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ABSTRACT

The objective of this study was to establish tifeatfof quality management practices

implemented on quality outcomes in manufacturingparsations. The specific objectives

were to establish the enablers of quality managéncballenges of quality management
and the effect of quality management at Bamburiez@nimited as a case study. The

study used descriptive research design methodtah @b 979 respondents in managerial

positions were targeted by the study out of whiB 230%) respondents were sampled
to participate in the study. Analysis of data wasa using SPSS (Statistical Package for
Social Sciences). Percentages from the findingpeldein the deeper analysis of the

variables in question in order to make logical dosions. The study concludes that

leadership, supplier alliances and employee trgirdare the major enablers of quality

management at Bamburi Cement Company Limited. Tindysconcludes that there are

challenges towards quality management implememtasio Bamburi cement limited,

which range from participation of senior managenmerorporate culture challenges.

The study concludes that; quality management mexthave led to the introduction of
more products in the organization, applicationsgoélity management practices have
enhanced effective product and process designirag,due to quality management, the
company is able to supply to a big market bothllpcand in East Africa too. Quality
management practices have led to ‘attraction ofenomstomers’ in the recent past and
that it is due to quality management practices thatsales team at Bamburi cement has

been practicing in the recent past.
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CHAPTER ONE: INTRODUCTION

1.1 Background

Quality is a concept that has proved elusive, gienfact that it means different things
to different people, and there is therefore no Isinmiversal definition. “Some people
view quality as “performance to standards.” otheew it as “meeting the customer’s

needs” or “satisfying the customer” (Reid &Sand@f12).

David Garvin, a professor of Business Administnata the Harvard Business School has
helped articulate both the definitions and dimemsiof quality. First, Garvin found that
most definitions of quality were either transcertideproduct-based, user- based,
manufacturing based, or value based. Using these definitions of quality, Garvin
developed a list of eight quality dimensions inahgd Performance, Features, Reliability,

Conformance, Durability, Serviceability, Aesthetarsd Perceived quality.

According to Singing (2012), quality means a prdducservice performs according to
expectations, that the product or service has éagufes needed, that the product or
service meets their expectations and predeterngaefbrmance standards, the product is
durable, the product is serviceable with ease prdd has an appealing appearance, and

is highly thought of.

Quality is a critical aspect of the performanceoofanizations across the globe. It is
critical for organizations to be keen on mattersqaglity in order to enhance their

performance. Quality translates to the level ofkeiresponsiveness that an organization



gets in general. The issue of quality comes intay gbecause customers desire to
maximize their utility by consuming the best therke& can offer. Since organizations
depend on their customers, they should understarmért and future customer needs,
should meet customer requirements and try to extteedxpectations of customers. An
organization attains customer focus when all peaplthe organization know both the

internal and external customers and also what reopgnts must be met to ensure that
both the internal and external customers are satisfFurthermore, it is critical to

understand that the level of quality maintaineddoyorganization has power over its

progress and continuity in the market.

1.1.1 Quality Management

Quality management can be considered to have faim oomponents: quality assurance,
quality planning, quality improvement and qualitpntrol. Quality management is
focused not only on service or product quality, ligo the means to achieve it. It
therefore uses control of processes and qualityrasse, as well as, products to achieve
consistent quality (Nederpelt, 2012). Achieving higuality does not happen by
accident. The production process must be propedyaged to achieve quality standards.
Quality management is concerned with controllingvéiees with the aim of ensuring that
products and services are fit for their purpose meet the specifications (Adrian, Tom

& Ed, 2006).



Organizations have quality management systemshdptthem deal with quality issues.
These can be expressed as the organizational is&gugbrocedures, processes and
resources needed to implement quality managemeanh $/stems contribute immensely
to the quality performance of any organization @$n2004). The purpose of quality
management is to first understand the expectatbnise client in terms of quality, and

then put a proactive plan and process in placedet mor exceed those expectations.

Managers are keen on matters of quality becautieeatepercussions of losing out in the
ever competitive market. According to Mentzer et28l11), quality can be influenced by
factors within or outside an organization. He iradés that factors such as environment,
Just in Time Production (JIT), and supplier quaditg integral in quality management. It
is vital for organizations to understand the thsemtd weaknesses they face in line with
guality management. This can help them in workinglmeir weaknesses and threats by
putting effort on their strengths and opportunitidentzer et al, insists that quality
management is not an event that organizations gdhmuisider once in a while. Quality

management is an ongoing process that they ndedus on throughout.

According to Jaafreh, managers are now resortinQuality Management Practices in
order to meet the ever changing customer demandnfproved quality and to stay
competitively relevant in the new emerging globampetitive. He reckons that they use

these practices as inputs toward quality whichésultimate expected outcome.

Several factors have been attributed to achievenwntquality in the various

organizations. These are practices or measuresvtieat implemented, help towards the
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realization of quality goals in the organizatio@n the other hand, several factors may
act as inhibitors of quality achievement by slowdavn or interfering with the process

of quality achievement.

