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Abstract:  Strategic quality management, in high and increased competition between companies, is 

considered as a competitive advantage, and all companies seek to achieve organizational success, and 

competitive in their quest overheating towards quality leadership to achieve the strategy of continuing 

growth and expansion of market share objectives within the framework of attempts to excellence either 

through excellence in product quality or excellence by reducing costs.  

This study aimed to analyze the dimensions of strategic quality management using analytic hierarchy 

process, and to determine its impact on organizational success in telecommunication companies in 

Jordan. The study’s sample consisted of four companies from telecommunication sector and one 

hundred and sixteenquestionnaireswere distributed to departments’ and divisions’ managers. The 

questionnaire was designed to collect data of strategic quality management and organizational success 

in telecommunication companies in Jordan. Collected data were analyzed using analytic hierarchy 

process and correlation factor in addition to multi regression analysis and ANOVA analysis. 

Results have confirmed that the strategic quality management dimensions do not havethe same degree 

of importance, in which to improve organizational success.Results also proved the direct and positive 

relationship between dimensions of strategic quality management and organizational success. 

Besides;dimensions of strategic quality management have direct impact and contribute to achieve 

organizational success, and the dimensions “strategic planning of quality” and “top management 

commitment” were the highest. 
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1. Introduction 

Organizations face a barrage of constant pressure in order to improve quality, require all quality 

management initiative to be linked to key performance indicators of business processes in order to 

have a real impact on organizational success (Andrei& Florin, 2014). Therefore it should be included 

in the plans and strategies to ensure quality control within overall organization strategy(Amasaka, 

2009). 

Twentieth century has been characterized by an acceleration frantically between the various 

organizations to invest meaningful developments that were produced by globalization and 

communication revolution, and striving actively to invest in robust performance , in addition  to 

achieve efficiency and effectiveness in completing administrative tasks associated with organizational 

success, in general, (Daniel etal, 2014), to go into the fields to invest effects created by activities 

attention of quality to achieve organizational success in the telecommunications sector, and it has 

become a meaningful objective within the era of the development, and a flush edifice of bestowal and 

asset protective undermine backwardness parameters, to make those evolutionary underpinnings 

pioneer in the effective achievement, and undermine all that is associated with the organizational 

success defects. Therefore, tracking quality development has become inevitableand the requirement for 

excellence, because it's a way to achieve organizational success, and it's the focus and leader' attention 

(Searcy, 2004). 

Analytic hierarchy process (AHP) is considered as the most common ways of measuring  and 

evaluating the dimensions as strategic quality management dimensions (Clare and Peter, 2005) and 

according to Costa & Evangelista (2008) who confirmed the efficiency and effectiveness of the use of 

AHP approach in evaluating dimensions. Kenny (2001) pointed out that organizational success is 

determined by the results of activity for customers, employees and owners and all stakeholders from 

the perspective of outside-inside, rather than outside-inside in perspective. Madsen &Desai (2010) 

believe that there were many factors behind success cases of organizations, as organization’s 

capabilities and competencies. Telecom sector’s has interest in developing quality of it's services, and 

the methods used to evaluate it. 

Recently, telecommunications companies in Jordan have competed with their counterparts in the same 

industry in terms of quality of services provided, and they considered it a strategic ingredient in the 

organization. This approach requires the development of telecom service companies among it's 

industry, also requires increased interest in the improvement in services quality, and to consider the 

quality as a strategic dimension and a critical assets of the company. So this study aims to evaluate 

strategic quality management dimensions using analytic hierarchy process and its impact on 

organizational success. 

