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ABSTRACT
Total quality management is a strategy for ensuring long-term success by focusing on improving the 
customer experience. When a company implements Total Quality Management, everyone in the company 
works together to better the company's operations, its outputs, and its internal culture. For this reason, 
researchers in Somalia set out to analyse how Total Quality Management principles affect business success 
in the pharmaceutical distribution sector. A cross-sectional approach was used in the research and Somalia’s 
30 pharmaceutical wholesalers were examined.
Since everyone has an equal opportunity of being included in the study, a stratified random sampling 
approach was applied. Structured questionnaires were used to gather the primary data. Descriptive statistics 
were used to analyse the data using SPSS, and the results were displayed as percentages, probabilities, 
means, standard deviations, correlation coefficients, and SEM.
In this study, it was found that pharmaceutical company performance was significantly impacted by TQM 
principles. A positive correlation between TQM principles and company performance was confirmed by 
SPSS (Pearson correlation) analysis. TQM's impact on business success is examined further and found to 
be independent of factors like employee gender or firm size. This study's findings corroborate those of 
earlier research and shine a light on how crucial TQM techniques are to the financial and social success of 
the pharmaceutical distribution industry. Both the study's limitations and its recommendations for 
businesses are examined.

Total quality management (TQM) is a management philosophy that focuses on steadily improving the 
quality of goods and services by determining the needs and preferences of customers to improve customer 
satisfaction and organizational performance (Sadikoglu & Oclay, 2014).  Total quality management (TQM) 
focuses on a company's total quality measures such as managing quality design and implementation, quality 
standards, and quality improvement. Every person in a company is involved in the TQM process, which 
considers all quality measurements at every level (Murray, 2009). Continued growth is the goal of TQM, 
which is a theory that looks to involve everyone in the business from the top to the bottom (Ndirangu, 
2014).
Total quality management concepts guarantee quality growth by ensuring client satisfaction. All employees 
of a company are involved in a TQM program, which aims to improve processes, products, activities, and 
the work environment. For a company to succeed in the market, it must recognize the impact that each 
individual and each activity has on others and the reciprocal effects this has on others in order to function 
effectively as a team. Organizations are turning to Total Quality Management (TQM) as a means of 
enhancing their competitiveness by increasing the efficiency of all of their operations and processes 
(Baidoun, 2010).
Performance refers to how well a task is completed in comparison to predetermined standards of accuracy, 
thoroughness, cost, and time. In a contract, performance is defined as the execution of an obligation in such 
a way that the performer is released from all contractual obligations (Prajogo, 2005).
TQM and a quality-oriented organization are not possible without performance evaluation. Organizations 
have traditionally used financial success as a yardstick for measuring their employees' performance. 
Customers and other stakeholders, such as shareholders, will be able to notice changes in a sustainable 
comprehensive quality organization's performance (Kathaara, 2014).

1.0 Introduction 
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The pharmaceutical industry in Somalia is primarily made up of two sections: wholesalers and retailers, 
both of whom play an important role in the nation's health sector. There are more than thirty licensed 
businesses in the industry, some of which are solely wholesale distributors and others that operate both 
wholesale and retail. 

The aim of this study is to see if there is a link between TQM principles and the performance of 
pharmaceutical companies in Somalia as well as to examine the moderating effect of gender and company 
size on the link.

The objectives of this research therefore were:
1. To determine the link between TQM and the performance of pharmaceutical distributing 
companies 
2. To determine the moderating impact of gender and company size on the relationship between TQM 
and performance 

The study hypotheses are:
1. H1: There is a significant relationship between TQM and performance in pharmaceutical 
distributing companies.
2. H2: Gender and size of the company moderates the relationship between TQM and performance in 
pharmaceutical companies. 