Human factors play an important but often overlabkele in quality management.
Employee perceptions influence how the organizatiperates because they guide how
an employee feels and acts; quality highly depemdhe employees ability to spot

potential issues and correct them on the spot (Eo2011)

1.1.2 Bamburi Cement

Bamburi Cement Limited is a Kenyan based compamaged in the manufacture and
sale of cement and cement-related products. It algos and manages a nature and
environmental park developed from rehabilitatedrges. The Company’s subsidiaries
include Bamburi Special Products Ltd, which is eyegh in manufacturing concrete
paving blocks and other cement products under tlaadoname BamburiBlox, and
Lafarge Eco Systems Ltd, which manages the Compamyhing reserve lands and
rehabilitates its quarries. Its other subsidiaredude Bamburi Cement Ltd, Uganda,
HimCem Holdings Limited, Diani Estate Limited, KenyCement Marketing Ltd,
Portland Mines Limited and Seruji Management Limhitdhe Company is a subsidiary

of Lafarge Group (Bamburi, 2013).



Bamburi Cement Ltd is an organization establised951 by the Cementia Holding
A.G Zurich director called Felix Mandi in Kenya ¢ideView, 2013). Through several
subsidiaries, the company mainly engages in cemanufacturing and sale. It also deals
with cement related goods such as Portland limestoement, Portland Pozzolana
cement, and Portland cement. The organization sé¢dls its products through several
brands namely Plasta Plus, Multi-Purpose, Supa$gtvu Cement, and Power Plus
Cement. Bamburi Cement Ltd is also the owner anchager of an international
environment and nature park developed from severabilitation mines. The company
also operates in Uganda, but its headquartersoaegeld in Nairobi Kenya (Insideview,

2013).

According to a report by Dyer and Blair Investmaéd#ink dated December 2012,
Bamburi Cement commands an estimated market shd@oin Kenya, with their main

competitors being Athi River Mining Limited, Easfrisan Portland Cement Company
Limited, National Cement Company Limited, Mombasar@nt Limited, and Savannah
Cement Company. Bamburi Cement they say, contsb3@% of the total cement

consumed in the Kenyan market, and is the besbpenig cement company in Kenya.
These factors elicit interest in the company aase study, in a bid to gain more insight

on how they remain the top performers.



1.2 Problem Statement

Organizations across the globe have the task afrgsthat quality remains significant
in operations. Poor quality management can plgoer@anent stain on any organization-
it can stand in the way of its success. AccordimgAdrian, Tom and Ed (2006), “In
recent years the success stories to quality mamagelrave been replaced by more
gloomy reports. While the broad message of thefieaisquality management is not fully
delivering, there is much less information on tlpecsfic challenges in implementing
guality management”. Without knowledge of the atiadjes experienced, it becomes hard
to streamline quality management, and in turn agmeent of quality goals is hindered.
The results of a survey in quality management endbnstruction industry conducted by
Federation Internationale des Ingeneurs-ConseiBI( indicated that the failure in
guality is a problem worldwide (Rumane, 2011). Anthally, a study conducted by
Debby Willar on the implementation of quality maeagent practices in Indonesian
companies indicated difficulties in implementingaity practices in the construction

industry.

Also, a study conducted by Taveira et al (2003jjdates that the existence of quality
documentation such as quality plans, procedureswamid instructions in organizations
does not mean quality systems are implemented. ddes not reflect the presence of
deeply rooted practices needed for ensuring ulendslivery of quality goals in an

organization. The study highlighted the fact thiatré appears to be doubt in the



construction and manufacturing industry with regaod quality implementation and

guality management practices

According to a report by Mars Group Kenya, Kenyaanufacturing sector is among the
key productive sectors identified for economic giflovand development. With this in
mind, attention needs to be given to the sect@nttance growth to full potential having

in mind that quality management may inhibit thetges realization of its full potential.

Therefore, the problem of this study was to find the quality management practices
implemented in the manufacturing organizations, losy affect quality, as well as look
at any challenges or enablers of quality they fate research questions followed were:
What are the challenges in quality management? Vdhatthe enablers of quality
management? And; Is there a relationship betweeatitgunanagement practices and

guality outcomes?

1.3 Objectives of the Study
This study was guided by the following g objectives
I. To establish enablers of quality management at BamBement Company
Limited
ii. To establish challenges in quality management ahlei Cement Company
Limited
iii. To establish relationship between quality managenpeactices and quality

outcomes at Bamburi Cement Company Limited



1.4 Value of Study

This study will help in setting policies in line tviquality management. Different policies
of the government are based on analysis of dasdisttal data are now widely used in
taking all administrative decisions for credibiliigasons. This study will provide relevant
information to the government that would be benafi;m making decisions and policy

making as relates to the area of operations managem

This study would help draw some useful conclusisricawhether quality management
practices are critical in organizations, and thosming a pool of knowledge for
management in the various sectors. Investors Vgt Benefit from this study as it will
provide useful information regarding quality managat in the Kenyan perspective
which will help them in decision making. Scholaml wiso gain from this study as it will

bring into perspective the issues of quality thgaizations face on a daily basis.



CHAPTER TWO: LITERATURE REVIEW

2.1 Introduction

This chapter looked at the various theories thaetratated to quality management in
organizations such as Deming’'s, Crosby’s and Jaraheories. The chapter also
highlighted the dependent and independent variaiflése study through the conceptual

framework.

2.2 Quality Management Practices

With increased competition emanating from increagémbal changes and the ever
increasing demand of quality from customers, orz@ions have resorted to a number of
quality management practices such as total quafitgnagement (TQM), and
benchmarking (Jaafreh, 2012). For the purpose isf ¢tudy; we shall look at TQM,

Benchmarking, and ISO certification.

