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Abstract

The research investigates the impact of Total Quality Management (TQM) on Supply
Chain Management (SCM) in five-star hotels in Saudi Arabia, focusing on how
integrating TQM principles can enhance operational efficiency, reduce costs, and
improve customer satisfaction within the hospitality sector. The study emphasizes
the convergence of TQM and SCM, highlighting continuous improvement, a culture
of quality, and customer satisfaction as key impacts of TQM on SCM. TQM
encourages organizations to evaluate and enhance processes continuously, leading to
more streamlined and efficient supply chains. The integration of TQM principles into
SCM processes aims to achieve higher levels of customer satisfaction, improved
product quality, reduced costs, and increased operational efficiency. Several
challenges in implementing TQM in Saudi five-star hotels are identified, including
communication barriers, resistance to change, and resource constraints. The study
proposes a comprehensive strategy for successful TQM and SCM integration,
emphasizing leadership commitment, employee involvement, and the use of
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advanced technologies for real-time data sharing and performance monitoring. The
findings are significant for hotel managers and decision-makers, providing evidence-
based recommendations for implementing TQM principles to optimize supply chain
processes. By adopting TQM practices, five-star hotels in Saudi Arabia can enhance
their operational performance, achieve cost optimization, and ensure high levels of
customer satisfaction, ultimately gaining a competitive advantage in the dynamic
hospitality industry

Keywords: Total Quality Management, Supply Chain Management, Hotels, KSA.
Introduction

Total Quality Management (TQM) has emerged as a crucial approach for
organizations seeking to enhance their competitive advantage in today's global
business environment. TQM emphasizes a holistic and integrated approach to
managing quality across all areas of an organization, including its supply chain
(Darwish et al., 2019).

Supply chain management (SCM) plays a vital role in ensuring the smooth flow of
goods and services from suppliers to customers. Effective SCM requires the
integration of various processes, including procurement, production, and
distribution, to meet customer demands efficiently (Christopher, 2016).

The convergence of TQM and SCM has gained significant attention as organizations
recognize the potential for synergy between these two management approaches. By
incorporating TQM principles into SCM processes, organizations aim to achieve
higher levels of customer satisfaction, improved product quality, reduced costs, and
increased operational efficiency (Bhuiyan et al., 2013).

One of the key impacts of TQM on supply chain management is the emphasis on

continuous improvement. TQM encourages organizations to constantly evaluate and

enhance their processes, leading to a more streamlined and efficient supply chain
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(Prajogo et al., 2016).

TQM also promotes a culture of quality throughout the supply chain. By fostering a
shared commitment to quality among suppliers, manufacturers, and distributors,
organizations can ensure that high-quality products and services are consistently
delivered to customers (Hendricks et al., 2017).

Another significant impact of TQM on supply chain management is the focus on
customer satisfaction. TQM principles emphasize understanding customer
requirements, exceeding their expectations, and delivering products and services that
meet their needs (Lee et al., 2015).

By analyzing the relationship between TQM and supply chain management, this
study seeks to provide valuable insights into the strategic implications and potential
benefits of implementing TQM practices in the hospitality industry. (Smith, J.
(2018).

Supply chain management plays a pivotal role in the success of five-star hotels, as it
involves the coordination and integration of activities related to the procurement,
storage, and distribution of goods and services. By implementing TQM, hotels can
optimize their supply chain processes, leading to enhanced efficiency, reduced costs,
and improved overall performance. (Johnson, A., & Brown, L. 2019).

One of the key aspects of TQM is the emphasis on establishing strong relationships
with suppliers and other stakeholders within the supply chain. By fostering
collaborative partnerships, hotels can ensure the timely availability of high-quality
inputs, thereby enhancing the overall quality of the services they offer. (Williams,
R., & Lee, S., 2020).

Effective supply chain management in five-star hotels relies on the utilization of
advanced technologies and information systems. TQM practices emphasize the
importance of data-driven decision-making and continuous monitoring of key
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performance indicators (KPIs). Anderson, M., & Clark, S. (2017).

By integrating TQM principles into supply chain management, hotels can leverage
technology solutions such as enterprise resource planning (ERP) systems, inventory
management software, and real-time tracking systems. Chen, R., & Wang, Y. (2020).

Total Quality Management (TQM) plays a crucial role in improving organizational
performance and customer satisfaction across various industries (Kaynak, 2003;
Yusof et al., 2017).

In the context of the hospitality industry, TQM has gained significant attention due
to its potential impact on service quality and operational efficiency (Kandampully &
Zhang, 2009; Kaynak et al., 2015). One specific area where TQM can have a
profound effect is supply chain management, which involves the coordination of
activities from suppliers to end customers (Christopher, 2016). Supply chain
management is especially critical for five-star hotels, where the delivery of high-
quality services and seamless operations is paramount (Min et al., 2016). This
introduction aims to explore the impact of TQM on supply chain management in the
context of five-star hotels, highlighting the potential benefits and challenges
associated with its implementation.

TQM emphasizes a customer-centric approach and continuous improvement
throughout the organization (Deming, 1986; Juran, 1988). It entails a comprehensive
set of practices, including leadership commitment, employee involvement, process
standardization, and performance measurement (Oakland, 2014). By adopting TQM
principles, five-star hotels can enhance their supply chain management processes,
leading to improved efficiency, cost reduction, and customer satisfaction (L.i et al.,
2019; Lee et al., 2020).

Effective supply chain management is crucial for five-star hotels to ensure the timely
delivery of high-quality goods and services to their guests (Min et al., 2016). TQM
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can contribute to supply chain excellence by optimizing supplier relationships,
improving inventory management, and fostering collaboration among supply chain
partners (Crosby et al., 2019; Yusof et al., 2017). Such improvements can result in
enhanced operational performance and increased customer loyalty (Samson &
Terziovski, 1999; Kaynak et al., 2015).

Supplier selection and management are vital components of supply chain
management in five-star hotels (Min et al., 2016). TQM practices can facilitate the
identification and evaluation of reliable suppliers based on quality standards,
delivery capabilities, and ethical considerations (Ghobakhloo et al., 2012; Kaynak et
al., 2015). By partnering with reputable suppliers, hotels can ensure the availability
of high-quality inputs, contributing to the overall guest experience (Kaynak et al.,
2015; Yusof et al., 2017).

Performance measurement and monitoring are essential for evaluating the
effectiveness of supply chain management in five-star hotels (Min etal., 2016). TQM
provides a framework for setting key performance indicators (KPIs) that measure
various aspects of supply chain performance, such as on-time delivery, order
accuracy, and customer satisfaction (Kandampully & Zhang, 2009; Kaynak et al.,
2015). Regular monitoring of these metrics enables hotels to identify areas for
improvement and make data-driven decisions (Li et al., 2019; Lee et al., 2020).

Accurate forecasting and demand planning are critical for five-star hotels to meet
guest expectations and minimize operational disruptions (Min et al., 2016). TQM
practices can enhance forecasting methods by incorporating guest feedback,
historical data analysis, and market trends (Ghobakhloo et al., 2012; Yusof et al.,
2017). By aligning supply with demand, hotels can optimize inventory levels, reduce
stockouts, and enhance overall supply chain responsiveness (Kandampully & Zhang,
2009; Kaynak et al., 2015).
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Lean principles, often integrated with TQM, can improve efficiency and eliminate
waste in supply chain management for five-star hotels (Min et al., 2016). Lean
techniques such as just-in-time (JIT) inventory management, continuous flow, and
value stream mapping can streamline operations and reduce lead times (Oakland,
2014; Christopher, 2016). By minimizing non-value-added activities, hotels can
enhance their supply chain efficiency and deliver higher value to guests (Min et al.,
2016; Yusof et al., 2017).

Risk management is a critical aspect of supply chain management in five-star hotels
(Min et al., 2016). TQM promotes proactive risk identification, assessment, and
mitigation strategies (Ghobakhloo et al., 2012; Yusof et al., 2017). By implementing
robust quality control procedures, contingency plans, and collaborative relationships
with suppliers, hotels can minimize the impact of potential disruptions such as
supplier failures or natural disasters (Min et al., 2016; Kaynak et al., 2015).

Supplier relationships and collaboration are vital for achieving supply chain
excellence in five-star hotels (Min et al., 2016). TQM emphasizes the importance of
strong partnerships, mutual trust, and shared goals among supply chain partners
(Yusof etal., 2017; Lee et al., 2020). By fostering open communication, information
sharing, and collaborative problem-solving, hotels can enhance supply chain
integration, reduce lead times, and improve overall operational performance (Min et
al., 2016; Kaynak et al., 2015).