1.1 Statement of the problem 

1.2 Aim of the study 

1.3 Research objectives

1.4 Hypothesis 

1.5 Theoretical model 
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Figure 1.1: Theoretical framework 

101



According to Zhang et al (2015), the main Japanese manufacturing enterprises have used TQM for the 
previous 40 years. This is only one example of the widespread adoption of TQM since its debut. This is due 
to the fact that TQM may motivate businesses to continuously enhance their products and services in order 
to increase their share of domestic and international markets. There is a lot of rivalry for businesses these 
days, and TQM is one of the best tools they can utilize to get ahead. 
Corresponding to the TQM concept, organizations may utilize TQM to train and motivate workers at all 
levels to reliably complete their projects. However, TQM can only be successful if senior management 
takes the time to cultivate a reasonable corporate culture (Ristova, et al., 2011).
Different researchers and quality gurus have presented different ideas and approaches for TQM. Quality 
management gurus each has their own take on quality management, but some common themes emerge, 
such as the importance of top-level management's dedication, a focus on customer happiness, avoidance of 
product defects, continual improvement and the empowerment of employees. They all share these common 
elements. Identification of TQM's core elements aids businesses in better comprehending and 
implementing TQM in their own organizations. 

As early as nineteen eighties, after realizing the importance of quality, US markets adopted TQM tools, 
techniques, and methodologies to compete with Japanese firms (Sun et al., 2004). Since then, people all 
over the world—from Europe to Asia and Africa—have come to recognize the value of high-quality goods 
and services. 
The operational performance of a company can be impacted by the organisational elements. Organizational 
success may be gauged by looking at metrics like product/service quality, design quality, and customer 
happiness. Customer happiness and quality conformity are both significantly influenced by an 
organization's quality culture, the quality instruments used in its processes, and the rewards and recognition 
that its employees get (Li et al., 2010). 
The results of customer-focused activities and the company's long-term goals provide valuable insight into 
where the company may stand to grow and improve. In addition, PM entails the formulation of goals or 
objectives and the identification of steps to be taken in order to enhance performance in light of the insights 
provided by performance indicators. The results of performance evaluations are then factored into strategic, 
tactical, and operational decisions made throughout an organization. 
Studies conducted in Ethiopia and Kenya, two neighbouring nations, indicated that Total Quality 
Management had a significant impact on the level of agility achieved by pharmaceutical enterprises in 
Ethiopia and Kenya. TQM is used by pharmaceutical businesses to improve the quality of their products, 
increase involvement of employees in the company and thus employee satisfaction, and to promote high 
effectiveness and efficiency (Jeremiah et al., 2015; Mohammed et al., 2020).
It was found that TQM had a positive effect on all examined aspects of firm profitability, namely internal 
stakeholders (improved employee participation and morale), operating methods (improved product and 
service quality, process efficiency, reduced defects), satisfaction of customers (reduced customer 
complaints), and monetary results (Corredor and Goñi, 2011).
According to the conclusions of an Iranian research, pharmaceutical firms in Tehran place a higher value on 

2.0 Literature review 

2.7 TQM and Performance
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3.1: Research Design 

3.2: Sample 

3.3.1 Inclusion and exclusion criteria 

consistency than adaptability. Both culture and TQM have favourable direct effects on performance, and 
culture also has a positive indirect effect on TQM. Some acceptable theories of effectiveness and quality 
techniques are proposed by analysing the cultural profile, progression stages of TQM categories, and 
performance metrics (Kumar et al., 2009).
TQM implementation and elements that affect it were measured by Suwandei using seven parameters, and 
it found that most of the respondents were male (Suwandej, 2015). Moreover, gender and geographic 
location had no discernible impact on the level of TQM on education, according to a study (Pourrajab and 
Ghani, 2014).
 It has been found that organization size has a significant impact on TQM implementation, according to 
another research study (Jayaram, Ahire and Dreyfus, 2010).  According to a comparable investigation into 
the impact of firm size on the link between TQM strategy and organizational performance, TQM does affect 
business performance, operational performance, employee relations and customer experience significantly 
and positively. When the correlation between defect rates and warranty costs was correlated with the size of 
the company, the association deteriorated. Defect rates and warranty costs are less of an issue when TQM 
is used in larger organizations (Terziovski and Samson, 2000).

