on the
indicators of the dependent variable “the
competitive position”. To do thisthe paper
computes the values of Person Correlation
Coefficient (R) for theindependent variable
asmeasured by itscongtituent sub-variables
(indicators) and theindividua sub- variables
(indicators) of the dependent variable.

Table 16 below shows the result of this
computation.

Person Correlation Coefficientsfor thel mpact of Adoption of TQS

Dependent R P-value

Market Quota 0.737 0.000

Profitability 0.591 0.000

Product Diversification 0.662 0.000
Shares Value 0.452 0.015

Foreign markets penetration 0.809 0.000
Effectiveness 0.772 0.000

The table shows that all the values of
Person Correlation Coefficients (R) are
dtatistically significant indicating apositive
correlation between TQS and each
individual sub-variable (indicators) of the
dependent variable. Thisresult meansthat
the adoption of TQS by Jordanian
pharmaceutical companies has a positive
impact on improving the competitive

position of these companies. However,
there are variations in the magnitudes of
this impact. Whereas, the impact of
adopting TQS is very strong on the
indicators of foreign markets penetration,
effectiveness and market quota, it is
moderately strong on profitability, product
diversification, and sharesvalue.
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The Second Hypothesis

There is no statistically significant
relationship between each element of TQS
(top management commitment; customer
focus; relation with suppliers; continuous
improvement; employee empowerment;
quality culture) and each indicator of the
competitive position in Jordan
pharmaceutical companies.

Table17

Thishypothesisattemptsto uncover which
of the independent sub-variables have a
greater impact on the dependent indicators
(sub-variables). Totest thishypothesis, the
paper computes Pearson Multiple
Correlation Coefficient (multiple R). The
result of this computation is displayed in
Table 17 below.

Matrix of Person Correlation Coefficientsfor the Element of TQSand the

I ndicator sof the Competitive Position

Penetra-
tionof | Product _
Effecti- | Foreign| Diversi-| Share Prof_l'Fa- Market
veness | markets| fication| Value bility | Quota
To
Managemenrt’ R| 0500%* | 0.630%* | 0.465** | 0.205| 0413** | 0.491*
Pvauel 0000| 0000| 0000| 0079| 0000 0.000
C”SL%T:Z R| 0.650** | 0.672** | 0.516** | 0.238* | 0.503** |0.609**
Pvaue| 0000| 0000| 0000| 041| 0000 0000
Re'ag‘j;p‘l"i’gz R| 0495+ | 0.580%* | 0.567** | 0.379** | 0.352** | 0.501**
Pvaue| 0000| 0000| 0000| 0001| 0002| 0000
Continuous R| 0717+ | 0.751** | 0.630%* | 0.273* | 0.559** | 0.707**
Improvement ) ) ) ) ) )
Pvauel 0000| 0000| 0000| 0019| 0000 0.000
Empowerment R| 0.616** | 0.648* | 0.428** | 0205 | 0.348** | 0.473**
Pvaue| 0000| 0000| 0000| 0011| 0002| 0000
8‘1"?&% R| 0.687%* | 0.755* | 0.574** | 0.353** | 0.479** | 0.619**
Pvaue| 0000| 0000| 0000| 0002| 0000 0000

** Significant at 0.01*
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Significant at 0.05
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The matrix above shows that most
elements of TQS are positively correlated
with the indicators of the competitive
positionwith highlevelsof sgnificance. This
result indicates that the adoption of TQS
affect positively the competitive position
of the Jordanian pharmaceutical
companies. Itisnotablethat TQS elements
are either weakly correlated with
companies share values or have no
correlation at al as in the cases of the
elements of top management commitment
and customer focus.

Results and Recommendations

Thispaper usesasurvey methodology todlicit
information about the attitudes of managers
involved in strategic planning in Jordan
pharmaceutical companies towards the
possible impact of adopting Total Quality
Strategy on companies competitive position.
The paper uses a survey research tool and
employsstatistical techniquesto describethe
sample data using the mean to measure the
attitudes of the random sample respondents
and Pearson Correlation Coefficient to test
theresearch hypotheses. Thefindingsof both
operationsarelisted below.

Sample Data Findings

1- The analysis of the results of
descriptive statistics of the sample
respondents and the characteristics
of companies shows that the
percentage of females in top
management positionsin Jordanian
pharmaceutical companiesis|ow.

2- Theanalysis also shows that most
employees belong to theyoung and
educated groups.

3- The Jordanian pharmaceutical
companies succeed to attract
highly educated personnel with
bachelor and master degrees and
long work experiences.

4

The analysis of the sample data
indicates that managers in
Jordanian pharmaceutical
companies do not give due
attention to strategic analysis
(SWOT) which represent the
backbone of strategic planning.

The analysis also shows that the
Jordanian pharmaceutical
companies do care about their
customers; nevertheless they do
not hold regular meetingswiththem
at the desired level.