Total Quality Management is “An integrated efforesthgned to improve quality
performance at every level of the organization"wthie aim of building quality into the
product and process design. What characterizes TQMe focus on identifying root
causes of quality problems and correcting thenhatsource, as opposed to inspecting
the product after it has been made. Not only do€MTencompass the entire
organization, but it stresses that quality is como driven. TQM attempts to embed

quality in every aspect of the organization. Itcencerned with technical aspects of



quality as well as the involvement of people in lgyasuch as customers, company

employees, and suppliers (Reid &Sanders, 2012).

Benchmarking is the process of improving perforneaiy continuously identifying,
understanding, and adapting outstanding practicdspeocesses (Kelessidis, 2000). This
is done by comparing one's business processeseaftdmpance metrics to industry bests
or best practices from other industries. He reckibraé Benchmarking focuses on the
improvement of any given business process by etipdpi'best practices” rather than
merely measuring the best performance. Best pesctice the cause of best performance.
Companies studying best practices have the greapgsirtunity for gaining a strategic,

operational, and financial advantage.

ISO (International Organization for Standardizatiemthe world’s largest developer of
voluntary International Standards. Internationalansards give state of the art
specifications for products, services and good tm@chelping to make industry more
efficient and effective. The standards provide goik and tools for companies and
organizations who want to ensure that their praxlwotid services consistently meet
customer’s requirements, and that quality is caestly improved. The standards are
based on a number of quality management principldading a strong customer focus,
the motivation and implication of top managemehg process approach and continual
improvement. ISO certification provides independennhfirmation that organizations

meet the requirements thus stipulated (ISO 2013).
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2.3 Enablers of Quality Management

Leadership, strategy, people, partnerships, ressuand products are the main enablers
of quality management. Gary Yukl (2006) definesdahip as “the process of
influencing others to understand and agree aboat wkeds to be done and how to do it,
and the process of facilitating individual and eotlve efforts to accomplish shared
objectives” (Goffee & Jones 2007). Leadership essuhat quality goals are realized
when the management takes charge. Organizationsotaucceed without the right
people, resources, partnerships and products aficesr This shows that quality

management enablers are directly related to tHg dpérations of an organization.

Strategy means finding the best way to achievendegls of quality in an organization.
Training is one of the strategic ways of realizquality management goals. Training is a
critical enabler of quality management. Inadequii®ing can be detrimental to quality
care. Less qualified employees are unable to ajtelity requirements because they
cannot think beyond the task at hand. The goablatation is for the employee to make
their profession an art. To master this art, efhlscgial and organizational skills as well
as a holistic approach to the work environment nimgstaught. Education and training
should be viewed as an ongoing process; therefdasealso important to keep contact

with educational facilities, so that knowledge te&nkept up to date (Musara, 2012).

Supplier alliances refers to an agreement betw&erot more suppliers to pursue a set of

agreed upon objectives needed while remaining ie@gnt organizations. Partners may

11



provide the alliance with resources such as pradulestribution channels, manufacturing
capability, project funding, capital equipment, Whedge, expertise, or intellectual
property. The suppliers’ resources are incorporatetthe final product presented to the
customer, and so when well implemented, this maytrdmte towards quality goals

(Musara, 2012).

2.4 Inhibitors of Quality Management

The involvement of management is critical for theeeess of quality management in
organizations. Quality of a product can be ensuir¢dere is an active participation of
senior management of a company in the developmitiieoproduct. If they are not
showing any interest in the process and is notngivany suggestions for the
improvement of the product then the tendency de#lamong the actual product
developers to take things for granted and compr@migh the quality of the product

(Adrian, Tom and Ed, 2006).

There is a need for an appropriate culture to sughe scope of Quality Management,
This can be defined as the beliefs and behavicas determine how a company's
employees and management interact and handle Basingnsactions. Advocates of
organizational excellence show that the problens®@ated with achieving quality are
associated with corporate culture. This is becdask of a dominant and coherent

culture, in which values, commitments and approadre likely to diverge, which can

12



present a barrier to co-operation, joint action amebblem solving across the
organization. Thus, managers need to periodicalglyae the relevance of corporate
values to the evolving organizational environmekd. a result, enabling managers to
adapt and nurture the constructs that support theeldpment of an aspired

organizational culture (Irani, Beskese & Love 2004)

2.5 Theories of Quality Management
Theories are a set of ideas upon which the resesrthbe based. These will act as my

guides in the research

2.5.1 Deming’s Theory

Edward Deming has made an enormous contributigdhetudy by shedding more light
on matters of quality in organizations, and thevarsal transformations on what quality
is have followed from his contributions. Demingaisknowledged for coming up with
the Fourteen points of management and theShewart Cycle, both of which have proved to

be very useful tools for management.

Another very useful contribution by Deming is thystem of profound knowledge, which
consists of four points. The first point is Systefyppreciation which seeks an
understanding of the way that the company's presessd systems work. Deming

indicated that it is critical to understand how@aganization works in order to achieve

13



guality standards sought (Deming, 2000). The Apptem of a system involves
understanding the fact that an organization is mgef different elements that need to
work together in harmony for the entire system trkwvell. This is likened to a tree

with many branches that need to be healthy fotréeeto stay alive.