The study relied on a cross-sectional, non-experimental survey of Somali pharmaceutical distribution firms. 
An investigation of how total quality management methods impact the performance of Somalia's pharma-
ceutical distributors will be conducted as part of this research project.
The cross-sectional approach was chosen because it is quick and straightforward to perform, making it 
easier for us to collect data on all of the factors that we chose to study.

Included companies will be all pharmaceutical import companies that are registered and licensed as 
pharmaceutical distributing companies in the ministry of trade and tourism, excluded companies will be 
all pharmaceutical companies that have been registered within the current year and/or companies regis-
tered as distributers only.

The target population will be the thirty pharmaceutical distributing companies that operate in Somalia, in 
the period of June-Sep 2022.  The number of registered pharmaceuticals distributing companies will be 
provided by the Ministry of trade & tourism and Ministry of health development; directorate of health 
services and hospitals; private sector section. All of these companies are privately owned and operate in 
importing and distributing pharmaceuticals. 
From among the quality managers and supervisors working for the pharmaceutical distribution firms oper-
ating within Somalia, a sample of thirty individuals will be chosen, with at least one responder coming from 
each of the companies. The type of sampling that will be utilized is known as a stratified random sampling 
method. This is due to the fact that with this approach, all have an equal opportunity of being accepted as a 
sample.
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3.4 Data collection techniques

3.5 Data analysis 

3.5.1 Reliability

3.5.2 Descriptive analysis 

3.5.3 Correlation analysis 

The uniformity, completeness, and consistency of completed surveys will checked, data cleaned and will be 
entered in to the SPSS. The questions will also be coded and statistical analysis performed. The sample's 
patterns will be shown using descriptive statistics, such as means and frequencies of responses.

The link of performance and the total quality management practiced will be analysed with the Pearson Prod-
uct-Moment Correlation Coefficient in order to have a better understanding of the relationship between the 
two factors. The degree of relationship that exists between two variables that are not modified by the 
researcher is referred as correlation by Bless and Khathura (1993). The purpose of this study is to investi-
gate the connection between total quality management and the performance of pharmaceutical firms. It is 
important to keep in mind that correlations might pose problems for the internal validity of the results, and 
these problems need to be taken into consideration. On the other hand, correlational designs have been 

Primary data will be collected directly from respondents and therefore suitable for analysis. These data will 
be collected by means of standardized questionnaires as this enables the collecting of data from a large 
number of respondents in a short amount of time, provide a high grade of statistics uniformity, and promote 
the acceptance of generic information among communities, the questionnaire is deemed to be the most ideal 
research tool. To enable us the control over the information gathered, the questions will only include ques-
tions with predetermined answers (Jeremiah et al., 2015). 

Before beginning the survey, a pilot survey will be carried out as a means of establishing the reliability of 
the tool that would be used. The pilot study contained a section of the questionnaire to which respondents 
may react by expressing their degree of agreement using a five-point scale, and this section will be sent out 
to a total of five participants, with one participant coming from each of the five pharmaceutical companies.
The researcher will utilize the results of the pilot survey to indicate the capacity of the instruments to assess 
ideas that will be consistently assessed and to offer information on adjustments that are necessary in the 
survey for the purpose of increasing its reliability. After the data is gathered in the pilot research it will be 
loaded into SPSS, the internal consistency of the questionnaire could be calculated using Cronbach's alpha 
coefficients. An estimate of the dependability of the measuring instruments employed in this investigation 
may be derived from the internal consistency reliabilities.

Where:
 N = the number of items.
 c = average covariance between item-pairs.
 v = average variance.
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3.6 Ethics 

4.0 Results 

3.5.4 Structural equation modelling

4.1.1 Reliability analysis 

A structural equation model, which is a set of statistical techniques used to measure and analyse the 
relationships of observed and latent variables, will be used in this study to analyse the moderating impact 
of gender and size of the company on the relationship between TQM and performance using AMOS 
software for Structural equation Modelling. This is to be done in order to fulfil the second objective of the 
study, which is to determine whether or not these factors have an effect on the relationship.

This study has had ethics approval from the Westford University Research Committee. Order for permis-
sion will applied for each company and respondents will be chosen only after getting permission from their 
company, moreover the respondents will be given verbal consent where they are explained of the research 
being conducted, how they have no obligation to participate and that they can on their free will voluntarily 
fill the questionnaire or decline to collaborate. Additionally, all resources and ideas used within this study, 
have been appropriately cited.