 

2. Literature Review 

2.1 Strategic Quality Management 

The growing importance of the strategic dimensions of quality has motivated scholars to search for 

measurement and evaluation ways of these dimensions, and this area remains open to new 

contributions(Andrei, & Florin, 2014). Garvin (1988) introduced the concept of strategic quality 

http://www.emeraldinsight.com/action/doSearch?target=emerald&logicalOpe0=AND&text1=Chua%20Chow,%20C&field1=Contrib
http://www.emeraldinsight.com/action/doSearch?target=emerald&logicalOpe0=AND&text1=Luk,%20P&field1=Contrib
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management through some contributions addressed the strategic dimension of quality considering it as 

the most important competitive tool. The process of measurement and comparison comes in the 

context of the regulatory system and evaluating organizational performance of any organization, and 

the administrative process, which includes planning, organizing, directing and controlling the 

framework, Some scholars like Reilly &Schweihs (1999) tried to develop models to measure and 

evaluate strategic quality management dimensions as a result of awareness of the importance of these 

dimensions and the implications for the success or failure of organizations. 

A quality management must be inherent in the organization's strategy since strategic quality 

management has begun as a strategic decision taken by top management, and these decisions focus on 

the quality of all performance aspects of organization, to achieve and maintain a competitive advantage 

(Amasaka, 2009). 

And when the organization develops its competitive strategy, the quality management must be 

considered as the main ingredient of organization's strategy, and its operations must be designed to 

achieve the strategic goals of quality management (Antony and Preece ,2002). And thus the success of 

strategic quality management helps in the success of overall organization's strategy (Bilich and Neto, 

1997). 

Perrott(2002) has cited the strategic quality management model, which focuses on quality role in 

strategic management, and the extent of employing continuous improvement activities to relate the 

results of the strategy of the organization, and associated with a variety of variables to reflect the 

strategic dimensions of quality management including quality excellence at the industry level, the 

adoption of high standards of quality with government, professionalism, involvement of developers 

and, plus cooperation with research centers and the integration between strategic planning operation 

and quality management processes. 

The basis of strategic quality approach can be understood through the customer’s point of viewwhich 

is associated with the eight dimensions of quality: performance, features, reliability, and compatibility, 

and durability, and its ability to provide services, and perceived quality. The application of strategic 

quality management approach involves identifying the organization size, , determining the quality’s 

goals as a part of the organization's plans, and the adoption of cultural change, re-evaluation of 

priorities, and organizational restructuring to include quality council, and intensive training (Wacker, 

1989). 

Strategic quality management dimensions which are derived from the needs and requirements of 

customers, that aim to provide principles and guidelines for quality managers, are concerned with the 

critical success factors of strategic quality management (Hiroshi, 1998). 

Amasaka(2009) identified dimensions of strategic quality management including: control and quality 

assurance, product development and technology, organization culture, customer satisfaction, achieving 

productivity,and top management commitment. While Oztaset al (2007) proposed dimensions of 

strategic quality management, including: quality control, testing and measurement, training staff on 

quality standards, team work, improving internal communications, quality documentation , extracting 

reports and  contract review. 

Whereas Leonard and McAdam (2002) mentioned that dimensions of strategic quality management 

are: Integration of total quality management strategy, product improvement, and customer 
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focus.According to Perrott(2002), dimensions of strategic quality management include leadership, 

strategic planning, customers focus, employees focus, management process, and organizational 

performance. Antony and Preece (2002)presentedthe dimensions as: leadership, 

employeesempowerment, customers focusing, open culture,and partnership programs. 

Bilichandand Neto’spoint of view(1997)assured that the dimensions are: customers’ satisfaction focus, 

technology use, environment analysis and quality memberships’ focus, while Christian, etal (1996) 

stated that the dimensions are: customers’ needs focus which turned into a systems approach, cultural 

transformation, and integration with suppliers. And according to Tummalaand Tang (1995) dimensions 

are: customers focus, leadership, continuous improvement, employees empowerment, and fact-based 

management, (Loeckenhoff, 1994). 

The term of Strategic Quality Management adopted in this study refers to strategic approach in dealing 

with quality issues within organization through the development of quality issues in strategic level, and 

the integration of quality objectives strategically with the organization's strategy (Amasaka, 2009), 

while the dimension “Strategic Planning for Quality” refers to the formulation and determination of the 

strategic objectives of quality within the core of the organization's strategy (Perrott, 2002) ; dimension 

“Top Management Commitment” refers to a pledge and commitment of top management to adopt 

quality issues and support strategically in the organization, and to approve budget (Amasaka, 2009), 

and dimension “Service Improvement” refers to make the necessary adjustments in the service quality 

based on an ongoing basis and in line with the developments in the level prevailing in the market 

services (Leonard & McAdam, 2002), and dimension “Customer Focus” refers to pay  greater attention 

to needs , requirements and desires of customers, and customers’ needs are the first priorities (Antony 

&Preece, 2002).  