The second point is variation knowledge. Demingkoes that there should be an
understanding of the variations happening in aramigation and the reasons for such
variations. Such an understanding is critical isugmg that an organization achieves its
quality objectives. Furthermore, the Knowledge afiation involves understanding that
everything measured consists of both normal vamadiue to the flexibility of the system
and of special causes that create defects. Qualiblves recognizing the difference to
eliminate special causes while controlling normatfiation. Deming taught that making
changes in response to normal variation would angke the system perform worse

(Mann, 1999).

Additionally, Deming indicated that there is needunderstand what can be known in a
system, as well as, understanding human naturs. i$Hhecause human beings form an
integral part of the system and contribute towatids overall performance of an
organization. Quality cannot be achieved withoubwledge and human effort in any
organization (Aguayo, 1991). People are a fundaahenomponent within any
successfully developing organization. Take away peeple and the organization is
nothing. Take away the people's motivation, comrartrand ability to work together in

well organized teams, and again, the organizatoonathing. Conversely, inspire the

14



people to work well, creatively, productively, atite organization can fly. Logically
therefore, the development and proper utilizatibpenple are vital to the success of all

guality management initiatives.

2.5.2 Croshy’s Theory

Philip Crosby is also credited for his contributitowards quality. Just like Deming,
Crosby based his work on the need to invest inityyas this is guaranteed to give
positive returns at the end of the day. To himnsgp®gy on quality improvement should
not be viewed as a cost, but rather as an investmigm guaranteed returns. Crosby’s
work is based on four absolutes of quality manageraad his own version of fourteen

steps to quality improvement.

Crosby's four absolutes are: Definition of qualiyg adherence to requirements,
prevention is the best way to ensure quality, Zeefects (mistakes) is the performance

standard for quality and quality is measured bypihiee of nonconformity.

2.5.3 Joseph Juran's Theory

Joseph Juran is the mind behind "Quality Triloghhls entails quality planning, quality

improvement, and quality control. Juran reckong floa quality improvement to be

successfully implemented, the actions undertakex ne@ be well planned and controlled,

as well as enact continuous improvement measuFes. Quality improvement, Juran

15



recommended ten steps that when followed; firstawareness of the opportunities and
needs for improvement must be created, followeddbtermination of improvement
goals, then organization is required for reachimg goals. After this, training needs are
provided, and then the projects are now initializéthese are then monitored and
performance recognized. After this, achievementsnpirovement are tracked, followed

by a repetition of the steps again.

Quality is ultimately the responsibility of top megement. Deming, Juran and Crosby
(2000) all emphasize the importance of top managereadership in implementing a
quality program. Therefore, it observed that eadh tleese thinkers on quality
management has a distinct philosophy about qualitgg a unique language for
implementing it, and a distinctive approach or pssfor managing and achieving it. In

so doing, they created their own following amonghagement and quality consultants.
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Theoretical Framework

Deming’s theory

Juran's Theory

v

Crosby’s theory

A 4

Figure 2.1:Theoretical Framework

Source: Author (2013)
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2.6 Conceptual Framework

Jaafreh in his work appreciates the fact that gualhanagement practices, if
implemented, enhance quality outcomes in any gsigration. However, it is expected
that along the road leading to quality, organizaiovill face challenges and situations

that will either enhance or inhibit quality managsm

Enablers of
Quality
Management
MANAGEMENT
TCOME
PRACTICES / OUTCOMES
Inhibitors of
Quality
Management
Independent Variables Dependent variable

Figure 2.2: Conceptual Framework

Source: Author (2013)
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CHAPTER THREE: RESEARCH METHODOLOGY

3.1 Introduction.

This chapter presents the research methodologysused in the study. The section is
therefore a blue print of the various steps andrtegies that were followed to fulfill the
objectives of the study. The areas presented hmereesearch design, data collection and

data analysis.

3.2 Research Design

For the purposes of this research, a descriptiseareh design was used. According to
Cooper and Schindler (2003) a descriptive studyoiscerned with finding out the what,

where and how of a phenomenon. It seeks to findrdasons behind a theory or
phenomenon by telling what is, and thus using thigas able to investigate my research

guestions.

The informants were the employees and managemeBawiburi cement limited. The

study targeted employees of the organization deadils.
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3.3 Data Collection

Primary data collection was achieved by the usstfctured questionnaire. Data was
collected from the employees and management of Baméement limited. The
guestionnaires were distributed to respondents tliey were then picked up at later and
the responses checked for correctness. Given Heatrdsearch was out to get the

employee perceptions, primary data was key in ragaeh.

The company has a total of 979 employees includimgnagers in the various
departments. The study targeted 294 responderds@sresentative sample of the total
population. Twenty four (24) respondents were imaggerial positions, 105 supervisors
and 165 were staff in various sections includingpsut staff. This study sampled 30

percent of the population from all population categs to collect data

3.4 Data Analysis

Quantitative data on quality management practieeablers and challenges was used in
the study. The collected questionnaires with tispoases were checked for completeness
upon which the valid data was coded. Analysis @& deas done using SPSS (Statistical

Package for Social Sciences). Percentages frorimifiags helped in the deeper analysis

of the variables in question in order to make labanclusions.
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CHAPTER FOUR: DATA ANALYSIS AND INTERPRETATION