Before questionnaires were sent to the respondents, the internal consistency of the data collection tool was 
tested using Cronbach alpha and the result is as shown below.

Where,
• r = Pearson Coefficient
• n= number of the pairs of the stock
• ∑xy = sum of products of the paired stocks
• ∑x = sum of the x scores
• ∑y= sum of the y scores
• ∑x2 = sum of the squared x scores
• ∑y2 = sum of the squared y scores

shown to be helpful in validating or invalidating hypotheses about the existence of causal linkages.

Table 4.1 Reliability statistics 
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4.2 Background 

4.2.1 Response Rate

4.2.2 Gender

4.2.3 Size of the Company 

ronbach's for the questionnaire indicates internal consistency (0.899), demonstrating that the generated 
scale and items are reliable as it’s above the limit of 0.7 (Hair et al., 1998). Bonett and Wright (2015) 
emphasized that values of the alpha coefficient can vary between 0 and 1, with 1 indicating 'perfect' internal 
consistency and 0 indicating 'no' internal consistency or reliability. While there have been varying opinions 
on the threshold the for acceptability of scales, it is widely agreed that values above 0.70 are acceptable 
(Creswell, 2012; Pallant, 2011).

Primary data for this study came from the researcher dropping and picking up questionnaires from partici-
pants. Quality managers at Somalia's pharmaceutical distributors were the intended respondents for the 
surveys. Twenty-seven of the thirty surveys were filled out and returned. There was a 90% response rate, 
allowing us to draw meaningful findings.

From table 4.2 above, the degree of response was 27 (90%). This was deemed suitable and sufficient by the 
researcher for the examination of the data.

The gender of the respondent (quality manger) of the firm can determine how it affects the TQM initiatives 
and practice. The respondents were asked to indicate their gender and the responses are as in table 4.3 below

In this table 4.3 showing gender of the respondents, it was found that only 2(6.7%) were females whereas 
the rest of the respondents 25(83.3%) were males. 

The extent to which a company invests in TQM programs and procedures can vary depending on its size. 
Respondents were asked to rate their company's size in terms of the number of employees, and the results 
are as in table 4.4 below

Table 4.2 Number of respondents

Table 4.3: Gender
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In table 4.4 above, it turned out that 6 (20.03%) of the companies had 5 to10 staff, 3 (10.0%) had 11-20, 4 
(13.3%) had 21- 30, while 5 (16.7%) had 31-40, similarly 5 (16.7%) of the firms had 41 to 50, whereas 4 
(14.8%) had 51 and above employees. It can be concluded that majority of the firms had enough employees 
to carry out TQM initiatives.

From the findings in table 4.5 above, it was found that only 1 (3.3%) of the firms had been in business for 
one year, 9 (30.0%) had been in business for 2-5 years while 8(9.6%) had been operating for a period of 
6-10 years, where 5(16.7%) were in business for 11-20 years, and 4 (13.3%) were operating for 21 years 
and above. This means that some of the companies included in the study have been around long enough to 
have established internal quality management practices. 

How much of an organization's resources are allocated to TQM efforts can be approximated based on how 
long it has been in operation. Respondents were given the option to specify their business's age in years, and 
the subsequent replies are given in table 4.5.

4.2.4 Years of existence 

Table 4.4: size of the company 

Table 4.5: Years of existence 
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For respondents to proceed with the TQM practices in their companies they were first required to answer if 
they have TQM or any quality system in place, and their responses are as flows.

There are numerous upsides to embracing TQM practices. Participants were given a 3-point Likert scale on 
which to rate their responses (3 = Great extent, 2 = Moderately, and 1 = Small extent).

The findings in table 4.6 above, it was found that only 8 (26.7%) of the companies had a TQM practice in 
place while the rest of the companies 19 (63.3%) did not have any quality systems in place. 

