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Abstract: This study discusses the importance of Quality Management System implementation in Mexico Cleaning
Services which is located in the Kingdom Of Bahrain in terms of six variables which are (general cleaning, provision of
labor services, labor productivity, performance, employee behavior and operational cost/expense) , where the Quality
Management System is an important element to any successful company. The study underscores the impacts of these
six variables on implementing Quality Management System in Mexico Cleaning Services, and the research shows how
Mexico Cleaning Services or any other organization need to implement Quality Management system. The study
demonstrated that in order to improve the overall performance, labor productivity, employee behavior and minimizing
operational costs companies should implement Quality Management System. The study used the quantitative research
method and the populations based were used as a main tool to collect the primary data with total of 156 respondents
(150 employees and 6 top management). Finally, suggesting recommendations based on the findings of the study are
presented.

Keywords: Quality management system, Labor Productivity, Performance, Employee Behavior and Operational
Costs/Expenses

l. INTRODUCTION

Quality is considered one of the many important factors in order to be a successful organization. Most managers are
focusing on costs, time and efforts instead of focusing on quality. On the other hand, researchers insist that
organizations must exert more effort on taking care of improving quality. (Neyestani, 2016)

Nowadays, quality is not related only to goods and services but it is related to the process, system and management.
The process should be done under a good environment and good quality. Good quality consists of some important
factors, first and the most important one is the QMS as a tool of business management. (Neyestani, 2016)

Quality management and business management are closely related to each other. Business management and quality
management have been always related to the concept of organization. However, business management matured with
time toward managing permanent organization. This orientation reflects modern organizations that provide a superior
value to its customer through the projects that the organization chose to organize its activities by starting to implement
these projects. (Ingason, 2014)

This research aims to shed lights on the importance of quality management in every organization and to design quality
management system in Mexico Cleaning Services in order to improve the quality of its services and to gain customers'
loyalty. This study focuses on factors affecting organizations because of quality management.

The study aims to assess the role of QMS in improving the services of the company, labor productivity, performance,
employee behavior and operational cost/ expenses. Mexico Cleaning Services is currently not into formal implementing
a QMS. However; the company conducts simple quality measures such as onsite inspection for general cleaning
services using checklists. Without the implementation of a proper QMS, the company loses some tenders in the market
competition with other companies in the same field because of low level of performance and productivity and less
employee commitment to the work beside high operational cost and expenses. This study aims to answer the following
research questions:

1. What is the impact of implementing QMS on the internal process of MCS?
2. What is the level of efficiencies of internal processes in term of its:

a. General cleaning.

b. Provision of labor services.
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Is there significant relationship between QMS implementation and the following:
Labor Productivity

Performance

Employee Behavior

Operational Costs/Expenses
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1.3 Hypothesis

Ho: There is no significant relationship between implementing QMS and Labor productivity.

H,. There is a significant relationship between implementing QMS and Labor productivity.

Ho. There is no significant relationship between implementing QMS and Performance of organization.
H,. There is a significant relationship between implementing QMS and Performance of organization.
Ho. There is no significant relationship between implementing QMS and Employee behavior.

Hs. There is a significant relationship between implementing QMS and Employee behavior.

Ho. There is no significant relationship between implementing QMS and Operational cost/ expenses.
H,. There is a significant relationship between implementing QMS and Operational cost/ expenses.

This research will be of benefit to the following:

The importance of this study will be for the following:

e Top Management: This study will help the management of MCS to understand how to evaluate and monitor
quality and improve organization performance.

e To MCS Employees: The study would be beneficial in making employees tasks more useful and flexible in order
to achieve organizational goals.

e To the Researcher: The study will show to researcher the benefits of implement a QMS.

e To Other Companies: This study will be beneficial to show other companies how to design a QMS in their
companies.

1. RESEARCH METHODOLOGY

The researcher used descriptive Since the collected data was based on a questionnaire survey distributed to top
management, employees and customers of MCS located in the Kingdom of Bahrain. Data collected from respondents
would help MCS to implement QMS and provide the company with concrete methods to facilitate its mission in
implementing QMS. The descriptive research is usually the most effective way to incorporate the accumulation of
facts, data and figures. Although this has not been the sole basis for analyzing the actual data within the company. An
interpretative and explanatory technique was used to process or analyze the raw data that led to consolidating
information and eventually arrive at conclusions and recommendations. A questionnaire was distributed to the
respondents .

