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ABSTRACT

This study examines the relationship between Total Quality Management, organizational culture, and
organizational performance in the upscale hotel industry in Bangladesh. To achieve this objective, data were
collected through a self-administered questionnaire survey from 125 respondents, including owners, managers,
and departmental heads of upscale hotels. Data were collected online and face-to-face. The study used a
convenience sampling approach because no complete sampling frame was available. The responses from hotel
owners, managers, and departmental heads helped capture the practical context in which Total Quality
Management practices and a quality-oriented organizational culture operate in upscale hotels in Bangladesh. The
proposed relationships were examined using reliability analysis, exploratory factor analysis, Pearson correlation
analysis, and multiple regression analysis. The findings reveal statistically significant and strong positive
relationships among Total Quality Management, organizational culture, and organizational performance. Finally,
this study contributes to academic understanding of how Total Quality Management and organizational culture
are associated with organizational performance in upscale hotels, while also offering practical insights for hotel
owners, managers, and departmental heads concerned with improving performance through quality-oriented
management practices.
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1. Introduction

In the dynamic landscape of the hospitality sectorin Bangladesh, the interplay between Total Quality
Management (TQM), organizational culture, and organizational performance has important
implications for the success and sustainability of upscale hotels. In the hospitality industry, the hotel
sector is considered one of the major segments, with accommodation as its central service offering.
There are also several additional revenue-generating facilities in a hotel, based on the services a
particular property provides, such as gymnasiums, multi-cuisine restaurants, spas, beauty salons,
swimming pools and bars (Chu, 2014). There are also several categories of hotels, ranging from
budget hotels to luxurious upscale hotels (Feng et al., 2018).

For different segments of hotels, the target market varies. The purpose of the visit also influences
the type of hotel that guests choose at different times. Some hotels focus on business travelers,
while others operate as leisure hotels and resorts in tourist destinations. There are also hotel
apartments for long-stay guests, selected-service hotels for mid-range guests, and many other
forms of accommodation (Morvay Karakas, 2014; Lee et al., 2020). Therefore, a major challenge is to
reach and attract the target customer faster than the competitive set and to present the right product
more effectively than competitors (Lee et al., 2020).

To match the right product with the right target market and enhance performance, TQM and
organizational culture play a pivotal role. The hotel industry places considerable emphasis on TQM
for attracting and retaining guests over time. This industry is also developing organizational cultures
that focus on quality products and services to enhance organizational performance. Because of the
special service characteristics of the hotel industry, it is very important to understand guests’
intentions, expectations and market segments clearly in order to present the right type of product to
them (Mariani et al., 2018).

In upscale hotels, guest demand is particularly sensitive. The upscale hotel industry mainly serves
sophisticated guests with higher service expectations. Comparatively, this target market may be
relatively price inelastic, but guests are more concerned about customized and personalized
services, as well as quality ambience. Therefore, guests’ expectations and satisfaction components
are crucialfor developing timely strategies for upscale hotels to attract potential markets and ensure
loyalty (Law et al., 2009; Sigala and Baum, 2003; Lee et al., 2020). As upscale hotels in Bangladesh
deal with sophisticated customers, there is a clear need to understand how TQM and quality-
oriented organizational culture are associated with the performance of upscale hotels (Khandakar
and Deb, 2022). For the purpose of this study, upscale hotels refer to the international luxury hotels
operating in Bangladesh and identified by the Bangladesh International Hotel Association (BIHA,
2021). These hotels provide a broad range of high-quality accommodation, food and beverage, and
other guest services.

An organization's common values, beliefs and practices are known as its organizational culture, and
they serve as the basis for how employees interact with one another and how work is carried out
(Amin et al., 2024; Schein, 1992). Organizational culture becomes a distinguishing component in
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Bangladesh's hospitality sector, where warmth, hospitality and cultural norms are essential to
service provision (Khandakar and Deb, 2022). Employee motivation is increased by a positive and
customer-focused culture, which improves service delivery (Amin et al., 2024).

TQM refers to a systematic approach to quality improvement that extends across all aspects of an
organization. TQM is strategically important in Bangladesh's hotel industry. The fundamental ideals
of the regional hospitality sector are in line with TQM concepts such as staff involvement, client
focus and continuous improvement. In addition to ensuring that services meet or surpass
international standards, TQM adoption helps firms develop a culture of excellence. In the hospitality
sector, organizational performance refers to the efficacy and efficiency with which services are
provided, including client satisfaction, accuracy, and speed of service. In Bangladesh, where the
hospitality industry is a critical contributor to the national economy, operational performance is
closely tied to competitiveness.

Recent studies in the Bangladesh hospitality context suggest a close relationship among
organizational culture, TQM and organizational performance. Establishments that foster a positive
and customer-centric organizational culture and successfully implement TQM principles are more
likely to improve operational performance. The alighment of these factors is not only vital for meeting
the growing expectations of local and international guests but also for positioning Bangladeshi
hospitality businesses as competitive players on the global stage. As the industry continues to
evolve, understanding and harnessing the interconnected dynamics of organizational culture, TQM
and organizational performance will be crucial for sustained success in the vibrant hospitality sector
of Bangladesh.

According to Vrtodusi¢ Hrgovié¢, Milohnié¢, and Petakovi¢ (2024), research on TQM application in the
hotel sector is still inadequate, suggesting the need for more research to encourage its acceptance.
They argued that adequate TQM implementation is required to achieve sustainability and optimal
business performance in luxury hotels. However, some research indicates that TQM techniques
have no positive effects on organizations (Oliveira et al., 2019; Duman et al., 2019; Yeung et al., 2006;
Yeung and Chan, 1998). Oliveira et al. (2019) attribute such limited effects partly to inadequate
understanding and lack of commitment to TQM. Because the findings of previous studies are
conflicting, more investigation is needed to ascertain the connection between TQM and
organizational performance.

Additionally, continuous improvement requires a corporate culture focused on quality (Sahoo and
Yadav, 2017). Even though the relationship between TQM and organizational performance has been
widely studied (Vrtodusié Hrgovié, Milohni¢, and Petakovi¢, 2024), the relationship between TQM
and the performance of the hotel business is not well documented (Sin and Jusoh, 2019). Limited
research has examined the relationship between TQM, organizational culture, and organizational
performance in the context of upscale hotels. Therefore, the current study seeks to examine the
relationship between TQM, organizational culture, and organizational performance in the context of
upscale hotels in Bangladesh.
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2. Objective of the study

The central objective of the study is to examine the relationship between TQM, organizational culture
and organizational performance in upscale hotels in Bangladesh. To address this objective, the
study examines how TQM and quality-oriented organizational culture are associated with selected
performance indicators in the upscale hotelindustry, including guest satisfaction, occupancy rates,
repeat business, revenue generation and employee satisfaction.