4.1 Introduction

This chapter presents the data analysis, intetpyetaf the data findings on quality

management practices in manufacturing organizatwridamburi cement Ltd. The data
was analyzed by use of quantitative technique whieeeSPSS program aided in the
computations. The analysis of the data has beesepted relative to the objectives and

other aspects enquired in the research questi@nair

4.1.1 Response Rate

Frequency Percentage (%)
Responded 223 75.8
Not responded 71 24.2
Total 294 100

This study targeted a total of 294 respondentss Terefore means that a total of 294
guestionnaires were issued to the respondentsofthis, a total of 223 questionnaires
got responses while the rest never got response&m@ wrongly filled, hence giving a
response rate of 75.8% 76% which is adequate according to Mugenda andevidg

(2003).
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The figure below presents the study response rate;
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Figure 4.3: Response Rate

4.2 Aspects of Quality Management in the Organizabin

Table 4.1: Aspects of quality management in theoization

& [0}

5 ° ¢
Quality of Bamburi Cement Ltd products canbe © | 5| 8 o o
explained as: = = 58| 3¢ 20

S E2 £° Q57

= O Qo6 | QL 52

n Nawe|l Z2c | NWNT|NT
Perceived quality by customer 25 35 23 1(Q 7
Product aesthetics/ beauty 10 38 50 1 1
Serviceability of the products 8 42 26 23 1
Durability of the products 33| 54 8 1
Conformity of the products 20| 60 14 4 2
Reliability of the products Ltd 23| 66 10 0
Features of the products 16 74 10 0 0
performance of the products 5 88 5 5 5
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The study required the respondents to state tlenetd which they agreed on the various
aspects of quality managements at Bamburi Cemeantgeld. According to the study
findings, majority of the respondents were in agreet that perceived quality by
customer, product aesthetics/ beauty, servicephilitthe products, durability of the
products, conformity of the products, reliability the products, and features of the
products are all aspects of quality at Bamburi Ganed and that Bamburi Cement
products can be explained as: performance of tbdusts as shown by 94% of the

respondents.

4.3 Quality Management Practices in the organizatio

Table 4.2: Total Quality Management (TQM)

< o <
e S o < o Q
3 =, |z S 2|2 e 35¢
=8 EE 5ifiycs
h I N I z & 5 |ln ©lh B
Bamburi Cement Ltd
_ 10 90 0 0 0
implements TQM
TQM affects quality a
_ 6 93 1 0 0
Bamburi Cement Ltd

The study requested the respondents to indicatelével of agreement on total quality
management; TQM as a practice in their organizatmtording to the results displayed
in the table above by 90%, majority of the respornsievere in agreement that Bamburi
Cement Ltd implements TQM and that TQM affects gqualt Bamburi Cement Ltd as

shown by 93% respectively.
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Table 4.3: Benchmarking

E o) E ) o
3. |24 |BS QS B
c g |5 stfEfEE
h & 0 & z 8 5vn 5 |h T
Bamburi Cement Ltd has
benchmarking measures in 16 74 10 0 0
place
Benchmarking affects quality
at Bamburi Cement Ltd 29 63 11 1 0
Table 4.4: ISO Certification
g 5 |8 o o
S, |2, |85 g3se |5¢
-8 EE |5EFcF sk
h & n & z @ 5lwn 5 | b T
Bamburi Cement Ltd is ISQ
N 17 71 12 0 0
certified
ISO certification affects
quality at Bamburi Cement 15 70 11 2 2
Ltd

On a five likert scale, respondents were requingdhle study to indicate their level of
agreement on benchmarking and ISO certificatiorthgsactices in the organization. On

this question, majority of the respondents indidatet they were in agreement Bamburi
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Cement Ltd has benchmarking measures in placetatdénchmarking affects quality at
Bamburi Cement Ltd as shown by 63%. Respondentsagjeeed that Bamburi Cement
Ltd is ISO certified and that ISO certification efts quality at Bamburi Cement Ltd as

shown by 71% and 70% respectively.

4.4 Enablers of Quality Management

Table 4.5: Leadership

8 [}
= ° g
S | © D= | ©
> < © % < 0| >0
5 |5,/ 02 |32 2
& |l EQ| =2 | @ 5
= o ol 9 o o 0|l =5 9
n N o | Z2 c W oSl O o
Good leadership contributes  towards
implementation of quality goals at Bamburi
cement 10 | 74 12 2 2
Bamburi Cement Ltd has a well-structured
leadership 16 | 69 15 0 0

Respondents were required by the study to indibetie level of agreement on statements
related to leadership as an enabler of quality mamant in organizations. According to
the results displayed in the table above, the stesigaled that 74% of the respondents
were in agreement that good leadership contribigdesrds implementation of quality
goals at Bamburi Cement and that Bamburi Cemenhhatda well-structured leadership.