The respondents fell into two groups that were top management and employees. The total average sampling was 156.
The random technique implemented to select top management and employees. The sample size is computed using the
Slovin’s formula. Primary data was collected through a questionnaire survey that distributed to top management and
employees of MCS include many questions about the advantages of QMS and its important role in every company. The
respondents were so helpful and provided the researcher with their perceptions and personal points of view about
implementing QMS.

The analysis of data collected used SPSS to have an accurate number of respondents result. The questionnaire was
divided into 3 parts. The first part is demographic part includes information about the respondent’s gender, age,
position... etc. The second and last part includes (YES — NO) questions and (1= strongly disagree, 2=disagree, 3=
Moderately Agree, 4= Agree and 5= Strongly Agree) type of question, which helped to determine the opinions of the
respondents about implementing QMS. The questions were about implementing QMS in MCS and how it can be useful
for the organization (evaluated for variables that are: General cleaning, Provision of labor services, Labor productivity,
Performance, Employee behavior, Operational Costs/Expense).

1. RESULTS AND DISCUSSION

1. On awareness about QMS

Since most respondents have heard about QMS. Error! Reference source not found. 4.5 presents the
background level about QMS to discover the knowledge level of employees about QMS. 25% answered that they are
beginner where they were 39, while35.25% said that they have average background about QMS where the number of
respondents were 55, however 26.28% stated that their background level is above average representing 41 respondents.

Copyright to IARJSET DOl 10.17148/IARJSET.2019.6509 56



ISSN (Online) 2393-8021
- IA R\] SET ISSN (Print) 2394-1588
TARISET
’y International Advanced Research Journal in Science, Engineering and Technology

Vol. 6, Issue 5, May 2019

Finally, 13.46% of the respondents considered themselves as experts representing 21 participants. Therefore, this
determines that the majority of respondents have average background level of QMS.

2. On Respondents' background level on QMS
The results revealed that 99.36% responded with (yes) comprising 155 respondents, compared to only 0.64% (No) in
which they were 1. It shows how the QMS is extremely important to the organization.

3. On necessity of QMS Implementation

The results shows the necessity of implementing QMS in MCS. 99.36% said that MCS should implement QMS to
improve the level of quality where the number of participants was 155. However, 0.64% said MCS should not
implement QMS to improve the level of quality in which the number of respondents was 1. This finding presents how it
is so necessary for MCS to implement QMS.

4. On the impact of implementing QMS on the internal process of MCS

The results show the respondent’s opinion in the impact of implementing QMS on the internal process of MCS. The
highest mean was for the statement “QMS helps use the available resources more effectively” with score of 4.23
(Agree). Followed by the statement “QMS facilitates to achieve goals” with score of 4.21 (Agree). The third highest
mean was for the statement “QMS is an important factor to continuous improvement process” with score of 4.18
(Agree). Finally, the lowest mean was for statement “Using QMS beneficial is for the organization” with score of 4.16
(Agree). The overall average mean is 4.19 that is (Agree) as well.

5. Level of efficiencies of the internal process in terms of the following:

5.1 General Cleaning

The results show the respondents' opinions in the general cleaning statements. The highest mean was for the statement
“QMS facilitates the process of general cleaning services” with score of 4.37 (Agree). Followed by the statement
“QMS results to maintaining a good level of general cleaning service quality" with score of 4.33 (agree). The third
highest mean was for the statement “QMS helps MCS to improve the cleaning services that it provides” with score of
4.32 (Agree). Finally, the lowest mean was for statement “QMS helps to provide variety of general cleaning service”
with score of 4.30 (Agree). The overall average mean is 4.33 that is (Agree) as well.