4.3. TQM Practices

4.3.1: Prescence of TQM or quality systems

4.3.2 TQM Practices Implementation Benefits

Table 4.6: TQM presence 

Table 4.7 TQM implementation benefits
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In this table 4.7 its shown that companies that have embarked on TQM initiatives have, on the whole, seen 
significant cost savings of (Mean>2.5). These businesses have improved the quality of all other aspects of 
their business, and natural setting moderately (Mean >2.0). Second, the company has achieved peak 
competitiveness. Finally, these businesses have reduced backlogs, late deliveries, and surplus items while 
simultaneously boosting production, efficiency, and staff morale. They have also cut down on waste and 
redoes. Both the number of defects and the overall cost have been lowered. 

It is demonstrated in the above table 4.8 that to a great extent (Mean>2.5), the companies have applied data 
gathering to meet their customers’ demands. Moderately (Mean>2.0), they practiced the values of putting 
their customers first. However other customer focus programs were practiced to small extent (Mean>1.5). 
This suggests that effective customer relationship management can be achieved through the use of 
Customer Focus drivers, which in turn can lead to a deeper familiarity with consumers' wants, needs, and 
inclinations.

There are numerous benefits to be gained by adopting Customer Focus procedures.

4.3.3 Customer Focus Practices 

Table 4.8: Customer Focus 
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Table 4.9 illustrates that all upper and lower-level managers have proven their sincerity and dedication to 
quality to small extent (Mean>1.5). Second, the top executives in these companies spearhead all TQM 
efforts from the very beginning. Moreover, the businesses have a solid quality policy, along with the 
necessary strategies and resources, to put it into action. Leaders also create a vision statement and strategies 
that become plans of action. 

4.3.4 Senior Management Dedication

4.3.5 SRM practices 

Table 4.9: Senior management dedication

Table 4.10 SRM 

Supplier relationship Management Total Quality Management has several potential benefits. 
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Table 4.10 shows results that senior executives at these companies have shown small enthusiasm 
(Mean>1.5) by incorporating quality improvement ideas into their management practices. For another, 
TQM has been fuelled by how well companies manage their relationships with their suppliers. Thirdly, 
these companies' top management has prioritized its managerial function and is involved in the 
implementation of decisions. 

When employees are given more responsibility and encouraged to actively participate in company affairs, 
everyone benefits.

4.3.6 Employee engagement 

Table 4.11: Employee engagement 
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In table 4.11 it’s shown that in these organizations, frontline employees have a fair amount of autonomy and 
independence from superiors (Mean>2.0). However, to a small extent (Mean>1.5), even a moderate level 
of employee participation at these firms helps maximize the use of employees' unique sets of experience 
and insights. 

4.3.7 Communication TQM Practice 
Table 4.12: Communication drivers 
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The above table 4.14 shows that firms exhibit a somewhat significant association between effective 
communication and performance (Mean>1.5). Second, communication has been crucial in resolving the 
quality problems faced by the companies. Finally, overall quality management in these businesses is 
impossible without two-way, horizontal, and upward communication. 

Training and development is known to be one of the key TQM practices, as shown in the above table, these 
companies, training has contributed to the TQM success but only marginally (Mean>1.5). Second, the 
opportunity to enhance employee agency and enthusiasm has been made possible by training. Thirdly, 
training has allowed us to educate staff on the company's TQM objective. 

4.3.9 Rewards and Recognition TQM Practice

4.3.8 Training TQM Practice

 Table 4.14: Rewards & Recognitions

Table 4.13: Training practices 
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Small amounts of reinforcement (Mean>1.5) from external sources have aided these businesses in meeting 
their quality targets. Besides monetary compensation, people are motivated to work for other reasons such 
as personal development, career growth, job satisfaction, and social status. Second, the TQM programme in 
these companies has benefited greatly from an effective method of recognition. Third, managers use public 
recognition to increase its impact and efficacy. Finally, supervisors are constantly on the lookout for 
deserving examples of good behaviour. Furthermore, participatory problem-solving projects succeed only 
when participants are rewarded for their efforts.
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Similarly, standards and metrics have assisted the company in partially (Mean>1.5) reflecting customer's 
needs, inclinations, and changes. Furthermore, these businesses have been given the freedom to establish 
their own priorities. They have also been given the opportunity to assess the development. Companies can 
now take corrective action because of measurements.