This implied that leadership is an enabler of Quatianagement in the organization.
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Table 4.6:Supplier Alliances

© o
o Q ()]
g T > 2 15
> e @®© % < () > ()
=) S o & 0 = 2 S 9
& E o |= © E & & ©
=] o o Q o o v s 0
n N «© Z c 0w _© )]
Suppliers contribute
towards implementation of
quality goals at Bamburi
cement 20 79 0 1 0
Supplier alliances are
critical for the realization of
guality management goals 10 76 10 2 2

Respondents were to state their level of agreemesupplier alliances as an enabler of
quality management in the organization. On thisstjae, the study found out that
majority of the respondents were in agreement ®gtpliers contribute towards
implementation of quality goals at Bamburi Cement that supplier alliances are critical

for the realization of quality management goalsta®vn by 79% and 76% respectively.
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Table 4.7: Training

(]
S 3
S | © 2 = | ©
> e @®© % e - > O
5 |3 T © |z &5 2
& |E 8= % | g5
= o o 9 o o UV =5 9
n N o 2 < 0w _oTlun ©
Good training contributes towards
implementation of quality goals at Bambur{ 15 | 84 1 0 0
cement
Bamburi Cement Ltd has a training
_ 20 | 74 2 2 2
programmes for its workforce

On whether training was a practice for quality ngemaent at Bamburi Cement limited,
the study established that majority of the respotslevere in agreement that good
training contributes towards implementation oflguayoals at Bamburi Cement and that
Bamburi Cement Ltd has training programmes fomitskforce as shown by 84% and

74% respectively.
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4.5 Inhibitors of Quality Management

Table 4.8Participation of senior management

(5]
5 3 o
S I D = | ®©
> < © 2l .| > .
= = |s 23 g9
S £ |&£ %l 35 7
= o Q o| Qo g & 9
n n Z c |l TV ©
Participation of selor management helg
_ _ _ 66 24 5 4
Bamburi Cement achieve quality goals
Senior management in Bamburi Cement
Limited actively participate in the quest for
. 38 22 23 10 7
Quality management

Respondents were required by the study to inditete level of agreement on statements
related to participation of leaders towards quatignagement at Bamburi Cement Kenya

Limited. On this question, majority of the respontdeas shown by 66% strongly agreed

that participation of senior management helps BamBement achieve quality goals

whereas 38% of the majority of the respondentsgtyoagreed that senior management

in Bamburi Cement Limited actively participate imetquest for quality management

respectively.
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Table 4.4Corporate culture

E 3
© o = ©
> < @© % e (0] > O
S 4 |3 o |82 |3 L D2
o8 2B 5T 2R (2%
h & o & |z 2 |los |H B
Corporate culture contributes
towards implementation of
_ _ 70 20 5 5 0
guality goals at Bamburi
Cement
Bamburi Cement Ltd has a
well-defined corporate culture 40 20 20 12 8
in place

On a five likert scale, the study required the oesjents to indicate their level of
agreement on how corporate culture is a challengguality management at Bamburi
Cement Kenya limited. According to the study firgBnthe study established that 70% of
the respondents strongly agreed that corporate ureultcontributes towards
implementation of quality goals at Bamburi Cememd &hat Bamburi Cement Ltd has a

well-defined corporate culture in place as showd0%.
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4.6 Effect of quality management practices on qudlf outcomes

Table 4.5Effect of quality management practices on qualitfcomes

T - ©
5.5, /sE838 38
cilEgcizey o
S HS|Zcc|hT|hHD
Quality management practices have led to |the
_ _ _ 1 89 0 0 0
introduction of more products in the organizatiagn.
Applications of quality management practiges
have enhanced effective product and proceskb 76 5 4 0
designing.
Due to quality management, the company is able
to supply to a big market locally and in Eastl7 63 8 3 4

Africa too

uality management practices have led| to
Q y J P 25 60 10 2 3

~—+

‘attraction of more customers’ in the recent pas

Its due to quality management practices that|the
sales at Bamburi cement has been going up in thd 59 0 0 0

recent past

Respondents were required by the study to indibetie level of agreement on statements
on the effect of quality management practices oalityuoutcomes. According to the

study findings, majority of the respondents weragneement that quality management
practices have led to the introduction of more puatsl in the organization, applications
of quality management practices have enhancedtefgaroduct and process designing,

that due to quality management, the company is ablsupply to a big market both
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locally and in East Africa too, quality managemerdctices have led to ‘attraction of
more customers’ in the recent past and that itestd quality management practices that
the sales at Bamburi Cement has been going uperrdbent past as shown by the

percentages 89%, 76%, 63%, 60% and 59% respectively
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CHAPTER FIVE: DISCUSSION OF KEY FINDINGS, CONCLUSIO N

AND RECOMMENDATIONS

5.1 Introduction

This chapter presents the discussion of key firgliegnclusion and recommendations of
the study. The data has been presented relatitieetstudy objectives which were; to
establish enablers of quality management at Bam@erent Limited, to establish
challenges in quality management at Bamburi Cemdntited and to establish
relationship between quality management practices guality outcomes at Bamburi

Cement Company Limited.

5.2 Discussion of key Findings

The study found out that quality of Bamburi Cemktat products can be explained as:
quality by customer, product aesthetics/ beautyiceability of the products, durability
of the products, conformity of the products, reli&pof the products, and features of the

products.

The study also revealed that TQM, Benchmarking, &@ification are some of the
major quality management practices at Bamburi céroempany limited. According to
the results displayed in the table above by 90%pmta of the respondents were in
agreement that Bamburi Cement Ltd implements TQM taat that TQM affects quality

at Bamburi Cement Ltd as represented by 90% and @3fectively. Majority of the
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respondents indicated that they were in agreemeambBri Cement Ltd has
benchmarking measures in place and that benchngardfects quality at Bamburi
Cement Ltd as shown by 63%. The study also esteddlishat Bamburi Cement Ltd is
ISO certified and that ISO certification affectsatity at Bamburi Cement Ltd as shown

by 71% and 70% respectively.