5. 2 Provision of Labor Services

Results show the respondent’s opinion in the Provision of labor services statements. The highest mean was for the
statement “QMS helps to perform labor performance appraisal more effectively” with score of 4.34 (Agree). Followed
by the statement “QMS helps MCS to improve the Provision of labor services that it provides” with score of 4.29
(agree). The third highest mean was for the statement “QMS results to maintaining a good level of labor service
quality” with score of 4.28 (Agree). Finally, the lowest mean was for statement “QMS helps to differentiate the type of
labor service that they provide” with score of 4.25 (Agree). The overall average mean is 4.29 that is (Agree) as well.

5.3 Labor Productivity

Result shows the respondent’s opinion in the Labor Productivity statements. The highest mean was for the statement
“QMS helps employees to improve their productivity” with score of 4.41 (Agree). Followed by the statement “QMS
helps workers determine their responsibilities and tasks to perform” with score of 4.38 (agree). The third highest mean
was for the statement “QMS help employees to be more efficient in performing their tasks” with score of 4.37 (Agree).
Finally, the lowest mean was for statement “QMS help to make employees more committed to their tasks™ with score
of 4.37 (Agree). The overall average mean is 4.33 that is (Agree) as well.

5.4 Performance

Result shows the respondent’s opinion in the Performance statements. The highest mean was for the statement “QMS
helps to reduce time to accomplish tasks” with score of 4.42 (Agree). Followed by the statement “Are the companies
that use QMS more efficient and effective than the once that do not use it” with score of 4.39 (Agree). The third highest
mean was for the statement “QMS helps the organization to evaluate and monitor the organization’s performance” with
score of 4.37 (Agree). Finally, the lowest mean was for statement “using QMS provide more control to managers on
monitoring the organization’s performance” with score of 4.36 (Agree). The overall average mean is 4.38 that is
(Agree) as well.

5. 6 Employee Behavior

Result shows the respondent’s opinion in the Employee Behavior statements. The highest mean was for the statement
“QMS helps to improve employee’s performance” with score of 4.44 (Agree). Followed by the statement “QMS
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develops teamwork and result to positive work behavior” with score of 4.42 (agree). The third highest mean was for the
statement “QMS helps employees to be more punctual and committed in term of attendance”with score of 4.37
(Agree). Finally, the lowest mean was for statement “QMS provides an ethical environment for employees” with score
of 4.40 (Agree). The overall average mean is 4.40 that is (Agree) as well

5. 7 Operational Costs/Expenses

Result Error! Reference source not found.shows the respondent’s opinion in the Operational
Costs/Expenses statements. The highest mean was for the statement “QMS reduces the additional cost of inadequate
organization” with score of 4.41 (Agree). Followed by the statement “QMS reduce the maintenance cost to
organization” with score of 4.39 (Agree). The third highest mean was for the statement “QMS reduces long term cost
of the organization” with score of 4.36 (Agree). Finally, the lowest mean was for statement “Implementing QMS result
to reduce operational cost expenses” with score of 4.30 (Agree). The overall average mean is 4.36 which is (Agree) as
well.

v. CONCLUSION

Findings, Conclusions and Recommendations

This chapter presents the summary of findings that were taken after processing and interpreting the data, after
which the conclusions are drawn and eventually, coming up with the recommendations to further improve the incentive
programs and its implementation.

Summary of finding
Determine the Quality Management System’s Internal Process Implementation in MCS obtained from the outcomes of
the study.

1. On the impact of implementing QMS on the internal process of MCS?

The overall average mean of the impact of implementing QMS on the internal process of MCS is 4.19, which means
that the respondents agreed on the importance of this element represented in the following statement” QMS helps use
the available resources more effectively”. The latter has the highest mean with 4.23, while the statement” using QMS is
beneficial for the organization has the lowest mean among status of QMS variables with 4.16.

2. The level of efficiencies of internal processes in term of the following:

A General cleaning:

The overall average mean of General cleaning is 4.33, which means that the respondents agreed on the importance of
this element where the statement” QMS facilitates the process of general cleaning services” has the highest mean that is
4.37.While, the statement” QMS helps to provide verity of general cleaning services” has the lowest mean among
status of QMS variables which is 4.30.

B. Provision of labor:

The overall average mean of Provision of labor is 4.29, which means that the respondents agreed on the importance of
this element where the statement” QMS helps to perform labor performance appraisal more effectively” has the highest
mean which is 4.34. Whereas, the statement” QMS result to maintaining a good level of labor service quality” has the
lowest mean among status of QMS variables that is 4.28.