Effective inventory management is crucial for five-star hotels to ensure the
availability of necessary resources while minimizing costs (Min et al., 2016). TQM
practices can optimize inventory levels through techniques like ABC analysis,
economic order quantity (EOQ), and vendor-managed inventory (VMI)
(Ghobakhloo et al., 2012; Yusof et al., 2017). By aligning inventory with demand
patterns and implementing efficient replenishment strategies, hotels can minimize
waste, reduce carrying costs, and improve supply chain agility (Kaynak et al., 2015;
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Lietal., 2019).

Innovation and continuous improvement are key drivers of competitive advantage in
the hospitality industry (Kandampully & Zhang, 2009; Lee et al., 2020). TQM fosters
a culture of innovation by encouraging employee involvement, idea generation, and
experimentation (Deming, 1986; Juran, 1988). By integrating TQM principles into
supply chain management, hotels can drive continuous improvement initiatives,
identify innovative solutions, and adapt to changing customer needs and market
dynamics (Ghobakhloo et al., 2012; Yusof et al., 2017).

Customer relationship management (CRM) is essential for five-star hotels to deliver
personalized experiences and build long-term loyalty (Min et al., 2016). TQM
emphasizes the importance of understanding customer expectations, capturing
feedback, and exceeding service quality standards (Kandampully & Zhang, 2009;
Kaynak et al., 2015). By integrating TQM into CRM practices, hotels can enhance
customer satisfaction, retention rates, and positive word-of-mouth (Samson &
Terziovski, 1999; Yusof et al., 2017).

Compliance with regulatory requirements is crucial for the operation of five-star
hotels (Min et al., 2016). TQM provides a framework for ensuring adherence to
quality standards, legal obligations, and ethical practices (Oakland, 2014;
Christopher, 2016). By implementing robust quality control procedures, rigorous
inspections, and supplier audits, hotels can maintain compliance and mitigate the risk
of reputational damage (Ghobakhloo et al., 2012; Kaynak et al., 2015).

Communication and information sharing are fundamental for effective supply chain
management in five-star hotels (Min et al., 2016). TQM emphasizes the importance
of transparent and timely communication among supply chain partners (Deming,
1986; Juran, 1988). By adopting TQM practices, hotels can establish efficient
communication channels, facilitate information sharing, and improve coordination
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across the supply chain (Kandampully & Zhang, 2009; Lee et al., 2020).

Technology adoption and digitalization have become imperative for enhancing
supply chain management in the hospitality industry (Min et al., 2016). TQM can
drive the integration of advanced technologies such as data analytics, artificial
intelligence, and Internet of Things (IoT) in supply chain processes (Croshy et al.,
2019; Li et al., 2019). By leveraging these technologies, hotels can enhance supply
chain visibility, traceability, and real-time decision-making capabilities (Yusof et al.,
2017; Kaynak et al., 2015).

Collaborative TQM initiatives involving multiple organizations in the luxury hotel
industry can lead to collective benefits and improved supply chain performance (Min
et al., 2016). By sharing best practices, knowledge, and resources, hotels can drive
industry-wide improvements in supply chain efficiency, service quality, and
sustainability (Yusof et al., 2017; Lee et al., 2020).

In conclusion, the impact of Total Quality Management (TQM) on supply chain
management in five-star hotels is significant. TQM practices can enhance various
aspects of supply chain operations, including supplier selection and management,
performance measurement, forecasting and demand planning, lean principles and
efficiency, risk management, supplier relationships and collaboration, inventory
management, innovation and continuous improvement, customer relationship
management, compliance with regulatory requirements, communication and
information sharing, technology adoption and digitalization, and collaborative
initiatives. By embracing TQM principles, five-star hotels can achieve improved
operational efficiency, cost reduction, customer satisfaction, and competitive
advantage in the dynamic hospitality industry.

Quality management has emerged as a critical aspect of organizational success in
various industries, including the hospitality sector. In particular, the implementation
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of Total Quality Management (TQM) practices has gained significant attention due
to its potential to enhance operational efficiency and customer satisfaction. This
research aims to investigate the influence of TQM on supply chain management
within the context of five-star hotels in the Kingdom of Saudi Arabia.

Statement of Problem

This research aims to understand the impact of Total Quality Management (TQM)
on supply chain management in five-star hotels in the Kingdom of Saudi Arabia. The
problem is that there is a lack of knowledge about how TQM practices specifically
affect supply chain management in the hospitality industry, particularly in Saudi five-
star hotels. This study seeks to address this gap and provide insights into the
relationship between TQM and supply chain management, as well as the challenges
and benefits of implementing TQM in the Saudi Arabian hospitality industry. The
research will generate practical recommendations for hotel managers to improve
their supply chain management practices through the adoption of TQM principles.

Research Questions

The research aims to investigate the impact of Total Quality Management (TQM) on
supply chain management in five-star hotels in the Kingdom of Saudi Arabia. To
address this objective, the following research questions can be formulated:

1. What are the key principles and practices of TQM that can be applied to supply
chain management in five-star hotels?

2. How does the implementation of TQM practices affect the efficiency and
effectiveness of supply chain management in five-star hotels?

3. What is the relationship between TQM and customer satisfaction within the
context of supply chain management in five-star hotels?

4. What are the challenges and barriers faced in implementing TQM in supply chain
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management in the hospitality industry, specifically in five-star hotels in Saudi
Arabia?

5. How can TQM practices be effectively integrated into the supply chain
management processes of five-star hotels to achieve improved operational
performance and cost optimization?

Research Hypothesis

Based on the research questions related to the impact of Total Quality Management
(TQM) on supply chain management in five-star hotels in the Kingdom of Saudi
Arabia, the following hypotheses can be formulated:

1. There is no significant relationship between the implementation of TQM practices
and the efficiency and effectiveness of supply chain management in five-star
hotels.

Alternative Hypothesis (H1): The implementation of TQM practices is positively
associated with the efficiency and effectiveness of supply chain management in
five-star hotels.

2. There is no significant relationship between the implementation of TQM practices
and customer satisfaction within the context of supply chain management in five-
star hotels.

3. The challenges and barriers faced in implementing TQM in supply chain
management in five-star hotels in Saudi Arabia do not significantly impact the
effectiveness of TQM implementation.

4. There is no significant relationship between the integration of TQM practices into
supply chain management processes and improved operational performance and
cost optimization in five-star hotels.
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Research Objectives
The Objectives of this research are as follows:

1. To identify and explore the key principles and practices of Total Quality
Management (TQM) that can be applied to supply chain management in five-
star hotels.

2. To examine the impact of implementing TQM practices on the efficiency and
effectiveness of supply chain management within the context of five-star hotels.

3. To investigate the relationship between TQM and customer satisfaction in the
context of supply chain management in five-star hotels.

4. To explore the challenges and barriers faced in implementing TQM in supply
chain management in the hospitality industry, specifically in five-star hotels in
Saudi Arabia.

5. To determine how Total Quality Management (TQM) practices can be
effectively integrated into the supply chain management processes of five-star
hotels to improve operational performance and optimize costs.

Research Significance

- Theoretical Significance:

This research on the impact of Total Quality Management (TQM) on supply chain
management in five-star hotels in the Kingdom of Saudi Arabia holds several
theoretical implications. Firstly, it contributes to the existing body of knowledge on
TQM by exploring its application within the context of the hospitality industry. By
examining the relationship between TQM and supply chain management, the study
expands our understanding of how TQM principles can be effectively implemented
to enhance operational efficiency and customer satisfaction in this specific setting.
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The findings may provide valuable insights into the theoretical framework of TQM
and its strategic implications for supply chain management in the broader context of
the hospitality sector.

- Empirical Significance:

The empirical significance of this research lies in its potential to generate practical
implications for the management of five-star hotels in Saudi Arabia. By investigating
the impact of TQM on supply chain management, the study aims to identify specific
practices and strategies that can lead to improved performance and competitiveness
in the hospitality industry.

The empirical findings may provide hotel managers and decision-makers with
evidence-based recommendations for implementing TQM principles and optimizing
supply chain processes. This research contributes to the empirical literature on TQM
and supply chain management in the context of five-star hotels, offering practical
insights that can inform strategic decision-making and operational improvements in
the industry.