3. Literature Review

3.1 Upscale Hotel Industry

One of the mostimportant segments of the hospitality sector is the hotel sector, where lodging is the
main offering. Additionally, there are a variety of amenities in full-service or upscale establishments,
such as restaurants, spas, gyms, swimming pools, salons and beauty parlors. Customer or guest
satisfaction is central to the value proposition in the hotel industry (Secchi, Roth, and Verma, 2020).
Upscale hotel patrons are highly selective in their service encounters. According to previous studies,
unexpected superior offerings and the gestures of service personnel are important factors
contributing to guest satisfaction at high-end hotels. Guests may choose an upscale hotel over a
budget hotel, even if it is more expensive, when they value customized services and a comfortable,
home-like atmosphere (Feng et al., 2018). These days, customers are more selective and prefer
individualized treatment as well as comfortable surroundings. Upscale hotels are distinguished not
only by the luxury they offer or the quality of their personalized services, but also by their premium
clientele and their ability to understand and respond to guest preferences. (Chu, 2014).

In the context of upscale hotels in Bangladesh, customer satisfaction and service quality are
particularly important because the hospitality sector is highly competitive and depends heavily on
direct service encounters. As in many other countries, guest interactions and service delivery play a
centralrole in Bangladesh’s hotel sector. The way employees engage with guests, maintain service
quality and manage daily operations is influenced by the organizational culture of hospitality
companies (Amin et al., 2024). In this context, organizational culture should prioritize teamwork,
flexibility, customer-centric values and a commitment to providing high-quality guest experiences
(Roldan et al., 2012).

It is also important to consider Bangladesh’s cultural and social context, as local expectations of
hospitality shape both employee behavior and guest perceptions of service quality. TQM principles
are therefore highly relevant to the hotel sector because they emphasize continuous service
improvement, customer satisfaction and operational process development (Prajogo and Sohal,
2006). Implementing TQM practices can help reduce errors, streamline procedures and improve
service consistency (Boyne, 2002). Therefore, both TQM and organizational culture are important for
improving the performance of upscale hotels in Bangladesh.
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3.2 Organizational Performance

The extent to which an organization accomplishes its objectives is known as organizational
performance. In the 1950s, an organization's effectiveness was the main focus of this concept,
which meant that optimal performance was achieved when the expected and actual outcomes were
exactly the same. As the corporate environment became more complex, additional financial and
non-financial dimensions were added to the concept of performance (Valmohammadi and
Roshanzamir, 2015). Conventional financial accounting measurements, such as earnings per share
and return on investment, can give only a partial picture of continued innovation and advancement
in an organization. It is now commonly acknowledged that a balanced set of financial and non-
financial performance measurements is necessary (Cameron and Quinn, 1999). According to Gray
and Densten (2005), organizational performance is a multifaceted concept that assesses an
organization's standing in relation to internal or external norms. The most widely used concepts for
assessing companies are organizational performance and effectiveness (Greenslade and
Jimmieson, 2007). In most of the organizational literature, performance is used as a broad concept
covering both the achievement of organizational goals and the efficiency with which those goals are
pursued.

Academic literature also distinguishes between financial performance, business performance and
broader organizational performance (Roldan et al., 2012). According to Greenslade and Jimmieson
(2007), job performance can be understood through task performance and contextual performance.
Task performance directly supports the technological core of the business and includes the tasks
commonly referred to as an employee's job. A thorough job analysis should be used to identify task
performance characteristics, which are defined according to role requirements. Task performance
is also referred to as role performance (Cadden et al.,, 2013). On the other hand, contextual
performance, also known as extra-role performance, refers to actions that support the broader
social environment in which the technical core of the organization operates. It includes voluntary
work-related behaviors that fall outside formally prescribed job roles. These behaviors are often
more consistent across roles and may include interpersonal, job-task, and organizational support.

In the hotel industry, organizational performance is commonly reflected through service quality,
guest satisfaction, employee satisfaction, occupancy, repeat business and revenue generation.
These indicators are particularly relevant for upscale hotels because performance depends not only
on financial outcomes but also on the consistency and quality of service encounters. The current
study assessed organizational performance using effectiveness indicators, which are linked to the
achievement of stated objectives.

3.3 Total Quality Management

Organizational performance in both public and private businesses has been shown to be
significantly associated with TQM. TQM is an integrated management approach that can be adopted
by both public and private organizations. In order to increase customer satisfaction and
organizational performance, it promotes a culture of continuous improvement in which successful
businesses work to satisfy customers' expectations of quality (Jayaram et al., 2010). According to
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Choi and Eboch (1998), TQM is a system of interconnected, collective quality practices connected
to organizational performance. Even after TQM has been used extensively for the past 50 years,
businesses continue to report uneven results (Jayaram et al., 2010).

Organizations rarely achieve long-term success with several approaches to quality management,
including TQM. This is mostly due to problematic organizational culture, which makes it challenging
for managers to implement TQM practices (Kaluarachchi, 2010). For TQM to be implemented
successfully, cultural transformation is necessary. The critical role of organizational culture in the
success of TQM is well acknowledged in the literature. Business and operational firm performance
is generally influenced by organizational culture (Amin et al., 2024; Cadden et al., 2013). As a result,
both TQM and organizational culture can independently improve overall performance. Nevertheless,
limited empirical research has examined the ways in which organizational culture and TQM interact
to influence an organization's performance, particularly in the context of upscale hotels. Therefore,
this study examines the relationship between TQM, organizational culture and organizational
performance by focusing on the correlations among these three broad variables (Roldan et al.,
2012).

3.4 Organizational Culture

Organizational culture refers to the shared meanings, values, assumptions and practices through
which members of an organization understand their environment and guide their behavior. These
shared assumptions are often reflected in stories, language, artifacts, routines and customs that
emerge from both individual and collective action. An organization's culture is made up of customs,
practices, regulations and institutions that control and limit behavior (Schein, 1992).

Culture can also be understood as the collective mental conditioning that distinguishes one group
from another. The core values, assumptions, interpretations and behaviors of an organization are
defined by its culture (Cameron and Quinn, 1999). The majority of academics and observers now
concur that an organization’s culture has a significant influence on its performance and long-term
effectiveness. In settings where unity and a shared vision are crucial, strong cultures are linked to
constant effort, a clear focus and improved performance. Organizational culture has been found to
be one of the primary drivers of improved firm performance, and many writers contend that it is the
key to organizational excellence (Uzkurt et al., 2013).

Performance is more influenced by organizational culture than by country culture (Naor et al., 2010).
Certain cultural orientations and types are beneficial to performance, according to numerous
studies on the relationship between culture and performance (Cameron and Quinn, 1999). Uzkurt et
al. (2013) state that while some of these studies examined organizational performance as a
multifaceted factor, others looked at how organizational culture affected various performance
aspects, such as financial indices, productivity and quality, manufacturing responsiveness, supply
chain relationships, profitability and marketing. In addition, based on competing values framework,
Tseng (2010) explains that four cultural prototypes, namely hierarchical, rational, entrepreneurial,
and team cultures, emerge when organizations are cross classified along two cultural dimensions:
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internal versus external focus and flexibility versus stability and control. In the hotel industry, such
cultural orientations are particularly relevant because service quality depends heavily on employee
attitudes, teamwork, customer orientation and consistency in service delivery.

