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The Influence of TQM Practices on Employees Attitude and
Perception . Case Study of Service Organization
Chompoonuch Saiphin ', Theerawat Seng-asai > , and Prattana Punnakitikashem >
\_ Mahidol University, Phayathai, Din Daeng, Bangkok 10400 )

Abstract

The paper aims to identify practices of Total Quality Management (TQM) strategy and demographic
factors that have influence on employees’ attitude and perception in aspects of quality awareness and job
stress in service organization. The results could be used as guideline for human resource development. A
case study of the Metropolitan Electricity Authority (MEA) in Bangkok, Nontaburi, and Sumutprakan is
used to demonstrate the relationship between TQM practices on employees’ attitude and perception in
service organization. 400 datasets collected from employees in MEA were tested by using factor analysis,
independent sample t-test, ANOVA analysis, and multiple regression analysis. The results show that age,
position, working period, salary, working department, leadership, customer focus, process management,
employee focus, strategic planning, and technology management are significantly associated with quality
awareness. In addition, age, working period, salary, working department, and leadership are significantly
related to job stress. The implication from this study is that top management can improve attitude
and perception of employees in their organization by adjusting these factors and practices. Finally,
recommendations to develop human resource capabilities for service organizations with regard to TQM

practices are stated.

Keywords : Total Quality Management / TQM / TQM Practices / Human Resource Management /
Attitude / Quality Awareness
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asdnsiinmadszfiuanuinalivesdidhivuims 0.52
athsdariias 4

Cronbach’s Alpha = 0.877, Mean = 3.65

o Aa I3 o .
N11990 N1TUATIENR Lmzn’)ﬁﬂn’n‘ﬂ?’mf (Measure, Analysis and Knowledge

Management)
ToyanamIduiunuvasdinnuvarim lains 0.67
numuuazih llglunsdaaulalasguing 4
PUNTIUAINAN IR AU UV DIDIANTVRIVINH 0.64

6
wsNwTaIIBININIINNTU T WNANTY 0.63
Fifinnufidaan 2
Cronbach’s Alpha = 0.929, Mean = 3.55
Kaiser-Meyer-Olkin (KMO) = 0.959 Bartlett.s Test of Sphericity = 0.000
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ma\‘lqﬂmn{[uaaﬁmmaamﬂﬂﬁmmwma seydn QNALAZARNA SBYAYNNAD MUNZEn Fodliiiu
Weunnfanssuinadeimuaiiaznsiuizesyrans 91 m’mm”aam{[ﬁqﬂmnsLﬁmmmmzwﬁni Tadiu
dunsnsznint Tagaunw snuiufanIsnfiieadas Qmmwﬁu Qﬁﬁaoﬁniﬁuwmwﬁ AFADNIININUA
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awfianelazasgndlumslivdng dear wwasie
DIANIWiNAUTENEUN WAL AN LSTIANTY [9]

v

ATUN

o

AUARLATNITIUZIBIYARING

ads

asailsznay

2

AMBAIINIASEAGABI% (Job Stress)

muﬁﬂdﬂmuﬁmﬂﬁ%wawmuﬁmmm‘%mga

0.904

S B A %) a
mugaﬂmamwmﬂmuuaw ENRH] ?J']ﬂLﬂ%vL‘LJ

0.897

vhuj?'éﬂ“ﬁ'@ weluunuInriniaIy SR To LT A IV

0.867

riudandvhulaSuneunansnuaniinly

0.866

nufivhuldSuneuninsaguiaialitaiam

0.834

Cronbach’s Alpha = 0.942, Mean = 2.56

o o

ANBNITIAIEHUN

7d7€my7uqmn7w (Employee Quality Awareness)

Hurhanuautuaaunasansivua Ly

0.865

' a i a wea A ad X A
Wmﬂmﬂmuﬂgummuqmmwmmmmiam

0.832

a39

Vi'mﬁmim’sﬁmauqmm‘wmaﬂmmmzﬁﬂaﬁumuﬂw

]
A

ulaviann
! 0.828

o

viuhaulegldanuday

vl uauaunils

0.818

LRENI8UAN)

ruhnulasldanuidysdeanudasmvasgndr (mannelu

0.796

Cronbach’s Alpha = 0.913, Mean = 3.76

Kaiser-Meyer-Olkin = 0.897

Bartlett.s Test of Sphericity = 0.000




302 13 19ITBURzWAU a5, Tl 33 atiui 4 aanan - Funan 2553

asefl 3 MIdenzdannonnesiBenyszniniadedunsdilufanssaunmlaesim fuds
d Tv) ﬁuﬁﬁuﬂﬁLLazmii"uﬁmadqﬂmnﬁua\iﬁﬂinﬂslwﬁﬂuﬂiﬁaaa FUAMNATENLIN

T Tadmgaunw (Fndsnw)

Unstandardized Standardized
Model Coefficients Coefficients t Sig.
B Std. Error Beta

Constant 1.359 0.149 9.134 0.000
NWAIZEIN 0.176 | 0.049 0.195 3.598 | 0.000**
MIHLUUINAUAEANA 0190 | 0.064 0.201 2.986 | 0.003*
NNIIANIINIZLIBMT 0.152 0.072 0.168 2.104 0.036*
MIaLuAaINT 0.128 | 0.060 0.156 -2.131 | 0.034*
M0 AATILA UAzNIIANT

. -0.049 0.063 -0.060 -0.773 0.440
N3
msmumm%aﬂaqwﬁ 0.151 0.058 0.180 2.615 | 0.009*
mssamainalula 0.118 | 0.057 0.133 2.062 | 0.040*
MIRTNFTIANNANNAA 0.064 | 0.059 0.076 1.090 | 0.276

Adjust R Square 0.405 Durbin-Watson 1.496

v o o

*Naeiutiy A p < 0.05; *N3eiuidy AL p < 0.01
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d 9v) ﬁuﬁﬂuﬂﬁLLazmsi”uﬁmmqﬂmnﬂuaaﬁnims\lwﬂmmwma fMuANNLAIEAGD

U (FdInw)

Unstandardized Standardized
Model Coefficients Coefficients t Sig.
B Std. Error Beta

Constant 3.096 0.265 11.690 0.000
RPS IR PR 0.187 | 0.087 0.149 2139 | 0.033*
MIaLUUANAILAZANG -0.098 | 0.113 -0.075 -0.866 | 0.387
NMIIANIINIZUIBANT -0.144 0.128 -0.115 -1.123 0.262
Mk AINT 0.134 | 0.107 0.118 1250 | 0.212
MITA AATIER UaTNIIANT

. -0.213 0.113 -0.187 -1.884 0.060
AN
msmumm‘iaﬂaq%ﬁ 0.080 0.103 0.069 0.780 0.436
mysamanalulad -0.052 | 0.102 -0.042 -0.508 | 0.612
MIFIIFTIANIANNAR -0.037 0.105 -0.031 -0.349 0.727

Adjust R Square 0.040 Durbin-Watson 1.195

v o o

*fiseundy @ p < 0.05; “fiszduily 1w p < 0.01
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