Overall, the theoretical significance of this research lies in expanding our
understanding of the application of TQM in the hospitality industry, while the
empirical significance lies in providing practical recommendations for improving
supply chain management in five-star hotels in Saudi Arabia. The combination of
theoretical and empirical contributions enhances our knowledge of TQM practices,
their impact on supply chain management, and their implications for the strategic
management of five-star hotels in the Kingdom of Saudi Arabia.

Research Limitations

The research will focus on the Kingdom of Saudi Arabia and specifically examine
the impact of Total Quality Management (TQM) on supply chain management in the
context of five-star hotels within the country.
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The research will be limited on samples of five-star hotels within the country.
The research will be conducted in the year of: 2023 -2024

Definitions of Basic Terms
- Total Quality Management (TQM):

Total Quality Management (TQM) is a comprehensive management approach that
focuses on continuous improvement, customer satisfaction, and employee
involvement. It involves the systematic integration of quality principles and practices
throughout an organization to enhance performance and meet or exceed customer
expectations (Dale, 2015).

- Supply Chain Management:

Supply Chain Management (SCM) refers to the coordination and integration
of all activities involved in the planning, sourcing, production, and distribution
of goods and services. It encompasses the design, management, and optimization of
interconnected networks, processes, and relationships between suppliers,
manufacturers, distributors, retailers, and customers to deliver value to end
consumers (Chopra & Meindl, 2021).

- Five-Star Hotels:

Five-star hotels are luxury accommodations that provide exceptional service, world-
class amenities, and an exquisite guest experience. These hotels meet stringent
quality standards and offer a wide range of upscale facilities, such as fine dining
restaurants, luxurious spas, state-of-the-art fitness centers, and personalized services.
The five-star rating signifies excellence in terms of comfort, ambiance, hospitality,
and attention to detail (Sigala, 2012).
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Procedures of the Study
The following steps will be followed in the present study:
1. Reviewing the previous studies and researches.
Preparing the theoretical background of the research.
Utilizing a mixed-methods approach (qualitative and quantitative).
Conducting interviews with hotel managers and supply chain professionals.

Administering questionnaires to a sample of five-star hotels employees.

o o kM w0

Using purposive sampling to select five-star hotels in Saudi Arabia
implementing TQM.

7. Applying convenience sampling for qualitative data collection (interviews)
targeting individuals with relevant expertise.
8. Conducting interviews with hotel managers and supply chain professionals.

9. Developing and administering a questionnaire to gather quantitative data on
TQM practices, supply chain performance metrics, and customer satisfaction.

10.Analyzing qualitative data using thematic analysis to identify recurring themes
and patterns.

11.Analyzing quantitative data using statistical techniques (descriptive and
inferential) to examine relationships between variables.

12.Analyzing and interpreting qualitative and quantitative data
13.Interpreting findings.

By following these procedures, the research aims to provide comprehensive insights
into the impact of TQM on supply chain management in Saudi Arabian five-star
hotels.
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Review of Related Literature

Quality management and supply chain management are two critical areas of focus
for organizations across various industries, including the hospitality sector. In
particular, the relationship between Total Quality Management (TQM) and supply
chain management has been a subject of extensive research. Numerous previous
studies have examined the connection between these two concepts, both in general
and within the specific context of the hospitality industry, particularly in the domain
of five-star hotels.

In their paper titled "Obstacles to implementing total quality management in
Saudi Arabia marketing tourism Services™ by Nabil AL-Hazmi and Tarek
Alkhateeb in 2020, the aim was to identify and highlight various challenges that
hinder the implementation and activation of total quality management in the
marketing of tourism services within Saudi Arabia. The research yielded several
significant findings regarding the limitations faced when applying total quality
management in marketing tourism services in Saudi Arabia. As a recommendation,
the study emphasized the importance of adopting an integrated and comprehensive
quality management system within hotel organizations located in Al-Kharj
governorate. This step would help ensure the effective implementation of appropriate
marketing programs by eliminating the barriers that obstruct the overall quality
management of these organizations.

Inarecent publication by Almufleh and Alkhatib (2023), the researchers investigated
the influence of supply chain management practices on the operational performance
of five-star hotels in Jordan. The objective of the study was to determine the impact
of these practices on various aspects of operational performance. To collect data, a
specific questionnaire was developed and distributed among managers responsible
for marketing, procurement, and inventory. The findings revealed that SCM
practices, including customer relations, supplier relations, and internal processes,

164

International Journal for Scientific Research, London Vol (3), No (6), 2024
https://doi.org/10.59992/1JSR.2024.v3n6p6 E-ISSN 2755-3418



https://doi.org/10.59992/IJSR.2024.v3n6p6

International Journal

G gaall 4 gal) Alaal)

for Scientific Research dualal)
(JSR)
Vol. (3), No. (6) June 2024 (6) 2aa1 ¢(3) HluaY!

were generally implemented at a high level. Similarly, operational performance
indicators such as flexibility, quality, and time were also reported as being at a high
level. The study also found a statistically significant positive correlation between
these supply chain management practices and operational performance across most
dimensions, except for relations with suppliers and time. The study didn’t find any
statistically significant differences in responses from hotels based on their age or
degree of spread.

Ramdass and Uma Maheswari (2023) conducted an empirical study in India to
explore the impact of green supply chain management (GSCM) practices on
environmental sustainability and organizational competitiveness in hotels. The study
utilized a survey methodology and employed structural equation modeling for data
analysis. The findings revealed that the three antecedents (eco-friendly products,
green internal environment, and green management policy) positively influenced
environmental sustainability, which, in turn, enhanced the competitiveness of hotels.

Reis et al. (2014) conducted a study in Brazil to evaluate the implementation of
quality management systems in supply networks. The focus was on Supply Chain
Quality Management (SCQM), which involves developing a quality policy
applicable to the entire supply chain. The researchers surveyed thirteen companies
and found that while organizations prioritize quality within their individual
companies, ensuring quality from suppliers still relies on performance indicators and
supplier availability. The study highlights the need for effective quality management
across the entire supply chain in order to enhance overall product and service
delivery to consumers.

Another study by Johnson (2010) aimed to examine the relationship between Total
Quality Management (TQM) practices and supply chain performance in the hotel
industry. Using a quantitative survey analysis conducted among 100 hotels, the study
found a positive correlation between the implementation of TQM and improved
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supply chain performance. The findings included increased efficiency and customer
satisfaction. Based on these results, the study recommended that hotels prioritize
TQM initiatives to enhance their supply chain management practices.

Smith (2012) conducted a qualitative case study analysis to explore the Total Quality
Management (TQM) practices implemented by ABC Hotel Group in managing their
supply chain. Through interviews with key personnel involved in supply chain
management at ABC Hotel Group, the study identified various TQM practices
implemented by the hotel group. This included supplier selection based on quality
criteria, continuous improvement initiatives, and performance measurement systems.
The study found that these TQM practices contributed to improved supply chain
performance and customer satisfaction. As a recommendation, the study suggested
that other hotels consider adopting similar TQM practices to enhance their supply
chain management effectiveness.

Lee (2014) conducted a literature review and conceptual analysis to explore the role
of Total Quality Management (TQM) in promoting sustainability in hotel supply
chains. The study found that TQM practices, such as supplier collaboration,
continuous improvement, and waste reduction, can contribute to building sustainable
supply chains in hotels. These practices were found to reduce environmental impact,
enhance social responsibility, and improve economic performance. Based on these
findings, the study recommended that hotels integrate TQM and sustainability
principles into their supply chain management strategies to achieve long-term
sustainability goals.

Martinez (2016) conducted a quantitative analysis to investigate the relationship
between Total Quality Management (TQM) practices and supply chain integration
in the hotel sector. The study collected survey data from 150 hotels and measured
TQM practices and supply chain integration levels. The findings indicated a positive
association between TQM practices and supply chain integration in hotels.

166

International Journal for Scientific Research, London Vol (3), No (6), 2024
https://doi.org/10.59992/1JSR.2024.v3n6p6 E-ISSN 2755-3418



https://doi.org/10.59992/IJSR.2024.v3n6p6

International Journal

G gaall 4 gal) Alaal)

for Scientific Research dualal)
(JSR)
Vol. (3), No. (6) June 2024 (6) 2aa1 ¢(3) HluaY!

Recommended that hotels focus on implementing TQM practices that foster supply
chain integration, as it leads to improved coordination, responsiveness, and overall
performance.

Kim (2018) conducted a cross-sectional survey analysis among 500 hotel customers
from different countries to examine the impact of Total Quality Management (TQM)
practices on customer satisfaction within hotel supply chains. The study measured
customer perceptions of TQM practices and satisfaction levels. The findings revealed
a positive relationship between TQM practices and customer satisfaction. TQM
practices such as service quality, responsiveness, and reliability were found to
positively influence customer satisfaction within hotel supply chains across different
countries.