3.5 Theoretical Framework

The underpinning theory of the study is the Resource-Based View (RBV), developed by Barney (1991).
RBV suggests that organizations possess bundles of resources that help explain differences in
organizational performance. These resources may be tangible or intangible. Tangible resources
include assets, capital and human resources, while intangible resources include skills, knowledge,
strategy, information, business processes, reputation, patents and other organizational capabilities
that can enhance performance (Runyan et al., 2006). In this study, TQM and organizational culture
are treated as intangible organizational resources that may improve the performance of upscale
hotels in Bangladesh. The link between TQM and organizational performance has been studied
earlier (Vrtodusi¢ Hrgovié¢, Milohni¢, and Petakovié, 2024), but the association between TQM and
hotel performance remains insufficiently documented, particularly in hospitality contexts (Sin and
Jusoh, 2019). Moreover, empirical research examining the combined relationship among TQM,
organizational culture and organizational performance in upscale hotels remains limited. Therefore,
the current study examines these relationships in the context of upscale hotels in Bangladesh.

3.6 TQM, Organizational Culture and Organizational Performance

Organizational theory practitioners and academics have increasingly concentrated on the idea of
organizational culture in an attempt to increase organizational effectiveness. A company's
performance has frequently been predicted using its organizational culture (Hilman et al., 2020).
According to Sigler and Pearson (2000), TQM is a system of connected, cooperative quality practices
linked to organizational performance. Organizations employing different quality management
techniques, including TQM, may fail to achieve long-term success when such techniques are not
supported by an appropriate organizational culture. This is primarily because dysfunctional
organizational culture makes it difficult for managers to implement TQM effectively. Business and
operational firm performance may be influenced by organizational culture, particularly where
culture strengthens employee satisfaction, commitment and loyalty in hospitality organizations
(Aminetal., 2024). Because of this, TQM and organizational culture can both contribute to improved
overall performance.

TQM may include actions to improve food and drink quality, room hygiene, customer service and
employee training in Bangladesh's hospitality sector. These initiatives are essential to preserving
satisfying guest experiences and encouraging repeat business. In the hospitality sector, metrics
including staff satisfaction, revenue generation, repeat business, occupancy rates and guest
satisfaction are used to gauge an organization's effectiveness. These performance metrics can be
positively influenced by a well-executed TQM strategy backed by a strong organizational culture
(Tseng, 2010). Satisfied patrons are more likely to become loyal customers, write favorable reviews
and refer the business to others.
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Additionally, motivated and engaged workers improve guest experience and service delivery, which
boosts organizational performance even more. Organizational culture, TQM and performance are all
intertwined in Bangladesh's hotel sector. Effective TQM implementation is based on an
organizational culture that prioritizes consistent guest service, employee empowerment and
dedication to continual improvement (Sneyd and Rowley, 2004). Adopting TQM procedures can lead
to better service, fewer complaints from customers and more efficient operations (Uzkurt et al.,
2013). Higher occupancy rates, more income and a favorable reputation in the sector are all possible
outcomes when service quality and operational efficiency improve.

Managers should work to alter the company culture to make it more proactive, risk-taking and
forward-thinking in order to achieve both quality and innovation performance (Baird et al., 2011).
Customer complaints decreased and product dependability and profitability increased as a result of
the combined effects of the “people-oriented” culture factor and the TQM dimensions of customer
focus and continuous improvement. TQM entails understanding and implementing quality
management concepts and principles in all business domains. All organizational levels, phases and
departments must apply quality management principles (Dahlgaard et al., 2002).

A key element of TQM is employee empowerment (Poksinska et al., 2002). It is anticipated that
perceptions of empowerment will affect an employee's output in terms of both quantity and quality.
Workers are expected to perform better than those without these perceptions if they believe they
have an impact on their work, feel that their work is meaningful, have the skills needed to do the job,
and have the freedom to choose how to finish their tasks. Empowered employees are therefore more
likely to support service quality, problem-solving and customer responsiveness, which are
important for hotel performance. Organizational commitment is also a crucial component of a TQM
program (Sinha and Dhall, 2020). Greenslade and Jimmieson (2007) define organizational
commitment as an individual's level of identification with and involvement in a particular
organization.

Although organizational culture is recognized as being important for both TQM and performance,
limited empirical attention has been given to the combined relationship among organizational
culture, TQM, and organizational performance in the context of upscale hotels in Bangladesh.
According to Thuy and Hue (2023), hotels' commercial success is positively influenced by the
application of TQM practices. Tari et al. (2017) claim that one of the elements explaining improved
performance outcomes in hotels is the degree of QM. In addition, Owusu’s (2019) study found that
organizational culture in the hotel industry can positively influence the performance of hotels.
Similarly, Nikpour (2017) identified that organizational culture has a positive impact on
organizational performance. Based on the review of the literature, the following hypotheses are
drawn:

H1: There is a positive relationship between TQM and organizational performance in upscale
hotels.
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H2: There is a positive relationship between organizational culture and organizational
performance in upscale hotels.

The conceptual model of the study is informed by the literature review and the hypotheses developed
in the earlier sections and is presented in Figure 1. The model shows that organizational
performance, the dependent variable, is influenced by TQM and organizational culture. It proposes
that both TQM and organizational culture are positively associated with organizational performance
in upscale hotels in Bangladesh.

Total Quality
Management

H1

Organizational
performance

Organizational
culture

Figure 1: Conceptual Model of the Study

4. Methodology

4.1 Research Design and Data Collection

The research is regarded as descriptive and correlational. The study's objective is to examine how
TQM and organizational culture are associated with organizational performance in Bangladesh’s
upscale hotel sector. Based on a thorough analysis of relevant literature, a self-administered
questionnaire was developed to gather data from hotel owners, managers and departmental heads
(Kochhar and David, 1996; Barreda et al., 2015; Karadag and Dumanoglu, 2009). The survey was
carried out among professionals working in upscale hotels in Bangladesh. There are 21 international
luxury hotels in Bangladesh, according to the Bangladesh International Hotel Association (BIHA,
2021; Khandakar and Deb, 2022). The list of 21 upscale hotels is presented in Appendix 1. The unique
characteristics of these upscale hotels are simple and convenient booking facilities, prompt and
friendly first contact, knowledgeable and helpful staff, well-appointed guest rooms, on-site services,
fitness facilities, referral services, social lobby spaces, quality food and beverage facilities, and
quick resolution of guest problems.