2.2. Analytic Hierarchy Process 

Analytic Hierarchy Process (AHP) is one of Multi Criteria decision making method that was originally 

developed by Prof. Thomas L. Saaty (2001). In short, it is a method to derive ratio scales from paired 

comparisons. The input can be obtained from actual measurement such as price, weight etc., or from 

subjective opinion such as satisfaction feelings and preference. AHP allows some small inconsistency 

in judgment because human is not always consistent. The ratio scales are derived from the principal 

Eigen vectors and the consistency index is derived from the principal Eigen value, (Bhushan&Rai, 

2004), where restructuring can be divided into a series of sub-structures consisting of several factors, 

and through this division the decision-maker can perform a binary comparison between every single 

level of structure factors in order to get a weight of the level which we want.So the term of “Analytic 

Hierarchy Process” adopted in this study refers to multiple criteria decision-making method that uses 

hierarchical structures to evaluate dimensions (Saaty, 1994; Kristof, 2005). 

AHP Steps (Kendrick &Saaty, 2007): 

 Create the basic matrix  

 Find the Sum of values in each column  

 Divide the last values on the basic matrix  

 Get the weight (W)= Sum of values of each row /number of dimensions 

 Multiply the original matrix with weight values 

 Find  nmax=sum of last values   
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 Consistency Index=n-nmax/n-1 

 Random Index =from the table (1) 

 Consistency Ratio=Consistency Index/ Random Index 

 There will be impact when Consistency Ratio to be less than (0.1). 

 

2.3. Organization Success 

The organization's success means its ability to survive , adapt and grow through goals that it seeks to 

achieve (Johnson & Scholes, 2002), while Kenny (2001) determined it by the results of activity in 

respect of customers, employees and owners and all stakeholders, also it refer to the management's 

ability to choose and deal with the management cases that achieve superior over competitors, Maller 

(2002), assured that successful in strategic plan implementation will lead to organizational success,and 

to be more comprehensive Wheelen& Hunger(2004), describe it through successful management and 

leadership that understands the purpose of the organization and what is happening in the business 

environment, and able to expect events and focus on the critical success factors, that show 

organization's ability to achieve long-term objectives through keep abreast of developments and 

changes in the needs of the market to enable them to implement their strategic plans, and make 

alignment between organization's goals with employees' goals (Glueck&Jouch, 1984). The term of 

“Organizational success” adopted in this study refer to the ability of the organization to achieve 

objectives and goals, and respond to changes in the needs of all parties, and to keep abreast of 

developments (Kenny, 2001). 

 

3. Research Methods 

Methodology adopted in this study is the exploratory, descriptive, and analytic approach.The study’s 

population consists of telecommunications companies operating in Jordan (Telecommunication 

Regulatory Commission, the annual report 2013). A purposeful sample consists of four selected 

companies which their capital exceeds twenty million dollar, (Jordan Telecom, Jordan company for 

mobile Services Zain, Petra Jordanian Telecommunications Company Orange, Umniah 

telecommunication company), and it this sample was chosen because it is suitable for application of 

this study in terms of size, number of employees and the possibility of the application of an assumed 

quality systems. The respondents were all departments’ and section’s managers and their assistants 

with a total 142 respondents. 

Additionally, a questionnaire was built to collect required data, and a (142) questionnaires were 

delivered to respondents, while just a (116) of return questionnaires were suitable for analysis, a 

statistical methods as simple and multi regression analysis, and factor analysis, and analytic hierarchy 

process (AHP) were used to analysis data and to evaluate strategic quality management dimensions 

and to determine its impact on organization success. 
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3.1. Study Model 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

4. Results and Discussion 

4.1. H0-1: There is no difference in importance of strategic quality management dimensions (Strategic 

planning for quality, Top management commitment, Service improvement, Customer Focus) in 

telecommunication companies in Jordan at the level of significance (0.05). 