Respondents were required to respond first if they thought that performance was enhanced after 
implementing the TQM practices before estimating the extent to which their different key areas of 
performance.

Only 8 (26.7%) that practiced TQM responded that their overall performance has been enhanced. 

4.4 Performance Enhancements 

4.3.10: Standards and Measures TQM Practice

4.4.1 Performance improved 

Table 4.15: Standard & measures

Table 4.16: Performance improved 
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A company's ability to improve in four specific areas is measured by four distinct metrics. (Innovations, 
financial improvements, internal processes and meeting customer’s needs). Participants were prompted to 
give thoughtful responses on a 5 Likert scale: (5= Very good, 4=Good, 3=Adequate, 2=poor and 1=Very 
poor).

Comparably, all performance key areas of the companies that practiced TQM were enhanced to some extant 
(Mean>1.5). Though only to some extent this is consistent with previous studies outcomes where it was 
claimed that TQM boosts organisational efficiency, to the benefit of all parties involved.

This study used an association analysis to determine the strength of the bond between TQM procedures 
(input variables) and performance (outcome variable) among Somalian drug distribution companies. For 
this study, the investigator used SPSS for data entry, coding, and Pearson correlation. 

4.4.2 Performance measures

4.5 Pearson corelation 

Table 4.17: Performance measures

Table 4.18: Pearson corelation 

Factor  Mean  Std Dev 

Innovation   1.88 0.354 

Financial improvements  1.88 0.354 

Internal processes 1.88 0.354 

Customer  1.88 0.354 
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The results presented above in the table 4.18 shows the correlation analysis calculated by using Pearson's 
coefficient. It can be found that there is a significant positive and strong correlation between TQM and 
performance among (r = .821, N = 27, p = .000, < .05 level of significance). There, the first hypothesis of 
this study which is that there is a significant relationship between TQM and performance in pharmaceutical 
distribution companies is supported by this above results.

A structural path was drawn from the independent variable (TQM) through moderator (gender) and 
dependent variable (performance). The structural model fits indices were found to be good (X2/df = 1.003, 
TLI = .963, CFI = .959, SRMR = .126, RMSEA = .039, C.I, 95% [.038; .061], P-Close = .555). In this study, 
the path model was found to show excellent model fits. The structural path diagram is offered in Figure 4.1, 
4.2, 4.3, and 4.4 
The findings of the structural path as presented in figure 4.1 and 4.2 showed the total, direct and indirect 
effect of the model. When only TQM was in the model, TQM significantly predicted performance (β = .029, 
SE = .057, p = .000 < .01 level of significance, CI, 95%) as the bootstrapping (2000) at 95% confidence 
interval does not contain a value of zero. This result supports the postulation of the hypothesis that TQM 
will predict performance. This result supports the hypothesis that TQM will predict performance.
The indirect effect showed that the relationship between TQM and performance was not significantly 
moderated by gender (male, female). The introduction of male as a moderator into the model did not have 
a significant effect of TQM on performance (β = .112, SE = .042, p = .065 > .05 level of significance, CI, 
95%).  Moreover, the introduction of female as a moderator into the model did not have a significant effect 
of TQM on performance (β = .40, SE = .043, p = .082 > .05 level of significance, CI, 95%), which suggests 
no indication of the full moderating effect of gender in the relationship between TQM and performance. In 
other words, the gender does not play any role in explaining how and why TQM promotes the level of 
performance.

4.6 Structural Equation Modeling

Figure 4.1: Path diagram showing the moderating effect of female gender on the relationship between

TQM (independent variable) and performance (dependent variable).
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Similarly, to the gender, the indirect effect showed that the relationship between TQM and performance was 
not significantly moderated by company size (large/small size). The insertion of small company size as 
moderator into the model did not have a significant effect of TQM on performance (β = 0.28, SE = .056 p 
= .086 > .05 level of significance, CI, 95%).      Furthermore, the insertion of large company size as 
moderator into the model did not have a significant effect of TQM on performance (β = 0.28, SE = .056 p 
= .086 > .05 level of significance, CI, 95%). Just as the gender, company size does not have a significant 
role on TQM’s effect on performance.