The data were collected from these 21 hotels with the help of the concerned authorities. Each hotel
was contacted separately to facilitate access to the relevant owners, managers and departmental
heads. The data collection was conducted from January to March 2026. The questionnaire was
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divided into four parts: demographic profile, TQM, organizational culture and organizational
performance. The three construct-related sections contained 20 items in total, excluding
demographic questions. In the first part, demographic profile-related questions were asked of the
respondents. Part 2 focused on questions related to TQM. In Part 3, emphasis was given to
organizational culture. Part 4 focused on questions related to organizational performance in upscale
hotels. The TQM items were adapted from Talib and Rahman (2010), the organizational culture items
from Tepeci (2005), and the organizational performance items from Khandwalla (1977) and Sarwar
and Muhammad (2020). The complete measurement items are presented in Appendix 2. All items
were measured on a five-point Likert scale to examine the relationship between TQM, organizational
culture and upscale hotel performance (Khandakar and Pangil, 2019). A five-point Likert scale was
used because it can provide stable mean values and is easier for respondents to complete than
longer scales (Dawes, 2008). Moreover, respondents are often confused when a Likert scale has
more than five points (Ackfeldt and Coote, 2005).

4.2 Sampling and Sample Size

The data were collected through a convenience sampling method from the 21 upscale hotels
operating in Bangladesh. The target population for the study was owners, managers and
departmental heads of upscale hotels who have practical knowledge of TQM practices,
organizational culture and hotel performance. A convenience sampling approach was followed, as
respondents were selected based on their accessibility and their relevance to the research topic.
Data were collected face-to-face and through questionnaires sent by email.

The study used G*Power to determine the minimum required sample size because the exact
population size was not available (Faul et al., 2009). The a priori power analysis was conducted for
linear multiple regression using an effect size of f* = 0.15, an alpha level of 0.05, statistical power of
0.95, and two tested predictors. The G*Power result indicated a minimum required sample size of
107 respondents, with an actual power of 0.9518 (see Figure 2). Accordingly, a total of 214
questionnaires were distributed among upscale hotel owners, managers and departmental heads
to increase accuracy and reduce sampling errors. Of the 148 questionnaires returned, 125 were
usable, yielding a usable response rate of 58.41% based on the 214 distributed questionnaires.

4.3 Primary and Secondary Data Sources

As primary sources of information, data were collected from owners, managers and departmental
heads of upscale hotels to understand their views on TQM, organizational culture and organizational
performance. Telephone communication and email were used to contact and collect data from
respondents who were not physically available.

For secondary sources, various websites were used. Besides, other journals and articles related to
the research objective were considered. The website of the Bangladesh International Hotel
Association (BIHA) was a very helpful source for collecting information on the upscale hotels of
Bangladesh. The list of upscale hotels, addresses, and relevant hotel-related information was
collected from the BIHA website. Secondary sources are useful for supporting the primary data
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because they provide contextual information that has already been documented or used in previous
research (Malhotra and Birks, 2007).

[fe 6Power31o7 — >

File Edit Vi Tests Calculator  Help

Central and central distributions Protocel of power analyses

F =508458
o.8
o5
0.4

0.2
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Test family Statistical test
Etests p Linear multiple regression: Fixed model, R? increase ~
Type of power analysis

A priori: Compute required sample size - given o, power, and effect size ~

Input Par: Output Parameters

r:
Determine == Effect size f2 015 Noncentrality parameter » 16.0500000

o err prob o.05 Critical F 3.0845768
2
103

Power (1-p err prob) 0.95

MNumber of tested predictors 2

Total number of predictors 3 Total sample size 107
Actual power 0.9518007

Figure 2: G*Power Analysis for Determining Sample Size (Faul et al., 2009)

4.4 Data Analysis

Collected data were analyzed using the Statistical Package for the Social Sciences (SPSS), Version
26. After descriptive statistics were used to profile the respondents, reliability tests were conducted
using Cronbach's alpha. These were followed by exploratory factor analysis using principal
component analysis to assess the construct validity of the measurement items. Pearson correlation
and multiple regression analyses were subsequently conducted to examine the relationships among
TQM, organizational culture, and organizational performance and to test the hypotheses.

5. Findings

5.1 Profile of the Respondents

The demographic profile of the respondents is presented in Table 1. The results show that 92% of the
respondents were male, while 8% were female. The majority of the respondents (36%) belonged to
the 51-60 years age group. In addition, 30.4% of the respondents belonged to the 41-50 years age
group. The majority of the respondents were departmental heads (48%), followed by managers (36%)
and hotel owners (16%).

Table 1: Demographic Profile of the Respondents

Respondent Type Frequency (N) Percentage (%)
Gender
Male 115 92
Female 10 8
Age
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Respondent Type Frequency (N) Percentage (%)
Up to 40 15 12
41-50 38 30.4
51-60 45 36
61 and above 27 21.6

Types
Hotel Owners 20 16
Managers 45 36
Departmental Heads 60 48

5.2 Reliability and Validity

The degree to which the items within a scale measure the same construct is assessed through
reliability analysis. The test result indicates the extent to which similar results would be reproduced
if the research were repeated under similar conditions. It mainly assesses the consistency of results
across time and respondents, as well as the extent to which the items consistently measure the
same concept (Malhotra, Schuler and Boender, 2002; Cronbach, 1951). In this study, Cronbach’s
alpha was used as a measure of reliability. If a Cronbach’s alpha value is greater than .70, then it is
considered fairly reliable (Shemwell, Chase and Schwartz, 2015; Taber, 2018). According to the
results of this study, the scales have acceptable to strong internal reliability, as Cronbach's alpha
for organizational performance is .868, for TQM is .716, and for organizational culture is .768, all of
which are greater than .70.

Table 2: Outcome of Reliability Analysis

Variable No. of Items Cronbach’s Alpha
Organizational performance 5 .868
QM 9 .716
Organizational culture 6 .768

5.3 Exploratory Factor Analysis

Exploratory factor analysis using principal component analysis was conducted in this study to
assess construct validity and examine the underlying structure of the measurement items. First, to
assess the suitability of the data for factor analysis, the Kaiser-Meyer-Olkin (KMO) measure of
sampling adequacy was calculated. Hair et al. (2019) state that a KMO value of .50 or above is the
minimum acceptable level. The number of factors to retain was determined using the latent-root
criterion, under which factors with eigenvalues greater than 1 were considered significant. Following
Hair et al. (2019), item loadings of .50 or above were considered acceptable.
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Table 3: Exploratory Factor Analysis Results

Total Quality Loadings  Organizational Loadings Organizational Loadings

Management culture performance
TQM1 .634 0oC1 .599 OP1 .686
TQM2 .533 0C2 .749 OoP2 727
TQM3 714 0OC3 .691 OP3 .708
TQM4 .585 oc4 .618 OP4 .594
TQM5 .677 OC5 .628 OP5 .637
TQM6 .580 0C6 .633
TQM7 .595
TQM8 .690
TQM9 .644
KMO .706 KMO .787 KMO .751
Eigenvalues 3.008 Eigenvalues 2.907 Eigenvalues 3.299
Total variance 33.42 Total variance 48.45 Total variance 65.98
explained (%) explained (%) explained (%)

TQM was measured using nine items, organizational culture using six items, and organizational
performance using five items. As shown in Table 3, the KMO values were .706 for TQM, .787 for
organizational culture, and .751 for organizational performance, all of which exceeded the minimum
recommended value of .50. All item loadings were also greater than .50. The reported eigenvalues
were 3.008 for TQM, 2.907 for organizational culture, and 3.299 for organizational performance. The
factor solutions accounted for 33.42% of the variance in TQM, 48.45% in organizational culture, and
65.98% in organizational performance.