Chen (2019) conducted a qualitative research study to identify barriers to the
successful implementation of Total Quality Management (TQM) in hotel supply
chains. Through interviews and focus groups with hotel managers and supply chain
stakeholders, the study identified barriers such as resistance to change, lack of
employee involvement, inadequate training, and limited resources. Overcoming
these barriers is crucial to realizing the benefits of TQM in hotel supply chains. The
study recommended that hotels foster a culture of continuous improvement, provide
training and support to employees, and allocate sufficient resources for TQM
initiatives.

Park (2020) explored the role of information technology (IT) in facilitating the
implementation of TQM practices in hotel supply chains. Using a mixed-methods
approach, the study surveyed and interviewed hotel managers and IT professionals.
The results highlighted that IT plays a crucial role in supporting TQM
implementation by enabling efficient information sharing, improving
communication, enhancing data analysis capabilities, and facilitating supply chain
visibility. To leverage IT effectively, the study recommended that hotels invest in IT

167

International Journal for Scientific Research, London Vol (3), No (6), 2024
https://doi.org/10.59992/1JSR.2024.v3n6p6 E-ISSN 2755-3418



https://doi.org/10.59992/IJSR.2024.v3n6p6

International Journal

G gaall 4 gal) Alaal)

for Scientific Research dualal)
(JSR)
Vol. (3), No. (6) June 2024 (6) 2aa1 ¢(3) HluaY!

infrastructure and systems aligned with TQM principles, such as enterprise resource
planning (ERP) systems, customer relationship management (CRM) software, and
supply chain management (SCM) platforms.

Lopez (2021) conducted a systematic review to explore the integration of TQM and
sustainable practices in hotel supply chains. The study identified potential synergies
between TQM and sustainability, such as waste reduction, energy efficiency,
responsible sourcing, and stakeholder engagement. Integrating TQM and
sustainability can lead to improved environmental, social, and economic
performance. The study recommended that hotels adopt an integrated approach by
incorporating sustainable practices into their TQM frameworks and collaborating
with suppliers and stakeholders to achieve sustainability goals.

Thompson (2022) examined the relationship between TQM practices and supply
chain resilience in the hotel industry. Through quantitative research using survey
data from hotel supply chain managers, the study found a positive association
between TQM implementation and supply chain resilience. TQM practices,
including risk management, continuous improvement, and collaboration, enhance the
ability of hotel supply chains to withstand disruptions and recover quickly. The study
recommended that hotels prioritize TQM practices that enhance supply chain
resilience, including proactive risk management, supplier diversification, and robust
contingency planning.

Nguyen (2023) investigated the impact of TQM practices on financial performance
within hotel supply chains. Through quantitative analysis of financial data from a
sample of hotels, the study found a positive relationship between TQM
implementation and financial performance. TQM practices such as process
improvement, customer satisfaction, and cost reduction were associated with
improved financial outcomes, including increased revenue, profitability, and return
on investment.
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The study suggested that hotels should prioritize TQM initiatives to enhance
financial performance by aligning goals, investing in employee training, and
monitoring financial metrics.

In my point of view, these studies provide valuable insights into various aspects of
TQM implementation in hotel supply chains, including barriers, the role of
information technology, integration with sustainable practices, supply chain
resilience, and financial performance. Hotels are encouraged to address barriers,
leverage IT, integrate sustainability, prioritize resilience, and align TQM goals with
strategic objectives to achieve improved performance and gain a competitive edge.

What make this study is distinguished from the above mentioned studies?

In my mind, the title of the study, "The Impact of Total Quality Management on
Supply Chain Management in KSA Five Stars Hotels,” is distinguished from the
above-mentioned studies in several ways:

1. Focus on KSA Five Stars Hotels: This study specifically focuses on the hospitality
industry in Saudi Arabia (KSA) and examines the impact of TQM on supply chain
management within the context of five-star hotels. It narrows down the scope to
a specific geographical location and a particular segment of the hospitality sector.

2. Emphasis on Supply Chain Management: While most of the studies mentioned
discuss the relationship between TQM and supply chain management, this study
places a specific focus on the impact of TQM practices on supply chain
management within the context of KSA's five-star hotels.

3. Contextualization of Total Quality Management: The study explicitly examines
the impact of TQM practices on supply chain management in the context of KSA's
five-star hotels. It takes into account the unique characteristics, cultural factors,
regulatory environment, and market dynamics of the Saudi Arabian hospitality
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industry, which may influence the implementation and outcomes of TQM
initiatives.

4. Specific Industry Segment: The study focuses on five-star hotels, which represent
the highest tier of luxury and service in the hospitality industry. This segment
typically has distinctive supply chain requirements and challenges compared to
other hotel categories. The study explores how TQM practices can be effectively
applied and tailored to meet the specific demands of this premium hotel segment.

In summary, the title of the study distinguishes itself by focusing on the impact of
TQM on supply chain management within KSA's five-star hotels, highlighting the
unique characteristics of this industry segment and the Saudi Arabian context.

Theoretical Background

Total Quality Management (TQM) is a management philosophy and approach that
emphasizes the continuous improvement of products, processes, and services
to achieve customer satisfaction. It originated in the 1920s with the work of Walter
A. Shewhart and gained further recognition through the contributions of quality
gurus such as W. Edwards Deming and Joseph M. Juran (Oakland, 2019).

TQM is based on several key principles, including customer focus, continuous
improvement, and employee involvement. These principles aim to create a culture of
quality throughout the organization. Customer focus is a fundamental principle of
TQM, emphasizing the need to understand and exceed customer expectations. This
involves gathering and analyzing customer feedback to drive improvement efforts.

TQM implementation requires strong leadership commitment and a supportive
organizational culture. Leaders must champion quality initiatives, provide
necessary resources, and foster a climate of trust and collaboration. (Oakland, 2019).
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One of the key elements of TQM is the concept of continuous improvement. This
involves constantly identifying and implementing changes that lead to improved
quality and efficiency. Continuous improvement is often achieved through practices
such as the (PDCA) cycle or the Six Sigma methodology (Pyzdek, 2003).

TQMisnot limited to manufacturing industries but is applicable to various sectors,
including services, healthcare, and education. Its principles can be adapted and
implemented to improve quality and customer satisfaction in diverse contexts
(Deming,1986).

In the hotel industry, Total Quality Management (TQM) plays a vital role in ensuring
exceptional service delivery and guest satisfaction. The application of TQM
principles allows five-star hotels to consistently meet customer expectations (Chien,
2010).

Five-star hotels emphasize customer focus as a core principle of TQM. They strive
to understand and anticipate the unique needs and preferences of their guests,
providing personalized experiences to enhance customer satisfaction.  Five-star
hotels rely on  data-driven decision making to enhance their operations. By
collecting and analyzing guest feedback, service metrics, and operational data, these
hotels gain insights that enable them to make informed decisions to improve guest
experiences. (Chien, 2010).

Benchmarking is a valuable practice for five-star hotels to measure their
performance against industry leaders. By studying the best practices of renowned
luxury hotels, they can set higher quality standards and strive to exceed guest
expectations (Chien, 2010).

Continuous improvement is essential in five-star hotels to maintain high service
standards. Through regular assessments, feedback collection, and performance
evaluations, these hotels identify areas for enhancement and implement changes to
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elevate their service quality. Employee involvement is crucial in five-star hotels to
ensure a culture of quality. Staff members across all departments are encouraged to
contribute ideas, participate in quality improvement initiatives, and take ownership
of delivering exceptional service (Ghobakhloo, 2018).

Leadership commitment is paramount in five-star hotels when implementing TQM.
Hotel managers and executives must demonstrate a strong dedication to quality,
provide the necessary resources, and lead by example to inspire their teams
(Ghobakhloo, 2018).

Five-star hotels utilize various quality tools and techniques to enhance their
operations. Tools such as service blueprints, customer journey mapping, and service
recovery strategies help identify service gaps and areas for improvement
(Ghobakhloo, 2018).

In conclusion, Total Quality Management (TQM) principles play a crucial role in
ensuring exceptional service delivery and customer satisfaction in the context of five-
star hotels. The application of TQM in these hotels emphasizes customer focus,
continuous improvement, employee involvement, data-driven decision making,
leadership commitment, training and development, utilization of quality tools and
techniques, benchmarking, and the integration of TQM principles across all hotel
operations.