Figure 4.2: Diagram illustrating how male gender predominance moderates the correlation between

total quality management (the independent variable) and output (dependent variable).

Figure 4.3: Path diagram showing the moderating effect of small company size on the relationship between

TQM (independent variable) and performance (dependent variable).

Figure 4.4: Path diagram showing the moderating effect of large company size on the relationship between

TQM (independent variable) and performance (dependent variable).
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TQM practice implementation benefits were found to have a moderate impact on the firms' performance 
enhancement. These benefits included enhancements to the quality of goods, services, individuals, 
operations, and the environment; enhancement of innovation capability; growth in productivity, efficiency, 
and employee retention; and growth in capital structure. Organizational performance was moderately 
affected by efforts to minimize accumulations, late releases, extra goods & rework, defect removal, and cost 
reduction. 

Employee engagement is found to have an impact no matter how small on a company's productivity, and 
the study also finds that crucial empowerment initiatives and transparent leadership development can have 
the same effect. To a similar extent adapting work procedures and training staff members to be more 
dominant-free can help.  Moreover, good communication among employees from top management to 
bottom help in organization achieve their objectives and quality goals.

Constructive feedback was discovered to have an impact on the development of companies' performance in 
the field of Rewards and Recognition Practice. Company gives rewards and praise publicly, and supervisors 
are always on the lookout for positive behaviour to recognize and reward, which has a moderate effect on 
the company's effectiveness. 

The study found that a company's current performance was substantially influenced by the adoption of 
Benchmarks and Measures Strategies, such as those that helped the firm better reflect customer 
expectations, choices, and changes; prioritize activities; and assess the progress of the organization; 
whereas the adoption of punitive measures had a relatively mild impact.

The first aim of this study was to determine the link between TQM practices and performance of 
pharmaceutical distributing companies in Somalia. As predicted in the hypothesis of the study and in 
coherent with previous studies, the Pearson correlation has shown perfect positive relationship. 

Numerous surveys, papers, and research detail quality's contributions to enhanced "organizational 
performance." It's obvious that TQM has an effect on the productivity of manufacturers and service 
providers alike (Terziovski and Samson 1999; Ahmad et al., 2013). 
Of the long list of performance advantages from implementing TQM practices include increase of 
competitive advantage, as suggested by the results of this study previous studies have suggested that a 
company's competitiveness and profitability can both improve through TQM, (Jeremiah et al., 2015; 
Roselyn 2013).
In this study performance enhancement though only to some extent, it is consistent with previous studies 
outcomes where it was claimed that TQM boosts organisational efficiency, to the benefit of all parties 
involved (Dubey et al., 2014; García-Bernal et al., 2015).