5.4 Correlation and Regression Analysis

Table 4 presents the outcome of Pearson correlation analysis (two-tailed) and shows that all
correlations among the variables are significant. The test results show that TQM and organizational
performance are significantly correlated (r = .728). Similarly, organizational culture and
organizational performance are significantly correlated (r = .596) at the 0.01 level of significance.
Based on the correlation analysis, both independent variables are significantly and positively
associated with organizational performance. Therefore, the correlation results provide initial
support for Hypothesis 1, which proposes a positive relationship between TQM and organizational
performance, and Hypothesis 2, which proposes a positive relationship between organizational
culture and organizational performance in upscale hotels.

pg. 38


https://doi.org/10.61606/BJMIS.V12N1A2

Khandkar, M. S. A. & Amin, M. R. (2026). Bangladesh Journal of MIS, 12(1)
https://doi.org/10.61606/BJMISV12N1A2

Table 4: Outcome of Correlation Analysis

Pearson Correlation Analysis

Organizational Total Quality Organizational
culture Management performance

Organizational | Pearson Correlation 1 .620** .596**
culture Sig. (2-tailed) .000 .000

N 125 125 125
Total Quality Pearson Correlation .620** 1 728**
Management Sig. (2-tailed) .000 .000

N 125 125 125
Organizational | Pearson Correlation .596** 728** 1
performance Sig. (2-tailed) .000 .000

N 125 125 125

**_Correlation is significant at the 0.01 level (2-tailed).

In Table 5, the value of the multiple correlation coefficient is R = .751, which indicates an overall
strong positive relationship between TQM, organizational culture and organizational performance in
upscale hotels. Moreover, the value of R Square is .564, which indicates that approximately 56.4%
of the variance in the performance of upscale hotels in Bangladesh is explained by TQM and
organizational culture. The remaining 43.6% may be explained by other related factors that
contribute to variation in upscale hotel performance in Bangladesh.

Moreover, the Durbin-Watson statistic was applied to evaluate the independence of the error terms.
The Durbin-Watson statistic is shown in the model summary of the regression. A Durbin-Watson
value between 1.50 and 2.50 generally indicates that the independence of error terms is not violated.
In this study, the Durbin-Watson statistic is 1.612, which lies within the acceptable range of 1.50 to
2.50.

Table 5: Model Summary: Regression and Durbin-Watson Analysis

Adjusted R Std. Error of the

Square Estimate Durbin-Watson

R Square

1 .751° .564 .557 .45026 1.612

a. Predictors: (Constant), Total Quality Management, Organizational culture
b. Dependent Variable: Organizational performance

The ANOVA results for the regression model are presented in Table 6. The regression sum of squares
is 30.817, while the residual sum of squares is 23.719. This indicates that the model explains a
substantial part of the variation in organizational performance. Furthermore, the F value indicates
whether the overall regression model is statistically significant. In this study, the modelis significant,
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F = 75.760, p < .001, suggesting that TQM and organizational culture jointly explain a significant
proportion of the variance in organizational performance.

Table 6: ANOVA Result for Regression Model

Model® Sumof df Mean Square F Sig.
Squares
! Regression 30.817 2 15.458 75.760 .000°
Residual 23.719 122 .203
Total 54.437 124
a. Dependent Variable: Organizational performance
b. Predictors: (Constant), Total Quality Management, Organizational culture

Table 7 shows that TQM (B = .582, t = 7.488, p <.001) has a significant positive relationship with the
performance of upscale hotels. Therefore, Hypothesis 1 is supported. In addition, organizational
culture (B =.235, t = 3.024, p = .003) has a significant positive relationship with the performance of
upscale hotels in Bangladesh. Therefore, Hypothesis 2 is supported.

Table 7: Unstandardized and Standardized Coefficients
Unstandardized Standardized

Coefficients

Coefficients

Std. Error
1 (Constant) .016 .347 .046 .963
Organizational culture .253 .084 .235 3.024 | .003
Total Quality Management .828 11 .582 7.488 | .000

Table 8 presents tolerance values and VIF scores to assess multicollinearity. Tolerance values range
between 0 and 1. A value of 0 signifies that the variable is completely correlated with other
predictors, and avalue of 1 indicates that the variable is uncorrelated. According to the rule of thumb
of Hair et al. (1998), the standard threshold value of VIF is 10. The current study satisfies the
threshold value of VIF suggested by Hair et al. (1998). Any value that is lower than the cutoff point
signifies that multicollinearity is not a major concern for the study. Moreover, in this study, no value
of VIF is larger than 10. Hence, multicollinearity is not a major concern in the current study.

Table 8: Collinearity Statistics

Collinearity Statistics

Tolerance VIF

(Constant)
Organizational culture .616 1.624
Total Quality Management .616 1.624

a. Dependent Variable: Organizational performance
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6. Discussion

The current study aimed to examine the association between TQM, organizational culture and
organizational performance in upscale hotels in Bangladesh. The findings show that TQM is
significantly and positively linked to the performance of upscale hotels, which is also supported by
previous studies (Choi and Eboch, 1998; Uzkurt et al., 2013; Thuy and Hue, 2023). The findings
suggestthatwhen TQM practices are embraced, they can resultinimproved service quality, reduced
guest complaints and streamlined operations (Uzkurt et al., 2013). This, in turn, may contribute to
enhanced organizational performance, including higher occupancy rates, increased revenue and a
positive reputation in the industry. The findings also show that organizational culture is positively
and significantly associated with the performance of upscale hotels in Bangladesh, which is also
supported by Gebril Taha and Espino-Rodriguez (2020). The findings suggest that a strong
organizational culture that values customer satisfaction, employee engagement and service
excellence is more likely to support better hotel performance.

In the context of upscale hotels, this relationship is particularly important because service
performance depends not only on formal procedures but also on the consistency with which
employees translate quality standards into guest-facing practices. TQM provides the formal system
for monitoring, improving and standardizing service processes, while organizational culture shapes
employees’ willingness to follow, adapt and internalize those standards (Prajogo and McDermott,
2005; Valmohammadi and Roshanzamir, 2015). Therefore, the positive association found in this
study suggests that TQM practices may be more effective when they are supported by a culture that
values customer satisfaction, employee involvement and continuous improvement. This is
consistent with evidence from Bangladesh’s hospitality sector showing that supportive
organizational culture can strengthen employee satisfaction, loyalty, and commitment (Amin,
Khandakar and Akata, 2024). For upscale hotels in Bangladesh, where guests often expect
personalized service, rapid problem resolution and reliable service quality, the combination of TQM
and a supportive organizational culture can strengthen both operational efficiency and guest
experience (Secchi, Roth, and Verma, 2020; Tari et al., 2017).