To test this hypothesis, we usedfactor analysis through Varimax to determine the importance of 

strategic quality management dimensions (strategic planning for quality, top management 

commitment, service improvement, customer focus), as shown in table (2) 

Table (2) shows that the percentage of the explained variance of each dimension of strategic quality 

management approved in the current study was not the same, since the dimension strategic planning of 

quality explains (7.387%), while top management commitment explains about (3.697%), and service 

Strategic dimensions Operational dimensions  

Strategic quality 

management 

 

top 

management 

commitment 

service 

improvement 

customers 

focus 

strategic 

planning of 

quality 

Organizational 

success 
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improvement explains (5.416%). Finally, customer focus explains (3.651%). Thus, we accept the 

alternative hypothesis: “there is a difference in importance level of strategic quality management 

dimensions”. 

4.2. H0-2: There is no statistically significant positive direct impact of strategic quality management on 

organizational success in telecommunication companies in Jordan at the level of significance ( 

0.05). 

To test this hypothesis, we used multi regression and ANOVA analysis to determine the direct impact 

of strategic quality management on organizational success.Results of ANOVAanalysis in table 

(3),shows the contribution of strategic quality management in explaining the variance in organizational 

success. Since the calculated (F=36.834) was more than the tabulated(F=2.452) thus it is significant at 

the level of ( 0.05). 

And the results of multi regression analysis, as in table (4) show the impact of strategic quality 

managementdimensions on organizational success. The value of R (0.754)indicates positive correlation 

between strategic quality management and organizational success, whereas the value of R2 was 

(0.568), this means the (0.568) of organizational success changeability’s results from the changeability 

in strategic quality management. Additionally, dimensions with high impact were “strategic planning 

of quality” (β=0.650) and “top management commitment” (β=0.468)whereas dimensions with less 

impact were “service improvement” (β=0.195) and “customer focus” (β=0.313) and this means that 

increase of each one unit in strategic quality management dimensions will increase organizational success 

of β value. And confirmed its impactthe (T) Calculated, and its significance at level ( 0.05), so we 

accept the alternative hypothesis which confirms the impact of strategic quality management on 

organizational success. 

 

4.3. AHP Analytic Hierarchy Process to evaluate Strategic Quality Management dimensions: 

4.3.1. First: the impact of strategic dimensions on organizational success: due to respondents’ 

responses ofbinary comparison to (strategic planning for quality, top management commitment), and it 

will be as the following steps: 

a. Prepare the basic matrix: 

 

 

 

 

Where 

ST-SQM: refers to strategic dimensions of strategic quality management. 

A11 A12 

A21 A22 

MC SP 

SP 

MC 

ST-SQM Matrix 

1 1/4 

4 1 

MC SP 

SP 

MC 

ST-SQM Matrix 
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SP: refers tostrategic planning of quality. 

MC: refers totop management commitment. 

A11, A22=1, when the same dimension meet. 

b. Then we add values in columns as   

c. Then we divide the last values on the basic matrix as  

 

      so 

 

 

 

d. Then to get the weight (W), we add values of each row together and divide it on number of 

dimensions: 

 

 

 

 

e. Then, we multiply the original matrix with weight values: 

 

 

 

f. Next,by adding last values tofind  nmax =0.4+1.6=2  

j. Then, we find Consistency Index by: 

 

 

h. Then we find Consistency Ratio by: 

5   ;   1.25 

1/5 0.25/1.25 

4/5     1/1.25 

MC SP 

SP 

MC 

ST-SQM Matrix 

0.2 0.2 

0.8 0.8 

MC SP 

SP 

MC 

ST-SQM Matrix 

0.2 + 0.2 

2 
=0.2 WST= 

0.8 + 0.8 

2 
=0.8 WMC

= 

1 1/4 

4 1 
X 

0.2 

0.8 
= 

0.4 

1.6 

Consistency Index = 

n-nmax 

n-1 
CI = 

2.0-2.0 

2-1 

= 0.0 
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RI: Random Index as in table (1) 

 

Finally and since Consistency Ratio is less than (0.1) , the strategic dimensions of strategic quality 

management have positive impact on organization success.  