The Jordanian pharmaceutical
companies are keen to make
continuous improvement a
common responsibility of the
different managerial levels with
the objective of providing high
quality products, however they do
not give due care to evaluation of
employees performance on the
bases of continuousimprovement.

The sample data shows that the
Jordanian pharmaceutical
compani es maintain good relations
withtheir suppliersbut they are not
keentoinvolvetheminthe process
of product development.

It isclear from the datathat neither
employees’ empowerment nor
employees motivationisawarded
the attention that they deserve.
Therefore, the companies need to
train their managers in delegation
of authority and train their
subordinates to shoulder
responsibility of owning their jobs.
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Hypothesis Testing Results

The results of testing the two hypotheses
of the study that seeks to uncover the
relationship between the elements of TQS
and the competitive position of Jordanian
pharmaceutica companiesarelisted below.
However, aword of caveat hereisin order.
The study uses Pearson Correlation
Coefficient to test the two hypotheses of
the study. It is worth noting here that a
significant correlation coefficient doesnot
imply a causal relationship between the
independent and the dependent variables.
Therefore, more studies are needed to
substantiate that significant relationship.

First: The relationship between TQS
and Indicators of Competitive Paosition

1- The results of statistical analysis
uncover a positive correlation for
the adoption of TQS on all
indicators of the competitive
position of the Jordanian
pharmaceutical companiesand the
strongest impact is seen in the
relationship between TQS and
ability to penetrate outside markets
(R=80.7).

2- The impact of TQS on the value
of sharesistheweakest (R=45.2).
This may be explained by the fact
that some companies under study
arenot registered in Amman Stock
Exchange

Second: The Relationship between
Elements of TQS and the Indicators
of the Competitive Position

1- The study finds that there is a
statistically significant positive
correlation between the element of
top management commitment and
all theindicatorsof the competitive
position of the companieswith the
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exception of the shares market
value. The highest correlation
coefficient is found between top
management commitment and
ability to penetrate outside markets
(63%) followed by the indicators
of market quota, diversification of
products, and profits.

2- The study finds out that thereisa
statistically significant positive
correlation between the element of
customer focus and all indicators
of the competitive position with the
exception of the shares market
value. The strongest correlationis
between the element of the
customer focus and ability to
penetrate outside markets (67.2%)
followed by effectiveness, market
guota, diversification of products,
and profits.

3- Thereis astatistically significant
positive correlation between
relations with suppliers and all
indicators of the competitive
position. The strongest relation is
with penetration of outside markets
(58%) followed by diversification
of products, market quota,
effectiveness and shares market
value.

4- Thereis a statistically significant
positive correlation between the
element of continuous
improvement and al theindicators
of the competitive position with the
exception of the share market
value. The relation with the
penetration of outside markets
obtains the highest correlation
coefficient (75.1%) followed by
effectiveness, market quota,
diversification of products and
profits. The correlation with shares
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1-

values (R=27.3) isnot statistically
significant indicating the absence
of any relation between the two
variables.

There is a statistically significant
positive correlation between the
element of employees’
empowerment and all the elements
of the competitive position. The
strongest correlation is with
penetration of outside markets
(64.8), effectiveness, (61.6),
followed by market value,
diversification of products, profits.
However, there is no statistically
significant relation between
employees’ empowerment and
shares market value.

There is a statistically significant
positive correlation between the
element of quality culture and al
indicatorsof thecompetitive pogtion
with the exception of the shares
market value. The TQS adoption
has the strongest impact on the
penetration of outside markets
(75%) followed by effectiveness,
market quota, diversification of
products, and profits.

To conclude, it is clear that
managers in the Jordanian
pharmaceutical companiesbelieve
that the adoption of TQS has
positiveimpact on al indicators of
the competitive position with the
exception of the companies’
market share value.

Recommendations

The above listed findings support the
following recommendations:

The Jordan pharmaceutical
companiesneed to perform SWOT

analysis before they design their
Total Quality Strategiesin order to
be able to address their
weaknesses, enhance their
strength, and acknowledge the
threats posed by their
environments and opportunities
provided by them.

The companies need to establish a
permanent system of two-way
communications with their
customersto integrate them in the
process of strategy building.
Strategy building should start by
determining customers’' needsand
specifications.

Without integrating continuous
improvement with performance
evaluation and rewards, employees
will not be motivated to engagein
continuous improvements of their
jobs. The companies need to
establish a clear system that links
employee performance evaluation
to the process of continuous
improvement.

Suppliers are integral part of the
system of quality production and
therefore, their participation in
producing quality isasimportant as
the customer focus. The companies
must make their suppliers aware
of their goals and objectives.

Itisclear from the datathat neither
employees’ empowerment nor
employees' motivationisawarded
the attention that they deserve.
Therefore, the companies need to
train their managersin delegation
of authority and train their
subordinates to shoulder
responsibility of owning their jobs
and empower themselves.
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