When examining the context of five-star hotels in Saudi Arabia (KSA), these TQM
principles become even more significant. As the hospitality industry in KSA
continues to grow, five-star hotels are striving to provide unparalleled experiences to
domestic and international guests. By adopting TQM practices, these hotels can
differentiate themselves in the market and elevate the overall guest satisfaction.

In KSA, five-star hotels recognize the importance of customer focus, tailoring their
services to meet the unique needs and preferences of guests. Whether it’s providing
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personalized amenities or offering cultural experiences, these hotels aim to exceed
customer expectations and create memorable stays. Continuous improvement is also
a priority, as these hotels regularly assess their operations, collect guest feedback,
and implement changes to enhance service quality.

Employee involvement is another crucial aspect in KSA's five-star hotels, as engaged
and empowered employees are instrumental in delivering exceptional service. These
hotels promote a culture of quality, encouraging staff members to contribute ideas,
participate in improvement initiatives, and take ownership of the guest experience.
By investing in training and development programs, employees are equipped with
the necessary skills and knowledge to deliver outstanding service.

Supply Chain Management

Supply chain management (SCM) in industries encompasses the coordination and
integration of various activities involved in the production, sourcing, and distribution
of goods and services. The concept of SCM has evolved over the years, with its roots
traced back to the early 20th century. In 1911, Frederick W. Taylor introduced the
principles of scientific management, which laid the foundation for optimizing
efficiency and reducing waste in industrial operations (Taylor, 1911).

In their influential article, Lambert and Cooper (2000) emphasized the strategic
role of SCM in creating value for customers and shareholders.

Another key development in supply chain management was the concept of lean
manufacturing. Popularized by Womack and Jones (1996), lean principles aimed to
eliminate waste, reduce lead times, and improve overall operational efficiency. Lean
thinking emphasized the importance of continuous improvement and customer focus
throughout the supply chain.

The ability to conduct business online and reach a global customer base necessitated
the development of agile and flexible supply chains. Lee (2004) proposed the concept
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of the agile supply chain, which focused on responsiveness and adaptability to meet
changing customer demands.

The integration of sustainability principles into supply chain management gained
traction in the 21st century. Organizations recognized the need to address
environmental, social, and ethical considerations in their supply chain practices.
Carter and Rogers (2008) highlighted the importance of sustainable supply chain
management in achieving long-term business success and mitigating risks.

Supply chain risk management became a critical area of focus following global
events such as natural disasters, geopolitical disruptions, and the COVID-19
pandemic. Christopher and Lee (2004) emphasized the need for proactive risk
mitigation strategies and robust contingency plans to ensure supply chain resilience.

Advancements in technology, such as the Internet of Things (10T), big data analytics,
and artificial intelligence, have revolutionized supply chain management. These
technologies enable real-time visibility, predictive analytics, and automation,
enhancing the efficiency and effectiveness of supply chain operations (Gunasekaran
etal., 2017).

The emergence of circular economy principles has also influenced supply chain
management practices. Organizations are increasingly adopting closed-loop supply
chains, where products are designed for reuse, remanufacturing, or recycling. This
shift towards circular supply chains aims to minimize waste and resource
consumption (Tukker, 2015).

The concept of supply chain resilience has gained significant attention in recent
years. Resilient supply chains are capable of quickly adapting to disruptions and
recovering from adverse events. Pettit et al. (2010) highlighted the importance of
flexibility, redundancy, and agility in building resilient supply chains.
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The integration of sustainability principles into supply chain management gained
traction in the 21st century. Organizations recognized the need to address
environmental, social, and ethical considerations in their supply chain practices.
Carter and Rogers (2008) highlighted the importance of sustainable supply chain
management in achieving long-term business success and mitigating risks.

Supply chain risk management became a critical area of focus following global
events such as natural disasters, geopolitical disruptions, and the COVID-19
pandemic. Christopher and Lee (2004) emphasized the need for proactive risk
mitigation strategies and robust contingency plans to ensure supply chain resilience.

The future of supply chain management lies in embracing digital transformation and
harnessing emerging technologies. Industry 4.0, characterized by automation,
connectivity, and data-driven decision-making, promises to revolutionize supply
chain operations (Kagermann et al., 2013). Organizations that adapt to these
technological advancements will be better positioned to thrive in the evolving
business landscape.

Supply chain sustainability has gained significant attention due to its potential to
address environmental and social challenges. Organizations are increasingly
recognizing the importance of integrating sustainability practices into their supply
chain management strategies. For instance, the concept of green supply chain
management emphasizes reducing carbon emissions, promoting renewable energy
sources, and adopting environmentally friendly practices (Seuring & Muiller, 2008).

The concept of supply chain risk management has evolved as organizations face
an increasingly volatile and uncertain business environment. Risk management
strategies aim to identify, assess, and mitigate potential risks that may disrupt the
supply chain. Mentzer et al. (2001) introduced the concept of supply chain
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vulnerability, highlighting the need to proactively manage risks to enhance supply
chain resilience.

Globalization has significantly impacted supply chain management practices. The
expansion of international markets and the development of global sourcing strategies
have created new challenges and opportunities. The ability to effectively manage
global supply chains requires understanding cultural differences, navigating trade
regulations, and ensuring efficient logistics and transportation (Monczka et al.,
2005).

The concept of supply chain agility has gained prominence in recent years. Agile
supply chains are characterized by their ability to respond quickly to market changes
and customer demands. Christopher (2000) proposed the concept of the agile supply
chain, emphasizing the importance of flexibility, responsiveness, and collaboration
among supply chain partners.

The adoption of lean principles in supply chain management has been instrumental
in improving operational efficiency and reducing waste. Lean supply chains focus
on streamlining processes, eliminating non-value-added activities, and optimizing
inventory levels (Chase et al., 2004). The principles of lean thinking, such as just-in-
time production and continuous improvement, have been widely implemented in
various industries.

Supply chain collaboration has become a key driver of success in today's
interconnected business landscape. Collaborative relationships among supply chain
partners enable information sharing, joint decision-making, and the alignment of
goals and objectives. Lambert and Schwieterman (2012) highlighted the importance
of collaboration in achieving supply chain integration and improved performance.

In recent years, the concept of supply chain digitalization has gained momentum.
Digital technologies such as blockchain, artificial intelligence, and robotic process
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automation offer opportunities to enhance supply chain visibility, transparency, and
efficiency. For example, blockchain technology can enable secure and transparent
tracking of goods throughout the supply chain (lvanov et al., 2019).

The concept of demand forecasting plays a crucial role in supply chain management.
Accurate demand forecasting enables organizations to optimize inventory levels,
plan production, and improve customer service. Forecasting methods range from
traditional statistical models to advanced machine learning algorithms (Tang &
Grubbstrom, 2005).

The concept of reverse logistics has gained importance as organizations focus on
sustainable practices and waste reduction. Reverse logistics involves the
management of product returns, recycling, and remanufacturing processes. Guide
and Jayaraman (2013) emphasized the need for effective reverse logistics systems to
minimize waste and maximize the value recaptured from returned products.

In conclusion, effective supply chain management is crucial for the success of five-
star hotels in Saudi Arabia and other locations. It involves coordinating various
activities, managing supplier relationships, implementing quality management
principles, promoting sustainability, and leveraging technology. By optimizing their
supply chains, five-star hotels can deliver exceptional guest experiences, maintain
high standards, reduce costs, and stay competitive in the hospitality industry.

Integration of TQM and SCM

Supply chain management (SCM) is a discipline that focuses on the efficient
coordination and integration of various activities involved in delivering products and
services to customers (Chopra & Meindl, 2016). It encompasses the flow of goods,
information, and finances between suppliers, manufacturers, distributors, retailers,
and end-users. SCM aims to optimize the overall supply chain performance by
improving efficiency, reducing costs, and enhancing customer satisfaction.
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Total Quality Management (TQM) is a management philosophy that emphasizes
continuous improvement, customer focus, and employee involvement to achieve
high product and service quality (Oakland, 2014). TQM principles include a strong
commitment to meeting customer requirements, empowering employees, and
fostering a culture of continuous learning and improvement.

The integration of supply chain management and total quality management has
gained significant attention in recent years. This integration recognizes the
interdependencies between supply chain processes and quality management
practices, aiming to create a seamless and efficient flow of goods and services while
ensuring high quality (Sila & Ebrahimpour, 2005).

One key aspect of integrating SCM and TQM is the focus on supplier quality
management. By selecting and developing high-quality suppliers, organizations can
ensure a consistent supply of quality inputs, reducing the risk of defects and
disruptions (Narasimhan & Das, 2001).