The link between TQM, organizational culture and organizational performance in the hospitality
industry is complex and dynamic. Theoretical models in this context emphasize the importance of
combining TQM with a supportive culture that engages employees and prioritizes customer
satisfaction (Prajogo and McDermott, 2005; Baird et al., 2011). The findings of this study also indicate
that the alignment between organizational culture and TQM principles is important for
understanding hotel performance. Theoretically, the findings point to the need for an organizational
culture that values quality, continuous improvement and a customer-centric approach
(Valmohammadi and Roshanzamir, 2015). This alignment can lead to enhanced performance. The
managerial implications of this study are that, because the hospitality industry is highly customer-
focused, a culture that emphasizes customer needs and encourages employees to respond
consistently to those needs can support improved organizational performance (Amin et al., 2024).
TQM emphasizes measurement and feedback mechanisms. The findings therefore highlight the
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importance of integrating TQM with a culture that supports data-driven decision-making, feedback
and continuous monitoring of upscale hotel performance (Tari et al., 2017).

7. Conclusion

In the hospitality industry in Bangladesh, the relationship among TQM, organizational culture and
organizational performance is important for sustained hotel performance. The association between
TQM, organizational culture and organizational performance is also consistent with the Resource-
Based View (RBV), developed by Barney (1991), as TQM and organizational culture can be
understood as intangible organizational resources that contribute to performance. TQM, when
combined with organizational culture, provides a structured framework for continuous
improvement. When TQM principles are integrated into the organizational culture, they foster a
commitment to quality and excellence. Organizational culture sets the tone for how employees
approach their work and interact with guests. In upscale hotels, where service quality is paramount,
a positive and customer-centric culture is crucial. This synergy between organizational culture and
TQM can support upscale hotel performance. A culture that values quality, customer satisfaction
and employee engagement, as promoted by TQM, translates into enhanced service delivery,
increased guest satisfaction and ultimately improved financial and operational performance.
Overall, the findings suggest that TQM practices and a supportive organizational culture are both
important for strengthening service quality, operational performance and competitiveness among
upscale hotels in Bangladesh.

Even though the present study contributes to the literature on TQM, organizational culture and
upscale hotel performance, it is not free from limitations. Firstly, the study was based on a cross-
sectional survey design, as the information was collected at a single point in time. Hence, future
researchers are encouraged to conduct longitudinal studies. In addition, the current study relied on
correlation and multiple regression analyses using SPSS Version 26. Future studies could use
Structural Equation Modeling (SEM) as an advanced statistical framework to test more complex
relationships among TQM, organizational culture, other relevant variables and upscale hotel
performance. Secondly, the current study was conducted in upscale hotels in Bangladesh, which
represent one important segment of the hospitality industry. Further research can be conducted
across the wider hospitality industry to provide more meaningful outcomes. Further research can
also be conducted in different types of manufacturing and service sectors, such as the IT sector, the
garment sector, and other industries. Finally, the current study considers TQM and organizational
culture, whereas future studies could include other organizational and HRM-related variables, such
as employee commitment, training, empowerment, leadership style and service innovation, to
provide a broader understanding of upscale hotel performance.

Funding

This research received no external funding.

pg. 42


https://doi.org/10.61606/BJMIS.V12N1A2

Khandkar, M. S. A. & Amin, M. R. (2026). Bangladesh Journal of MIS, 12(1)

https://doi.org/10.61606/BJMIS.V12N1A2

Conflicts of Interest

The authors declare no conflict of interest.

Citation

Khandkar, M. S. A., & Amin, M. R. (2026). Total quality management, organizational culture, and
organizational performance: A study of upscale hotels in Bangladesh. Bangladesh Journal of
MIS, 12(1), 26-50. https://doi.org/10.61606/BJMISNV12N1A2

References

Ackfeldt, A.-L., & Coote, L. V. (2005). A study of
organizational citizenship behaviors in a
retail setting. Journal of Business
Research, 58(2), 151-159.
https://doi.org/10.1016/S0148-
2963(03)00110-3

Alghamdi, F. (2018). Total quality management and
organizational performance: A possible
role of organizational culture.
International  Journal of  Business
Administration, 9(4), 186-200.
https://doi.org/10.5430/ijba.vOn4p186

Al-Swidi, A. K., & Mahmood, R. (2012). Total quality
management, entrepreneurial orientation
and organizational performance: The role
of organizational culture. African Journal
of Business Management, 6(13), 4717-
4727.
https://doi.org/10.5897/AJBM11.2016

Amin, M. R., Khandakar, S. A., & Akata, F. F. (2024).
Organizational culture, job satisfaction,
and job loyalty: A study on employees in
the hospitality industry of Bangladesh.
Bangladesh Journal of MIS, 10(2), 111-
135.
https://doi.org/10.61606/BJMIS.V10N2.A
6

Baird, K., Hu, K. J., & Reeve, R. (2011). The
relationships between organizational
culture, total quality management
practices and operational performance.
International Journal of Operations &
Production Management, 31(7), 789-814.

https://doi.org/10.1108/01443571111144
850

Bangladesh International Hotel Association.
(2021). Upscale hotels in Bangladesh.
https://biha.com.bd/portfolio/

Barney, J. (1991). Firm resources and sustained
competitive  advantage. Journal of

Management, 17(1), 99-120.
https://doi.org/10.1177/01492063910170
0108

Barreda, A. A., Bilgihan, A., Nusair, K., & Okumus,
F. (2015). Generating brand awareness in
online social networks. Computers in
Human Behavior, 50, 600-609.
https://doi.org/10.1016/j.chb.2015.03.02
3

Boyne, G. A. (2002). Public and private
management: What’s the difference?
Journal of Management Studies, 39(1), 97-
122. https://doi.org/10.1111/1467-
6486.00284

Cadden, T., Marshall, D., & Cao, G. (2013).
Opposites attract: Organisational culture
and supply chain performance. Supply
Chain Management: An International

Journal, 18(1), 86-103.
https://doi.org/10.1108/13598541311293
203

Cameron, K. S., & Quinn, R. E. (1999). Diagnosing
and changing organizational culture:
Based on the competing values
framework. Addison-Wesley.