5.2 Summary 

5.3 Discussion 

CONCLUSION & RECOMMENDATIONS 
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Meeting customer’s’ needs is one of the key elements in TQM, as was found in this study which is 
consistent with the view of other studies who asserted that TQM's primary and defining characteristic is an 
organization's dedication to satisfying its customers (LeBoeuf 2000; Farris 2010).
Engagement of management is vital for TQM, however according to our respondents it was not of 
importance and this is opposing to other studies that suggested all needs to be involved in TQM. It has to 
begin with the company's executives if it is to be successful. All upper-level management must show they 
take quality seriously and are committed to it, while all middle-level management must also show they are 
committed and make sure those under their supervision are aware of the concepts, tactics, and benefits 
(Cortanda et al., 2004).Moreover, this study suggest that employee participation was not practiced that 
well, nevertheless, other studies found that that businesses benefited from employee participation in 
self-manage teams, kaizen teams, managing directors, and executive advisory boards because of the unique 
expertise each member brought to the table (Pearson et al., 2014; Jeremiah et al., 2015).
According to the present study communication does not play a significant role in TQM practices, 
conversely, findings from other studies acknowledging the vital role that communication plays in 
addressing quality concerns and the recognition that it is essential to the survival of any company. 
Moreover, they argued that effective communication was crucial to achieving quality goals and that the two 
were inextricably linked (Akgün et al. 2014).
Training was practiced to a small extent by the companies in our study, however other studies underlined 
the significance of training in the effective rollout of a TQM program by giving the chance to educate staff 
on the program's objectives and equip them with the expertise to do so (Aguinis et al., 2009; 
Kappelman&Prybutok 2012).
A study by Das et al., (2006) found that recommendations for using reward and recognition to get 
employees invested in TQM efforts were made based on findings that TQM implementation is associated 
with improved organizational performance and that five TQM principles—customer focus, continuous 
improvement, top management commitment, employee involvement, and product innovation—have a 
significant positive effect on product quality (Das et al., 2006).
Moreover, Salaheldin (2008) has shown that TQM application improves both operational and 
organizational performance. Product quality is strongly and favourably correlated with customer attention, 
continuous improvement, top-level management's dedication, staff participation, and new product 
development (Salahedin, 2008). A similar study from UAE estimating the relationship between TQM and 
organizational performance also found that TQM has a significant effect on the organizational performance 
(Ahmad et al., 2012).

The studies suggesting that TQM has positive effect on performance is not limited to developed countries 
as finding from researches done in developing countries purpose same results, a study by Shafiq et al., 
(2019) on effect of TQM on performance in developing countries and reported that there is a significant 
boost to productivity when TQM is implemented. These results lend credence to the divergence argument, 
which suggests that the good impact of TQM on organization performance is not unique to businesses in 
developed countries but is, in fact, achievable in any area of the world. The financial and non-financial 
outcomes are positively correlated with all TQM elements (Shafiq et al., 2019).

In this study SEM analysis found that gander and company size do not affect the TQM practice in 
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5.4 Recommendations 

improving company performance. As much as there is studies assessing the relationship between TQM and 
performance but not much of them assed the effect of company size on the TQM implementation, however, 
available studies are reporting mixed finding on the effect of organization size on TQM, Shah and colleague 
found that organization size have a negative effect on the correlation between TQM practices (Shah and 
Ward 2003), whereas Sila (2007) narrated finding that company size have no effect on TQM. On the 
contrary a study by Terziovski and Samson (1999) found TQM is most beneficial to large corporations 
rather than small ones. All things considered; the results demonstrate that TQM increases the likelihood that 
a typical manufacturing organization would achieve high organizational performance compared to 
operating without TQM (Terziovski and Samson 2000).

TQM practices have been shown to improve business outcomes, thus it's important that pharmaceutical 
companies in Somalia that distribute medicines be encouraged to use them more widely. Improvements in 
service, people, process, and environmental quality, as well as a rise in organizational competitiveness, have 
all been linked to TQM system implementation. Other advantages include a decrease in scrap and rework, 
the elimination of defects, and lower overall costs. Companies involved in the distribution of pharmaceuti-
cals would do well to investigate TQM Practices for opportunities to maximize the aforementioned gains. 
In the same way that pharmaceutical distributors have found success with TQM practices, other businesses 
would do well to follow suit.

5.5 Conclusions 
The study concludes that implementing TQM practices has a positive impact on an organization's perfor-
mance in several key areas: Enhancing the quality of goods, operations, individuals, processes, and the 
environment; gaining a sustainable competitive advantage; increased effectiveness and competitiveness; 
and higher morale among employees and capital structure. In a nutshell it is proven by literature as well as 
this study that implementation of TQM improves performance of business both monetary and non-mone-
tary wise.

5.6 Limitations and Evocation for further studies
It is of the utmost importance to highlight the limits of this dissertation and explain the direction that future 
research should take. The current study explored the size of the firm and gender as moderating factors; how-
ever, other possible factors were outside the scope of this study; hence, additional issues need to be 
addressed as well. In order to overcome the limitations of the study, it is strongly recommended that more 
research be carried out in which other elements are taken into account as moderating factors.
In light of the fact that new ideas and methods emerge over time, it will be necessary to conduct this 
research again at some point to see if the results hold true then as well.
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