The study established that the various enablergjuafity management at Bamburi
Cement Ltd are: leadership, supplier alliances emgloyee training. According to the
results the study revealed that 74% of the respusdeere in agreement that good
leadership contributes towards implementation dadlityy goals at Bamburi Cement and
that Bamburi Cement Ltd has a well-structured lestdp. Goffee & Jones (2007)
confirms that leadership ensures that quality geaésrealized when the management
takes charge. The study found out that majoritsthefrespondents were in agreement that
suppliers contribute towards implementation of guaoals at Bamburi Cement and that
supplier alliances are critical for the realizatafrguality management goals as shown by
79% and 76% respectively. The study also estalalishat majority of the respondents
were in agreement that good training contributegatds implementation of quality goals
at Bamburi cement and that Bamburi Cement Ltd magihg programmes for its

workforce as shown by 84% and 74% respectively.

Musara (2012) asserts on the need of supplieanalis adding that the suppliers’
resources are incorporated in the final producsgmted to the customer, and so when

well implemented, this may contribute towards dgyafjoals. The study by Musara
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(2012) also reported that training is one of theatsgic ways of realizing quality
management goals. Training is a critical enablemgoélity management. Inadequate
training can be detrimental to quality. Less quedif employees are unable to offer

quality requirements because they cannot think iheéybe task at hand.

The study established that there are challengearttsaquality management at Bamburi
cement Kenya limited which range from participatafrsenior management to corporate
culture challenges. In this case, the study estaddi that majority of the respondents as
shown by 66% strongly agreed that participatiors@fior management helps Bamburi
Cement achieve quality goals and that senior mamagethere actively participate in the
guest for quality management respectively. Theystadults agree with Adrian, Tom and
Ed (2006) whose study reported that quality of pasl is ensured if there is an active

participation of senior management of a comparthéndevelopment of the products.

According to the study, it is established that 760Rthe respondents strongly agreed that
corporate culture contributes towards implementatibquality goals at Bamburi cement
and that Bamburi Cement Ltd has a well-defined axafe culture in place as presented
by 40%. According to the reviewed literature, crdtineeds to be valued in quality
management approaches in organizations. Irani, é3esi& Love (2004) asserted that
managers need to periodically analyze the relevahcerporate values to the evolving
organizational environment. As a result, this woeltable to adapt and nurture the

constructs that support the development of an edrganizational culture.

34



The study found out that majority of the respondemere in agreement that the quality
management practices have led to the introductianarve products in the organization,
applications of quality management practices hanbaeced effective product and
process designing, that due to quality managent@mompany is able to supply to a big
market both locally and in East Africa too. Qualihanagement practices have led to
‘attraction of more customers’ in the recent pamt that it is due to quality management
practices that the sales at Bamburi cement has d¢p@ag up in the recent past as shown
by the percentages 89%, 76%, 63%, 60% and 59% atbsgg. The results on quality
outcomes realization in the study by Mentzer g8ll1) asserts that managers need be
keen on matters of quality because of the repenssof losing out in the ever

competitive market.

5.3 Conclusions

5.3.1 Enablers of Quality Management

TQM, Benchmarking, ISO certification are some oé tmajor quality management
practices at Bamburi cement company limited and thality by customer, product
aesthetics/ beauty, serviceability of the produtttsability of the products, conformity of
the products, reliability of the products Ltd, feas of the products are all aspects of
quality at Quality of Bamburi Cement Ltd. The studgncludes that leadership and
supplier alliances and employee training are thpnenablers of quality management in

the organization where; leadership contributes tdwamplementation of quality goals,
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suppliers contribute towards implementation of guajoals at Bamburi Cement and
good training contributes towards implementationqaélity goals at Bamburi Cement

and that Bamburi Cement Ltd has training programioess workforce.

5.3.2 Inhibitors of Quality Management

The study concludes that there are challenges tsagmality management at Bamburi
Cement Kenya limited which range from participatafrsenior management to corporate
culture challenges. In this case, the study estaddi that the participation of senior
management helps Bamburi Cement achieve qualiths goal that senior management in
Bamburi Cement Limited actively participate in tlgeest for Quality management
respectively. The study concludes that corporatdtu@ contributes towards
implementation of quality goals at Bamburi cememd ¢ghat Bamburi Cement Ltd has a

well-defined corporate culture in place.

5.3.3 Effects of Quality Management

On the effect of quality management practices aaityuoutcomes, the study concludes
that; quality management practices have led tarttreduction of more products in the

organization, applications of quality managemerdacpces have enhanced effective
product and process designing, that due to qualdapagement, the company is able to

supply to a big market both locally and in Eastiédrtoo, Quality management practices
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have led to ‘attraction of more customers’ in tkeeent past and that its due to quality
management practices that the sales at Bamburi @dmas been going up in the recent

past.

5.4 Recommendations

This study recommends that the management at Bar@eunent limited be always on
the lookout towards maintaining quality aspectsttoa various products offered. In this
case there is a need to depend on more qualityuresdsetrics that directly contribute
to quality in the organization. Other major qualityanagement practices need to be
established so as to enable the management tostaérand fully influence the quality

outcomes in the organization.

On enablers the study recommends that there i@ toeestablish strategies which will
see the effective management of leadership andisupfiiances and employee training
since leadership contributes towards implementaifaquality goals, suppliers contribute
towards implementation of quality goals and thabdaraining and development
contributes towards implementation of quality goalfhe managers may use
transformational leadership, participatory leadgrsiyles towards improving on quality
management in the organization. The study recommehdt the management offer

scholarships for the employees or at times sendioy@gs to beneficial courses and
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seminars related to quality management practicéss Will help them learn new

practices or approaches to improving quality marneege at Bamburi Cement Itd.