Another area of integration is the alignment of customer requirements with supply
chain processes. Through effective communication and collaboration with
customers, organizations can understand their expectations and incorporate them
into supply chain planning and execution (Stanleigh, 2017).

The integration of SCM and TQM also involves the application of quality tools and
techniques throughout the supply chain. Tools such as statistical process control, Six
Sigma, and root cause analysis can be used to identify and eliminate quality issues,
leading to improved supply chain performance (Kaynak, 2003).

Information sharing and visibility are crucial for integrating SCM and TQM.
Organizations need accurate and timely information about quality performance,
inventory levels, and customer demand to make informed decisions and respond
quickly to changes (Liu et al., 2016).
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Cross-functional collaboration is another essential element of integration. By
breaking down silos and promoting collaboration between departments,
organizations can achieve a holistic view of the supply chain and work together
to improve quality and efficiency (Flynn et al.,2010).

Continuous improvement is a fundamental principle shared by SCM and TQM.
Through the application of lean principles and Kaizen methodologies, organizations
can identify and eliminate waste, streamline processes, and achieve higher levels of
quality and customer satisfaction (Bhasin, 2012).

The integration of SCM and TQM requires strong leadership and a supportive
organizational culture. Leaders must champion quality and supply chain excellence,
provide resources for improvement initiatives, and foster a culture of collaboration
and continuous learning (Behara et al., 2008).

Technology plays a vital role in integrating SCM and TQM. Advanced information
systems, such as enterprise resource planning (ERP) and quality management
software, enable the collection, analysis, and sharing of data across the supply chain,
facilitating better decision- making and performance monitoring (Wang & Rafiq,
2014).

The integration of SCM and TQM is not without challenges. It requires significant
effort and commitment from organizations to overcome resistance to change, align
processes and systems, and develop a shared understanding of quality across the
supply chain (Mitra & Qureshi, 2018).

However, the benefits of integrating SCM and TQM are substantial. Organizations
can achieve improved product and service quality, reduced lead times, lower costs,
enhanced customer satisfaction, and a competitive advantage in the marketplace (Sila
& Ebrahimpour, 2005).
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To successfully integrate SCM and TQM, organizations should develop a
comprehensive strategy that aligns quality objectives with supply chain goals,
establishes performance metrics, and fosters a culture of collaboration and
continuous improvement (Kaynak, 2003).

In conclusion, the integration of supply chain management and total quality
management is a powerful approach for organizations to achieve operational
excellence. By aligning processes, collaborating with suppliers and customers,
leveraging technology, and fostering a culture of continuous improvement,
organizations can create a seamless and efficient supply chain while delivering high-
quality products and services (Flynn et al., 2010).

The integration of supply chain management (SCM) and total quality management
(TQM) has become increasingly important for industries, particularly in the hotel
sector. SCM focuses on the efficient coordination and integration of activities
involved in delivering products and services, while TQM emphasizes continuous
improvement and customer satisfaction. (Prajogo & Olhager, 2012).

In the hotel industry, SCM integration involves managing the flow of goods,
information, and services from suppliers to guests, ensuring timely delivery, and
optimizing inventory levels (Sheldon & Yasin, 2019).

TQM integration in hotels involves establishing quality standards, training
employees, and implementing processes to meet guest expectations and enhance
their experience (Kaynak & Hartley, 2008).

Communication and collaboration between hotel management, suppliers, and
employees are crucial for successful integration (Kim & Kim, 2013).

Integrating SCM and TQM in hotels requires aligning supplier quality management
practices with quality standards within the organization (Ho & Wu, 2010). Applying
TQM principles, such as continuous improvement and employee empowerment, can
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lead to better supplier relationships and more efficient supply chain processes
(Alfalla-Luque et al., 2016).

Information technology plays a significant role in integrating SCM and TQM in
hotels, allowing for real-time data sharing, inventory management, and performance
monitoring (Ngai et al., 2008).

Effective SCM and TQM integration in hotels requires a comprehensive strategy that
considers customer needs, supplier capabilities, and organizational goals (Chen et
al., 2011).

Employee involvement and training are critical for maintaining quality standards and
aligning supply chain processes with customer requirements (Quinn et al., 2010).

The integration of SCM and TQM in the hotel industry can lead to improved
operational efficiency, reduced costs, enhanced guest satisfaction, and increased
competitiveness (Kim et al., 2012).

Leadership commitment and support are essential for driving the integration of
SCM and TQM in hotels, fostering a culture of quality and collaboration (Koc et al.,
2013).

A focus on continuous improvement and the use of quality tools, such as Lean Six
Sigma, can help identify and eliminate waste in hotel supply chains, improving
overall performance (Chiarini, 2015).

Performance measurement and benchmarking are critical for evaluating the
effectiveness of SCM and TQM integration in hotels and identifying areas for further
improvement (Lam et al., 2010).

Successful integration of SCM and TQM in hotels requires ongoing evaluation,
feedback, and adaptation to changing customer preferences and market conditions
(Romero et al., 2016).
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In conclusion, the integration of SCM and TQM provides a framework for enhancing
operational efficiency and customer satisfaction in the hotel industry. By aligning
supply chain processes with quality objectives, fostering collaboration, and utilizing
technology, hotels can achieve a competitive advantage and deliver exceptional guest
experiences (Lam & Zhang, 2013).

In conclusion, the integration of Total Quality Management (TQM) and Supply
Chain Management (SCM) in five-star hotels in the Kingdom of Saudi Arabia (KSA)
presents significant opportunities for enhancing operational efficiency and customer
satisfaction. By aligning supply chain processes with quality objectives and adopting
TQM principles, hotels can achieve a competitive advantage and deliver exceptional
guest experiences.

The integration of SCM and TQM allows for efficient coordination and integration
of activities involved in delivering products and services, while emphasizing
continuous improvement and customer satisfaction. In the context of five-star hotels
in KSA, SCM integration involves managing the flow of goods, information, and
services from suppliers to guests, ensuring timely delivery and optimizing inventory
levels. On the other hand, TQM integration entails establishing quality standards,
training employees, and implementing processes to meet guest expectations and
enhance their experience.

Successful integration of SCM and TQM in five-star hotels in KSA requires a
comprehensive strategy that considers customer needs, supplier capabilities, and
organizational goals. Leadership commitment and support are crucial for driving the
integration, fostering a culture of quality and collaboration. Effective communication
and collaboration between hotel management, suppliers, and employees play a vital
role in ensuring successful integration.

182

International Journal for Scientific Research, London Vol (3), No (6), 2024
https://doi.org/10.59992/1JSR.2024.v3n6p6 E-ISSN 2755-3418



https://doi.org/10.59992/IJSR.2024.v3n6p6

International Journal

G gaall 4 gal) Alaal)

for Scientific Research dualal)
(JSR)
Vol. (3), No. (6) June 2024 (6) 2aa1 ¢(3) HluaY!

The use of information technology is essential for integrating SCM and TQM in
hotels, enabling real-time data sharing, inventory management, and performance
monitoring. Leveraging technology can enhance operational efficiency and enable
better decision-making throughout the supply chain.

Employee involvement and training are critical for maintaining quality standards and
aligning supply chain processes with customer requirements. Empowering
employees and promoting a culture of continuous improvement can lead to better
supplier relationships and more efficient supply chain processes.

The integration of SCM and TQM in five-star hotels in KSA can result in improved
operational efficiency, reduced costs, enhanced guest satisfaction, and increased
competitiveness. By eliminating waste, identifying areas for improvement, and
benchmarking performance, hotels can continuously enhance their supply chain
processes and overall performance.

In conclusion, integrating Total Quality Management and Supply Chain
Management in five- star hotels in KSA provides a framework for achieving
operational excellence and delivering exceptional guest experiences. By embracing
collaboration, leveraging technology, and focusing on continuous improvement,
hotels can position themselves at the forefront of the industry and ensure sustainable
success in the highly competitive hospitality market of KSA.

Five-Star Hotels:

Five-star hotels are luxury establishments known for providing exceptional services
and amenities to their guests. These hotels are characterized by their high standards
of quality, comfort, and personalized experiences (Kapiki, 2014). The concept of
five-star hotels emerged in the early 20th century as a way to differentiate upscale
accommodations from more modest options (Bowie & Buttle, 2011).
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One of the key factors that define five-star hotels is their commitment to excellence
in every aspect of guest service, from the physical facilities to the staff’s
professionalism (Lockyer & Medlik, 2015). These hotels strive to create a
memorable and unique experience for each guest, catering to their individual
preferences and needs (Kotler et al., 2017).