 

4.3.2. Second:  the impact of operational dimensions on organizational success: due to respondents’ 

responses for pairs comparison to (service improvement, customer focus) as the following steps 

a. Prepare the basic matrix: 

 

 

 

 

where 

OP-SQM: refers to operational dimensions of strategic quality management. 

SI: refers toservice improvement. 

CF: refers totop customer focus. 

A11, A22=1, when the same dimension meet. 

b. Then, we add values toeach column as   

c. Then we divide the last values on the basic matrix as  

 

      so 

 

 

 

Consistency Ratio = 

CI 

RI 
CR = = 0.0 

0.0 

0 

A11 A12 

A21 A22 

CF SI 

SI 

CF 

OP-SQM Matrix 

4   ;   1.33 

1/4 0.33/1.33 

3/4     1/1.33 

CF SI 

SI 

CF 

OP-SQM Matrix 

0.25 0.248 

0.75 0.751 

CF SI 

SI 

CF 

OP-SQM Matrix 

1 1/3 

3 1 

CF SI 

SI 

CF 
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d. Then to get the weight (W), we add values of each row together and divide it on number of 

dimensions: 

 

 

 

 

e. Then we multiply the original matrix with weight values: 

 

 

 

f. Then by adding last values to find  nmax =0.499+1.498=1.997 

j. Then we find Consistency Index by : 

 

 

 

h. Then we find Consistency Ratio by: 

 

 

 

 

 

RI: Random Index as in table (1) 

 

Because Consistency Ratio is less than (0.1) so the operational dimensions of strategic quality 

management have positive impact on organization success.  

So there is significant positive direct impact of strategic quality management on organizational success 

in telecommunication companies in Jordan. 
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5. Conclusion  

The AHP approach described in this study assists management to devise and maintain a competitive 

and relevant plan for ingoing improvement in strategic quality management. In particular, this analysis 

provides that the strategic dimensions of strategic quality management need more improvements, since 

strategic dimensions lead to more improvement of organization success. 

The findings showed the importance ranking of strategic quality management, and indicate that there 

was difference in importance level for strategic quality management dimensions. Thus results also 

show that the managers considered“strategic planning of quality” as the highest priority in assessing 

strategic quality management in Jordan telecom companies, and it is obvious that its significant for 

Jordan telecom companies to provide managers with strategic planning skills, managers 

considered“top management commitment” as the second dimension of strategic quality management in 

the importance level. 

And results proved that the strategic dimensions and the operational dimensions of strategic quality 

management have positive and direct impact on organization success. 
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Tables 

Table (1) Random Index Values 

10 9 8 7 6 5 4 3 2 Value 

1.51 1.45 1.41 1.32 1.24 1.12 0.90 0.58 0 
Consistency 

Index 

 

Table (2) Factor Analysis for Strategic Quality Management Dimensions 

Cumulative variance Explained variance 
Strategic Quality Management 

7.387 7.387 Strategic planning for quality 

11.084 3.697 Top management commitment 

16.50 5.416 Service improvement 

20.151 3.651 Customer focus 

 

Table (3) ANOVA analysis between strategic quality management and organizational success 

 
SOS MS DF 

Calculated 

F 

Tabled 

F 
Sig* 

strategic quality 

management for 

organizational 

success 

27.702 6.925 
4 

36.834 2.452 0.000 21.058 0.188 
112 

48.760  116 

* Tabled F=2.452at the level of significant ( 0.05) 
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Table (4) Multi regression analysis for strategic quality management on organizational success 

 Β T Sig* R R
2
 

Strategic planning for quality 0.650 8.298 0.000 

0.754 0.568 
Top management commitment 0.468 4.899 0.000 

Service improvement 0.195 3.520 0.001 

Customer focus 0.313 2.016 0.047 

* Tabled T=1.658 at the level of significant ( 0.05) 

 

 

 