C. Labor productivity:

The overall average mean of labor productivity is 4.37, which means that the respondents agreed on the importance of
this element where the statement” QMS helps employees to improve their productivity” has the highest mean which is
4.41. While, the statement” QMS help to make employees more committed to their tasks” has the lowest mean among
status of QMS variables which is 4.32.

D. Performance:

The overall average mean of performance is 4.38, which means that the respondents agreed on the importance of this
element where the statement” QMS helps to reduce time to accomplish tasks” has the highest mean which is
4.42 Whereas, the statement” using QMS provide more control to manageress on monitoring the organizations
performance” has the lowest mean among status of QMS variables which is 4.36.

E. Employee behavior:
The overall average mean of employee behavior is 4.40, which means that the respondents agreed on the importance of
this element where the statement” QMS helps to improve employees performance” has the highest mean which is 4.44
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while the statement” QMS provides an ethical environment for employees” has the lowest mean among status of QMS
variables which is 4.37.

F. Operational cost/ expenses:

The overall average mean of operational cost/ expenses is 4.36, which means that the respondents agreed on the
importance of this element where the statement” QMS reduces the additional cost of inadequate organization” has the
highest mean which is 4.41. However, the statement” implementing QMS result to reduce operational cost/ expenses”
has the lowest mean among status of QMS variables that is 4.30.

5.2.1 Role of the QMS implementation to improve MCS performance:

Based on the result of the study, the correlation analysis shows a positive correlation between implementing QMS and
MCS performance. The value 0.530 illustrates the correlation between the general cleaning and quality management
system implementation. The value 0.445 indicates the correlation between labor productivity and quality management
system implementation. The value 0.440 shows the correlation between employee behavior and quality management
system implementation. The value 0.339 indicates the correlation between operational cost/expense and Quality
management system implementation. The value 0.447 shows the correlation between performance and quality
management system implementation. Finally, the value 0.463 illustrates the correlation between provision of labor
services and quality management system implementation.

Conclusion

Depending on the results of this study that founded in chapter 4, general cleaning variable as shown in table 4.3 with
overall mean 4.33 and provision of labor services as shown in table 4.4 with mean 4.29.

However, labor productivity has overall mean of 4.37 as shown in table 4.5. Furthermore, performance variable as
shown in table 4.6 with overall mean of 4.38. In addition, table 4.7 shows the overall mean of employee behavior that is
4.40. In the end, the overall mean of operational cost was 4.36 as shown in table 4.8.

The following are therefore concluded:

1. If QMS is being implemented in MCS it will enhance the internal process and continues improvement, moreover
the MCS recourses will be used more effectively. Therefore it will lead to achieve goals.
2. On the level of efficiencies of internal processes in term of the following:

A The relationship between QMS and general cleaning is positive. Where implementing QMS helps MCS to
provide better general cleaning service and build strong relationships with customer by making them loyal through
maintaining good level of quality services.

B. Implementing QMS reflects positive results on providing labors. Therefore, it helps MCS to provide better
services to its customer and facilitates the process of providing labors.

3. On significant relationship between QMS implementation and the following:

A Using QMS will help the employees of MCS to determine their responsibilities which leads to improve their
productivity and the organization overall productivity.

B. When MCS uses QMS, it will facilitate the process of evaluating and monitoring the work procedure for the
managers that will lead to reduce the time of performing tasks.

C. Implementing QMS helps MCS to have more control on the costs and expenses and increasing the profit
which is the main objective of any profitable organization.

D. Through implementing QMS the employee behavior will be improved by providing an ethical environment

and will improve the overall company performance especially the employee commitment to the work will be
developed.

Recommendation
The study results have suggested that QMS has a better output to improve Performance at Mexico Cleaning Services.
From the study results, the recommendations will be:

1. It is recommended that MCS better to implement QMS to enhance the internal process and facilitate achieving
goals.
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2. It is recommended that MCS better to implement QMS in order to help the organization to deliver high level of
Quality for the services to the customer and that will lead to satisfy customers and make them loyal to the
organization.

significant relationship between QMS implementation and the following:

A. ltis recommended that MCS better to train its employees on how to deal with the role of QMS in order to improve
their productivity.