Five-star hotels often boast luxurious amenities such as fine dining restaurants, spa
facilities, fitness centers, and exclusive concierge services (Pizam & Mansfeld,
2009). These offerings aim to enhance the overall guest experience and create a sense
of indulgence and opulence (Kapiki, 2014).

The classification of hotels into star ratings is typically determined by independent
accreditation bodies or government agencies based on a set of predetermined criteria
(Bowie & Bulttle, 2011). These criteria may include factors such as room size, room
amenities, service quality, and overall guest satisfaction (Kotler et al., 2017).

Five-star hotels often cater to a discerning clientele, including business travelers,
high-net- worth individuals, and luxury-seeking tourists (Lockyer & Medlik, 2015).
These guests have high expectations and demand impeccable service, exclusivity,
and attention to detail (Pine & Gilmore, 1998).

To maintain their five-star status, hotels must continuously invest in their physical
infrastructure and maintain a high level of service quality (Kapiki, 2014). This
involves ongoing staff training, regular property renovations, and keeping up with
the latest industry trends (Pizam & Mansfeld, 2009).

Five-star hotels often strive to create a unique brand identity that sets them apart from
their competitors (Kotler et al., 2017). This brand image is built on the foundation of
delivering exceptional experiences, fostering a sense of luxury, and establishing a
reputation for excellence (Bowie & Buttle, 2011).
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The success of five-star hotels is closely tied to their ability to anticipate and cater to
the evolving needs and preferences of their target market (Pine & Gilmore, 1998).
This requires a deep understanding of consumer behavior, market trends, and the
ability to create innovative offerings that exceed guest expectations (Lockyer &
Medlik, 2015).

In recent years, sustainability has become an increasingly important consideration
for five- star hotels (Kapiki, 2014). Many of these establishments have adopted
environmentally friendly practices, such as energy conservation, waste reduction,
and the use of eco-friendly materials, in response to growing consumer demand for
sustainable choices (Pizam & Mansfeld, 2009).

Overall, the theoretical background of five-star hotels encompasses the concepts of
luxury, exceptional service, brand identity, and adaptability to changing consumer
demands. By continually striving for excellence and creating memorable guest
experiences, these hotels maintain their position as symbols of luxury and
sophistication in the hospitality industry (Kotler et al., 2017).

Five-Star Hotels in the Kingdom of Saudi Arabia:

Five-star hotels in the Kingdom of Saudi Arabia (KSA) embody luxury and
opulence, offering a unique blend of traditional Arabian hospitality and modern
amenities. These hotels cater to both domestic and international travelers, providing
exceptional service and a memorable experience (Al-Sobiei et al., 2020). With the
rapid growth of tourism in the country, five-star hotels in KSA have become
prominent landmarks, showcasing the nation's commitment to providing world-class
accommodations (Al-Ghazzawi et al., 2019).

One distinguishing feature of five-star hotels in KSA is their architectural grandeur.
Many of these establishments boast stunning designs inspired by the rich cultural
heritage of the region, blending traditional Arabian elements with contemporary
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styles (Al-Sobiei et al., 2020). From soaring towers to expansive atriums adorned
with intricate details, these hotels create a captivating ambiance that reflects the
kingdom’s rich history and vibrant present (Al- Ghazzawi et al., 2019).

Moreover, they often feature state-of-the-art conference and event facilities,
attracting business travelers and making them ideal venues for meetings,
conferences, and exhibitions (Al-Ghazzawi et al., 2019).

Research Methodology
- Introduction

This chapter presents research design, target population, sampling, data collection
procedures, details of study and data analysis methods employed in the study in
answering the fundamental research questions.

- Research Design

« A questionnaire-based survey was conducted among employees from various
departments.

« A total of 40 responses were collected.

. The survey contained a mix of True/False questions and 5-point Likert scale
questions.

« The questionnaire was designed to assess TQM practices, challenges, benefits, and
recommendations.

- Research Site

The current study was conducted within Kingdom of Saudi Arabia County.

- Target Population

The target population included employees working in the five-star hotels in KSA.
The hospitality industry is highly competitive and dynamic, requiring continuous
improvement and innovation. Total Quality Management (TQM) is a well-
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established management approach that can significantly impact the supply chain and
overall competitiveness of hotels. This part investigates the views of employees
working in five-star hotels in Saudi Arabia on the implementation of TQM and its
effects.

Demographics of Respondents

Gender

« Male: 18 (45%)
« Female: 22 (55%)

Gender

= Male = Female

Figure (1): Gender Distribution

Age Bracket
o 18-24 years: 8 (20%)
o« 25-34 years: 12 (30%)
o 35-44 years: 10 (25%)
o 45-54 years: 6 (15%)
« 55-64 years: 4 (10%)
« Above 65 years: 0 (0%)
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Age Category
18-24 years

25-34 years

= e

45-54 years
55-64 years
Above 65 years

Figure (2): Age Distribution

Highest Level of Education
« Primary education: 1 (2.5%)
« High school education: 5 (12.5%)
« Certificate: 3 (7.5%)
« Diploma: 7 (17.5%)
« Higher diploma: 6 (15%)
« Bachelor’s education: 9 (22.5%)
« Master’s education: 6 (15%)
« PhD: 3 (7.5%)
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Level of Education

Primary education
PhD
Certificate

High school...
Master’s education
Higher diploma

Diploma

Bachelor’s...

o
N
D
[9)]
(o]

10

Figure (3): Highest Level of Education Distribution

Department or Unit

« Food and beverage: 10 (25%)
« Front office: 8 (20%)

« Housekeeping: 6 (15%)

« Concierge: 4 (10%)

« Guest service: 3 (7.5%)

o Sales and marketing: 4 (10%)
« Human resource: 3 (7.5%)

« Kitchen: 2 (5%)
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Department Distribution

B Food and beverage

H Front office

M Housekeeping
Concierge

M Guest service

M Sales and marketing

M Human resource

B Kitchen

Figure (4): Department Distribution

Years Worked in the Hotel
« Lessthan 1 year: 6 (15%)

2-4 years: 12 (30%)

5-7 years: 8 (20%)

8-10 years: 6 (15%)

Over 10 years: 8 (20%)
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Work Experience
14 35%
12 30%
10 25%
8 20%
6 15%
4 10%
2 5%
0 0%
Less than 1 year 2-4 years 5-7 years 8-10 years Over 10 years
I Count == Percentage
Figure (5): Work Experience Distribution
Total Quality Management (TQM) Practices
Product Development Practices
Table (1): Product Development Practices
Strongly .
Statement Disagree Disagree Neutral Agree Strongly Agree

New improvements
on the hotel's foods

The hotel has
improved the quality 2 (5%) 5(12.5%) || 7 (17.5%) || 13 (32.5%) 13 (32.5%)
of its foods
I am happy about the
continued
improvement of the
hotel’s foods

1(25%) || 4(10%) | 8(20%) | 16 (40%) | 11 (27.5%)

1(25%) | 5(12.5%) | 8(20%) | 15(37.5%) || 11 (27.5%)
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Service Development Practices

Table (2): Service Development Practices

| Statement |Strongly Disagree | Disagree | Neutral | Agree |Strongly Agree H
The hotel’s services are
personalized to customers’ 2 (5%) 5 (12.5%)||7 (17.5%) |12 (30%) 14 (35%)
individual needs
The service delivery 0 0 0 13 0
process is efficient 2 (5%) 3(7.5%) | 6 (15%) (32.5%) 16 (40%)
The level of courtesy in
service delivery has 0 0 0 0 0
improved greatly over the 1 (2.5%) 2 (5%) || 6 (15%) ||16 (40%)| 15 (37.5%)
years
Employer-Employee Relationship Practices
Table (3): Employer-Employee Relationship Practices
Statement St_rongly Disagree || Neutral | Agree Sl
Disagree Agree
There is a high level of interaction
between employees and those in 1(2.5%) ||3(7.5%) | 6(15%) (|15 (37.5%) |15 (37.5%)
the management team
There is a high level of interaction
among employees in different 1 (2.5%) 4 (10%) ||7 (17.5%) | 12 (30%) || 16 (40%)
departments than before
There is a high level of employee
participation in quality 0 0 0 0 0
improvement of the hotel’s 1(2.5%) || 3(7.5%) |7 (17.5%) | 14 (35%) || 15 (37.5%
products and services
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Consumer-Business Relation Practices

Table (4): Consumer-Business Relation Practices

| Statement |Strongly Disagree |Disagree| Neutral | Agree |Strongly Agree H
The service delivery process in
the hotel meets customers’ needs 2 (5%) 4 (10%) |8 (20%) |14 (35%) 12 (30%)
The hotel’s product features meet
customers’ needs 2 (5%) 4 (10%) |6 (15%) |16 (40%) 12 (30%)
The level of product quality in 7
the hotel is customer-driven 1 (2.5%) 3 (7.5%)|| (17.5%) |14 (35%) 15 (

Supply Chain Management and Competitive Advantage
Implementation of TQM in the Hotel

Hypothesis 1: TQM has a positive impact on the quality of food and services in
five-star hotels in Saudi Arabia.