pg. 43


https://doi.org/10.61606/BJMIS.V12N1A2
https://doi.org/10.61606/BJMIS.V12N1A2
https://doi.org/10.1016/S0148-2963(03)00110-3
https://doi.org/10.1016/S0148-2963(03)00110-3
https://doi.org/10.5430/ijba.v9n4p186
https://doi.org/10.5897/AJBM11.2016
https://doi.org/10.61606/BJMIS.V10N2.A6
https://doi.org/10.61606/BJMIS.V10N2.A6
https://doi.org/10.1108/01443571111144850
https://doi.org/10.1108/01443571111144850
https://biha.com.bd/portfolio/
https://doi.org/10.1177/014920639101700108
https://doi.org/10.1177/014920639101700108
https://doi.org/10.1016/j.chb.2015.03.023
https://doi.org/10.1016/j.chb.2015.03.023
https://doi.org/10.1111/1467-6486.00284
https://doi.org/10.1111/1467-6486.00284
https://doi.org/10.1108/13598541311293203
https://doi.org/10.1108/13598541311293203

Khandkar, M. S. A. & Amin, M. R. (2026). Bangladesh Journal of MIS, 12(1)

https://doi.org/10.61606/BJMIS.V12N1A2

Choi, T. Y., & Eboch, K. (1998). The TQM paradox:
Relations among TQM practices, plant
performance, and customer satisfaction.
Journal of Operations Management, 17(1),
59-75. https://doi.org/10.1016/S0272-
6963(98)00031-X

Chu, Y. (2014). A review of studies on luxury hotels
over the past two decades [Master’s
thesis, lowa State University]. lowa State
University Digital Repository.
https://lib.dr.iastate.edu/etd/13913

Cronbach, L. J. (1951). Coefficient alpha and the
internal structure of tests. Psychometrika,
16(3), 297-334.
https://doi.org/10.1007/BF02310555

Dawes, J. G. (2008). Do data characteristics
change according to the number of scale
points used? An experiment using 5-point,
7-point and 10-point scales. International
Journal of Market Research, 50(1), 61-77.
https://doi.org/10.1177/14707853080500
0106

Duman, F., Ozer, O., Koseoglu, M., Altin, M., &
Okumus, F. (2019). Does quality
standards certification truly matter on
operational and business performances
of firms? Evidence from resort hotels.
European Journal of Tourism Research,
23, 142-155.
https://doi.org/10.54055/ejtr.v23i.394

Faul, F., Erdfelder, E., Buchner, A., & Lang, A. G.
(2009). Statistical power analyses using
G*Power 3.1: Tests for correlation and
regression analyses. Behavior Research
Methods, 41(4), 1149-1160.
https://doi.org/10.3758/BRM.41.4.1149

Feng, R., Wang, Y. C., & Ryan, B. (2018). Service
experiences at luxury hotels: Business
tourists’ perspectives. Bridging Tourism
Theory and Practice, 9, 181-193.
https://doi.org/10.1108/S2042-
144320180000009013

Gebril Taha, M., & Espino-Rodriguez, T. F. (2020).
The impact of the organizational culture
on hotel outsourcing and sustainable
performance: An empirical application in
the Egyptian hotel sector. Sustainability,
12(22), 9687.
https://doi.org/10.3390/su12229687

Gray, J. H., & Densten, I. L. (2005). Towards an
integrative model of organizational culture
and knowledge management.
International Journal of Organisational
Behaviour, 9(2), 594-603.
https://api.semanticscholar.org/Corpusl
D:15395797

Greenslade, J. H., & Jimmieson, N. L. (2007).
Distinguishing  between task and
contextual performance for nurses:
Development of a job performance scale.
Journal of Advanced Nursing, 58(6), 602—
611. https://doi.org/10.1111/j.1365-
2648.2007.04256.x

Hair, J. F., Jr., Anderson, R. E., Tatham, R. L., &
Black, W. C. (1998). Multivariate data
analysis (5th ed.). Prentice Hall.

Hair, J. F., Jr., Black, W. C., Babin, B.J., & Anderson,
R.E. (2019). Multivariate data analysis (8th
ed.). Cengage Learning EMEA.

Hilman, H., Ali, G. A., & Gorondutse, A. H. (2020).
The relationship between TQM and SMEs’
performance: The mediating role of
organizational culture. International
Journal of Productivity and Performance

Management, 69(1), 61-84.
https://doi.org/10.1108/1JPPM-02-2019-
0059

Jayaram, J., Ahire, S. L., & Dreyfus, P. (2010).
Contingency relationships of firm size,
TQM duration, unionization, and industry
context on TQM implementation: A focus
on total effects. Journal of Operations

Management, 28(4), 345-356.
https://doi.org/10.1016/j.jom.2009.11.00
9

pg. 44


https://doi.org/10.61606/BJMIS.V12N1A2
https://doi.org/10.1016/S0272-6963(98)00031-X
https://doi.org/10.1016/S0272-6963(98)00031-X
https://lib.dr.iastate.edu/etd/13913
https://doi.org/10.1007/BF02310555
https://doi.org/10.1177/147078530805000106
https://doi.org/10.1177/147078530805000106
https://doi.org/10.54055/ejtr.v23i.394
https://doi.org/10.3758/BRM.41.4.1149
https://doi.org/10.1108/S2042-144320180000009013
https://doi.org/10.1108/S2042-144320180000009013
https://doi.org/10.3390/su12229687
https://api.semanticscholar.org/CorpusID:15395797
https://api.semanticscholar.org/CorpusID:15395797
https://doi.org/10.1111/j.1365-2648.2007.04256.x
https://doi.org/10.1111/j.1365-2648.2007.04256.x
https://doi.org/10.1108/IJPPM-02-2019-0059
https://doi.org/10.1108/IJPPM-02-2019-0059
https://doi.org/10.1016/j.jom.2009.11.009
https://doi.org/10.1016/j.jom.2009.11.009

Khandkar, M. S. A. & Amin, M. R. (2026). Bangladesh Journal of MIS, 12(1)

https://doi.org/10.61606/BJMIS.V12N1A2

Kaluarachchi, K. A. S. P. (2010). Organizational
culture and total quality management
practices: A Sri Lankan case. The TQM

Journal, 22(1), 41-55.
https://doi.org/10.1108/17542731011009
612

Karadag, E., & Dumanoglu, S. (2009). The
productivity and competency of
information technology in upscale hotels:
The perception of hotel managers in
Turkey. International Journal of
Contemporary Hospitality Management,
21(4), 479-490.
https://doi.org/10.1108/09596110910955
712

Khandakar, M. S. A., & Deb, S. K. (2022).
Relationship between business analytics
and growth of upscale hotel industry.
Dhaka University Journal of Business
Studies, 43(2), 49-73.