The study recommends that the managers and thetaadi in the organization be keen
in establishing the right mitigation measures oatsgies towards quality management in
the organization, this will be in an effort to astaisks that accompany the adoption of
poor quality management practices thereby leadiripe challenge of failing to achieve
the right quality outcomes in the organization. Mod approaches on monitoring and
evaluation must be put in place to approve thet mglality management practices. This
will help the company to get or improve on new neésk increase profits, create new
products and processes, employ more staff, opere matlets, form mergers with
upcoming cement firms and in general improve th@tahstructure of Bamburi cement

limited.

5.5 Recommendation for Further Studies

This study recommends that further studies be doneuality management practices
where more cement firms will be brought on boardasado find out whether the same
findings obtained apply. Further study may alsodbee to include other companies or
even government Parastatals or agencies to estatitiat quality management practices

are in place and their effect towards good or haality outcomes.
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APPENDIX 1: QUESTIONAIRE

The purpose of my research is to establish qualitgnagement practices in
manufacturing organizations using a case studyaofliuri cement Itd
(D] E (D) g Q E

) )

S 2 = 9 ) 0| = =)

»h © »h © Z 8 5|l & h &
Quality of Bamburi Cement Ltd
products can be explained as:

ol 02 o3 o4 o5
Perfomance of the products
Features of the products ol 02 03 o4 o5
Reliability of the products Ltd | ol o2 o3 o4 o5
Conformity of the products ol 02 03 o4 o5
Durability of the products ol o2 o3 o4 o5
Serviceability of the products | ol 02 03 o4 o5
Product aesthetics/ beauty ol o2 o3 o4 o5
Perceived quality by customer| ol 02 03 o4 o5
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SECTION B: QUALITY MANAGEMENT PRACTICES

(] E (0] E (o] E
> >
= 0 = o = ol = =
s 8 |5 |588 58 |g¢
h © » o Z 8 5| N & h &
Bamburi Cement Ltd ol 02 03 o4 o5
implements TQM
TOM affects quality atol 02 03 o4 o5
Bamburi Cement Ltd
BENCHMARKING . g8 s | B
3¢ |2e |5 9T |3
s |8 |5885¢8 |g8¢
h © » o Z 8 5|ln & |6 &
Bamburi Cement Ltd hasol 02 o3 o4 o5
benchmarking measures |in
place
Benchmarking affects qualityol 02 o3 o4 o5
at Bamburi Cement Ltd
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ISO CERTIFICATION - S o 5 o E o
25 |85 |2 9520 |2
S8 |58 35855 |25
n o n o© Z © TN © 0N «©

Bamburi Cement Ltd is ISO | |0l 02 o3 o4 o5

certified

ISO certification affects

quality at Bamburi Cement Ltd

Other Quality Management practices implementedaanitBuri Cement Ltd:
1.

2.
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SECTION C: ENABLERS OF QUALITY MANAGEMENT

(D) 5—3‘ (D) E () E
> >
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Good leadership contributes ol o2 o3 o4 o5
towards implementation of quality
goals at Bamburi cement
Bamburi Cement Ltd has a wellol o2 o3 o4 o5
structured leadership
3 S 3
> g < 9 = o] S 2
SUPPLIER ALLIANCES | © £ 5 2 8 o, 23 o o
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h © h o Z 8 5|0 & h &
Suppliers contribute towardsil o2 o3 o4 o5
implementation of quality
goals at Bamburi cement
bl o2 o3 o4 o5

Supplier alliances are critic
for the realization of quality

management goals
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Good training contributesol 02 o3 o4 o5
towards implementation of
quality goals at Bamburi
cement
Bamburi Cement Ltd has |aol mp o3 o4 o5
training programmes for its
workforce
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SECTION D: CHALLENGES OF QUALITY MANAGEMENT

The following are the challenges of Quality Managein

1. Lack of participation of senior management

2. Poor corporate culture

o
() EU () = (o] EU

PARTICIPATION OF SENIOR —; 0 = 0 = o = g
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Participation of senior managementl 02 03 o4 o5
helps  Bamburi cement achieyve
guality goals
Senior management in Bamburil 02 03 o4 o5
Cement Limited actively participate
in the quest for Quality
management
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Corporate culture contributesil 02 03 o4 o5
towards implementation of quality
goals at Bamburi cement
Bamburi Cement Ltd has a wellal 02 03 o4 o5

defined corporate culture in place
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Other challenges in Quality Management experiemtd&hamburi Cement Ltd:
1.

2.

EFFECT OF QUALITY MANAGEMENT PRACTICES ON QUALITY

OUTCOMES

o E o o) E
S 0| oy € ¢33

— — ()] o
c o | @ o|lec 9 g o
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Strongly

agree

(7]

Applications of quality management practice
have enhanced effective product and process

designing.

Its due to quality management practices that the
sales at Bamburi cement have been going uUp in

the recent past

Due to quality management, the company is

in

able to supply to a big market locally and

East Africa too

Quality management practices have led to|the
introduction of more products in the

organization.

Quality management practices have led| to
‘attraction of more customers’ in the recent past
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