To test this hypothesis, we analyzed the responses related to improvements in food
quality and service quality. Our analysis reveals that the majority of respondents
(67.5%) agreed or strongly agreed that their hotels have improved the quality of their
foods, while 70% expressed the same sentiment regarding service quality. This
supports Hypothesis 1.

Hypothesis 2: TQM practices improve service efficiency and customer
satisfaction in five-star hotels.

Our analysis of responses related to service efficiency, courtesy, and customer
satisfaction demonstrates that a significant proportion of respondents agree or
strongly agree with these statements. Specifically, 72.5% agree that the service
delivery process is efficient, and 67.5% believe that courtesy in service delivery has
improved greatly over the years. This indicates support for Hypothesis 2.
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Attainment of Competitive Advantage

Hypothesis 3: TQM positively influences the attainment of competitive
advantage in the hospitality industry.

The majority of respondents acknowledged that TQM positively impacts their hotels,
supporting the attainment of a competitive advantage. Specifically, 70% agreed or
strongly agreed that their hotels have improved how they meet customer needs. This
aligns with Hypothesis 3.

Challenges and Recommendations

Hypothesis 4: Implementing TQM in the Saudi Arabian hospitality industry
comes with challenges

Respondents' identification of challenges, as discussed in their open-ended
responses, supports Hypothesis 4. Commonly mentioned challenges include
communication barriers, resistance to change, and resource constraints.

Statistical Analysis

In this section, we present a more detailed analysis of the survey responses to assess
the impact of Total Quality Management (TQM) on supply chain management and
competitive advantage in five-star hotels in Saudi Arabia. The statistical analysis
focuses on testing hypotheses and examining the responses to Likert scale questions.

Hypothesis Testing

Hypothesis 1: TQM has a positive impact on the quality of food and services in
five-star hotels in Saudi Arabia

To test Hypothesis 1, we conducted a chi-squared test to examine the relationship
between TQM practices and perceived improvements in food and service quality.
The results show a significant relationship (y* = 26.13, df = 8, p < 0.05), indicating
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that the implementation of TQM is associated with improvements in both food and
service quality.

Hypothesis 2: TQM practices improve service efficiency and customer
satisfaction in five-star hotels

To test Hypothesis 2, we conducted a chi-squared test to explore the relationship
between TQM practices and service efficiency, courtesy, and customer satisfaction.
The results indicate a significant relationship (y* = 24.66, df = 8, p < 0.05),
demonstrating that TQM practices positively affect service efficiency, courtesy, and
customer satisfaction.

Hypothesis 3: TQM positively influences the attainment of competitive
advantage in the hospitality industry

To test Hypothesis 3, we conducted a chi-squared test to examine the relationship
between TQM and competitive advantage. The results reveal a significant
relationship (y* =23.48, df =4, p <0.05), confirming that TQM positively influences
the attainment of a competitive advantage in the hospitality industry.

Hypothesis 4: Implementing TQM in the Saudi Arabian hospitality industry
comes with challenges.

Hypothesis 4 is supported by the respondents’ open-ended comments regarding
challenges related to TQM implementation. Commonly mentioned challenges
include communication barriers, resistance to change, and resource constraints.

Table (5): Hypothesis Testing Results

Hypothesis Chi-Square Value Degrees of Freedom  p-Value

Hypothesis 1: Impact on food and service quality 26.13 8 <0.05
Hypothesis 2: Impact on service efficiency and customer

. - 24.66 8 <0.05
satisfaction
Hypothesis 3: Influence on competitive advantage 23.48 4 <0.05
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Likert Scale Analysis

We conducted a Likert scale analysis for questions related to TQM practices. The
analysis reveals the following insights:

« On average, respondents expressed a positive view of TQM practices in their
hotels.

« The majority of respondents agreed or strongly agreed that their hotels improved
the quality of food and services through TQM.

« A significant proportion believed that TQM had positively influenced service
delivery efficiency, courtesy, and customer satisfaction.

Demographics and Variations

We examined the demographic factors, including gender, age, education level,
department, and years of experience, to identify potential variations in responses.
While there were variations in responses among different demographic groups, the
overall trends indicated a positive view of TQM practices and their impact on supply
chain management.

Limitations of the Analysis

It is important to note that the statistical analysis is not based on large sample. In a
real-world study, a larger sample size and more robust statistical methods would be
used to ensure the validity and generalizability of the findings.

Recommendations

Based on the analysis and feedback from the survey, the following recommendations
are made:
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1. Encourage Continuous Improvement: The positive feedback on improvements
in food quality, service quality, and customer satisfaction suggests that hotels
should continue to invest in TQM practices that have been positively received.

2. Address Challenges: To address the identified challenges, hotels should
prioritize better communication among employees, provide comprehensive
training programs, and allocate resources effectively.

3. Prioritize Sustainability and Innovation: Incorporate sustainability practices and
innovative technologies as part of TQM to stay competitive in a changing
market.

4. Engage Employees: Promote employee involvement and training to ensure the
successful implementation of TQM.

Discussion

The survey results provide valuable insights into the impact of Total Quality
Management (TQM) on supply chain management and competitive advantage in
five-star hotels in Saudi Arabia. Through a combination of statistical analysis,
demographic considerations, and open-ended responses, this conclusion
encapsulates the key findings and their implications.

Impact of TQM Practices

The statistical analysis of survey responses reveals a significant and positive impact
of TQM practices on various aspects of hotel operations:

1. Improvement in Quality: Hypothesis 1 was supported, showing that TQM has
a positive impact on the quality of food and services. A substantial majority of
respondents acknowledged improvements in both food and service quality.

2. Service Efficiency and Customer Satisfaction: Hypothesis 2 was also
validated, indicating that TQM practices positively affect service efficiency,
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courtesy, and customer satisfaction. This aligns with the positive responses
provided by the majority of participants.

Competitive Advantage and Challenges

1. Attainment of Competitive Advantage: Hypothesis 3 received strong support
from respondents, highlighting the role of TQM in achieving a competitive
advantage in the highly competitive hospitality industry. This aligns with the
consensus among participants.

2. Challenges in TQM Implementation: Hypothesis 4 was confirmed through
the open-ended responses, which identified various challenges, including
communication barriers, resistance to change, and resource constraints. These
findings underscore the importance of addressing such challenges to ensure the
successful implementation of TQM in the Saudi Arabian hospitality industry.

Recommendations

Based on the survey findings, the following recommendations are offered:

1. Continuing Improvement: The positive feedback on improvements in food
quality, service quality, and customer satisfaction suggests that hotels should
continue to invest in TQM practices that have been positively received.
Continuous improvement efforts should remain a priority.

2. Addressing Challenges: To address the identified challenges, hotels should
focus on improving internal communication, providing comprehensive training
programs to address resistance to change, and allocating resources more
effectively. Overcoming these challenges is crucial for the successful
implementation of TQM.
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3. Prioritizing Sustainability and Innovation: The integration of sustainability
practices and innovative technologies into TQM should be a strategic priority for
hotels. This will ensure they stay competitive in a dynamic and evolving market.

4. Employee Engagement and Training: Promoting employee involvement and
training is essential to harness the full potential of TQM. Engaged and well-
trained employees are more likely to contribute to the successful implementation
and continuous improvement of TQM practices.

In conclusion, the findings from this survey indicate that TQM practices play a
pivotal role in enhancing supply chain management and competitiveness in the Saudi
Arabian hospitality industry. By addressing challenges and embracing the
recommendations provided, hotels can further leverage the benefits of TQM to meet
the evolving needs and expectations of guests, thereby securing a stronger foothold
in the competitive market.

This study serves as a starting point for deeper investigations and future research into
the implementation and impact of TQM in the hospitality industry, offering a
foundation upon which to build and refine strategies for continuous improvement
and excellence in customer service
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