It is recommended that MCS needs to implement QMS since it is a key to the attainment of organization’s
objectives.

Through implementing QMS, Mexico cleaning services should enhance the employees’ performance In terms of
employees’ commitment to the work.

It is recommended that MCS it is better to implement QMS to focus more on the employees’ behavior factor.

It is recommended that QMS it is better to implement QMS because it will help to use the resources more
effectively and that will lead to reduces operational cost/ expenses.

w

w
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TABLES
Table 1: Awareness about QMS
Percentage
98.72%

1.28%
100%

percentage

39 25%

55 35.25%
41 26.28%
21 13.46%
156 100%

Percentage
99.36%
0.64%
100%

Percentage
99.36%
0.64%
100%

Table 6 : : Respondents' Preference in Using QMS

Quantity

154 98.72%
2 1.28%
156 100%

Table 7 : Impact of Implementing QMS on the Internal Process of MCS

NO Statement Mean Description

1 Using QMS is beneficial for the organization 416  Agree

2 QMS facilitates to achieve goals 421  Agree

3 QMS is an important factor to continuous improvement process  4.18  Agree

4 QMS helps use the available resources more effectively 4.23  Agree

Average Mean 4.19  Agree

Table 8 : : Impact of Implementing QMS on the Internal Process of MCS for General Cleaning
NO Statement Mean Description
1 QMS helps MCS to improve the cleaning services that it provides 4.32 Agree
2 QMS facilitates the process of general cleaning services 4.37 Agree
3 QMS results to maintaining a good level of general cleaning service quality ~ 4.33  Agree
4 QMS helps to provide variety of general cleaning service 430  Agree
Average Mean 433  Agree
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Table 9 : Impact of Implementing QMS on the Internal Process of MCS for Provision of Labor Services

NO Statement Mean Description
1 QMS results to maintaining a good level of labor service quality 4.28 Agree
2 QMS helps MCS to improve the Provision of labor services that it provides 4.29 Agree
3 QMS helps to differentiate the type of labor service that they provide 4.25 Agree
4 QMS helps to perform labor performance appraisal more effectively 4.34 Agree
Average Mean 4.29 Agree
Table 10 : Impact of Implementing QMS on the Internal Process of MCS for Labor Productivity
NO Statement Mean  Description
1 QMS helps workers determine their responsibilities and tasks to perform  4.38  Agree
2 QMS helps employees to improve their productivity 441  Agree
3 QMS help to make employees more committed to their tasks 432  Agree
4 QMS help employees to be more efficient in performing their tasks 4.37 Agree
Average Mean 4.37 Agree
Table 11 : Impact of Implementing QMS on the Internal Process of MCS for Performance
NO Statement Mean Description
1 Using QMS provide more control to managers on monitoring the 436  Agree

organization’s performance

2 Are the companies that use QMS more efficient and effective than the 439  Agree
ones that do not use it

3 QMS helps the organization to evaluate and monitor the organization’s ~ 4.37  Agree

performance
4 QMS helps to reduce time to accomplish tasks 442  Agree
Average Mean 4.38 Agree

Table 12 : Impact of Implementing QMS on the Internal Process of MCS for Employee Behaviour

NO Statement Mean Description

1 QMS helps to improve employee’s performance 4.44 Agree

2 QMS develops teamwork and result to positive work behavior 4.42 Agree

3 QMS helps employees to be more punctual and committed in term of 4.37 Agree
attendance

4 QMS provides an ethical environment for employees 4.37 Agree

Average Mean 4.40 Agree

Table 13 : Impact of Implementing QMS on the Internal Process of MCS for Operational Cost/Expenses

NO Statement Mean Description

1 QMS reduces the additional cost of inadequate organization 4.41 Agree

2 QMS reduce the maintenance cost to organization 4.39 Agree

3 QMS reduces long term cost of the organization 4.36 Agree

4 Implementing QMS result to reduce operational cost expenses 4.30 Agree
Average Mean 4.36 Agree
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