Khandakar, M. S. A., & Pangil, F. (2019).
Relationship between human resource
management practices and informal
workplace learning: An empirical study.
Journal of Workplace Learning, 31(8), 551-
576. https://doi.org/10.1108/JWL-04-
2019-0049

Khandwalla, P. N. (1977). The chemistry of
effective management. Vikalpa: The
Journal for Decision Makers, 2(2), 151-
164.
https://doi.org/10.1177/02560909197702
0

Kochhar, R., & David, P. (1996). Institutional
investors and firm innovation: A test of
competing hypotheses. Strategic
Management Journal, 17(1), 73-84.
https://doi.org/10.1002/(SICI1)1097-
0266(199601)17:1<73::AlD-
SMJ795>3.0.CO;2-N

Law, E. L.-C., Roto, V., Vermeeren, A. P. O. S., Kort,
J., & Hassenzahl, M. (2009).
Understanding, scoping and defining user
experience: A survey approach. In

Proceedings of CHI 2009: The 27th Annual
CHI Conference on Human Factors in
Computing Systems (pp. 719-728).
Association for Computing Machinery.
https://doi.org/10.1145/1518701.151881
3

Lawson, S. (2003). Examining the relationship
between organizational culture and

knowledge management [Doctoral
dissertation, Nova Southeastern
University]. ProQuest Dissertations and
Theses.
https://www.proquest.com/docview/305
235047

Lee, M., Cai, Y., DeFranco, A., & Lee, J. (2020).
Exploring influential factors affecting
guest satisfaction: Big data and business
analytics in consumer-generated reviews.
Journal of Hospitality and Tourism

Technology, 11(1), 137-158.
https://doi.org/10.1108/JHTT-07-2018-
0054

Malhotra, A., Schuler, S. R., & Boender, C. (2002).
Measuring women’s empowerment as a
variable in international development.
Background paper prepared for the World
Bank Workshop on Poverty and Gender:
New Perspectives.

Malhotra, N. K., & Birks, D. F. (2007). Marketing
research: An applied approach (3rd
European ed.). Prentice Hall.

Mariani, M., Baggio, R., Fuchs, M., & Héepken, W.
(2018). Business intelligence and big data
in hospitality and tourism: A systematic
literature review. International Journal of
Contemporary Hospitality Management,

30(12), 3514-3554.
https://doi.org/10.1108/IJCHM-07-2017-
0461

Morvay Karakas, K. (2014). Importance and impact
of guest satisfaction. Applied Studies in
Agribusiness and Commerce, 8(4), 31-37.
https://doi.org/10.19041/APSTRACT/2014
/4/5

pg. 45


https://doi.org/10.61606/BJMIS.V12N1A2
https://doi.org/10.1108/17542731011009612
https://doi.org/10.1108/17542731011009612
https://doi.org/10.1108/09596110910955712
https://doi.org/10.1108/09596110910955712
https://doi.org/10.1108/JWL-04-2019-0049
https://doi.org/10.1108/JWL-04-2019-0049
https://doi.org/10.1177/0256090919770205
https://doi.org/10.1177/0256090919770205
https://doi.org/10.1002/(SICI)1097-0266(199601)17:1%3c73::AID-SMJ795%3e3.0.CO;2-N
https://doi.org/10.1002/(SICI)1097-0266(199601)17:1%3c73::AID-SMJ795%3e3.0.CO;2-N
https://doi.org/10.1002/(SICI)1097-0266(199601)17:1%3c73::AID-SMJ795%3e3.0.CO;2-N
https://doi.org/10.1145/1518701.1518813
https://doi.org/10.1145/1518701.1518813
https://www.proquest.com/docview/305235047
https://www.proquest.com/docview/305235047
https://doi.org/10.1108/JHTT-07-2018-0054
https://doi.org/10.1108/JHTT-07-2018-0054
https://doi.org/10.1108/IJCHM-07-2017-0461
https://doi.org/10.1108/IJCHM-07-2017-0461
https://doi.org/10.19041/APSTRACT/2014/4/5
https://doi.org/10.19041/APSTRACT/2014/4/5

Khandkar, M. S. A. & Amin, M. R. (2026). Bangladesh Journal of MIS, 12(1)

https://doi.org/10.61606/BJMIS.V12N1A2

Naor, M., Linderman, K., & Schroeder, R. (2010).

The globalization of operations in Eastern
and Western countries: Unpacking the
relationship  between national and
organizational culture and its impact on
manufacturing performance. Journal of
Operations Management, 28(3), 194-205.
https://doi.org/10.1016/j.jom.2009.11.00
1

Nikpour, A. (2017). The impact of organizational

Oliveira

Owusu,

culture on organizational performance:
The mediating role of employees’
organizational commitment. International
Journal of Organizational Leadership, 6,
65-72.

https://doi.org/10.33844/ijol.2017.60432

, G. S., Corréa, J. E., Balestrassi, P. P.,

Martins, R. A., & Turrioni, J. B. (2019).
Investigation of TQM implementation:
Empirical study in Brazilian ISO 9001-
registered SMEs. Total Quality
Management & Business Excellence,
30(5-6), 641-659.
https://doi.org/10.1080/14783363.2017.1
328273

D. (2019). Effect of corporate culture on
organisational performance of star-rated
hotels in Ghana. African Journal of
Hospitality and Tourism Management,
1(2), 81-97.
https://doi.org/10.47963/ajthm.v1i2.139

Poksinska, B., Dahlgaard, J. J., & Antoni, M. (2002).

Prajogo,

The state of ISO 9000 certification: A study
of Swedish organizations. The TQM
Magazine, 14(5), 297-306.
https://doi.org/10.1108/09544780210439
734

D. I.,, & McDermott, C. M. (2005). The
relationship  between total quality
management practices and
organizational culture. International
Journal of Operations & Production
Management, 25(11), 1101-1122.
https://doi.org/10.1108/01443570510626
916

Prajogo, D. 1., &Sohal, A. S. (2006). The relationship

between organization strategy, total
quality  management (TQM), and
organization performance: The mediating
role of TQM. European Journal of
Operational Research, 168(1), 35-50.
https://doi.org/10.1016/j.ejor.2004.03.03
3

Roldan, J. L., Leal-Rodriguez, A. L., & Leal, A. G.

(2012). The influence of organisational
culture on the total quality management
programme performance. Investigaciones
Europeas de Direccion y Economia de la
Empresa, 18(3), 183-189.
https://doi.org/10.1016/j.iedee.2012.05.0
05

Runyan, R. C., Huddleston, P., & Swinney, J. L.

(2006). Entrepreneurial orientation and
social capital as small firm strategies: A
study of gender differences from a
resource-based view. The International
Entrepreneurship  and  Management
Journal, 2(4), 455-477.
https://doi.org/10.1007/s11365-006-
0010-3

Sahoo, S., & Yadav, S. (2017). Entrepreneurial

orientation of SMEs, total quality
management and firm performance.
Journal of Manufacturing Technology
Management, 28(7), 892-912.
https://doi.org/10.1108/JMTM-04-2017-
0064

Sarwar, A., & Muhammad, L. (2020). Impact of

employee perceptions of mistreatmenton
organizational performance in the hotel
industry. International  Journal  of
Contemporary Hospitality Management,
32(1), 230-248.
https://doi.org/10.1108/IJCHM-01-2019-
0046

Schein, E. H. (1992). Organizational culture and

leadership (2nd ed.). Jossey-Bass.

Secchi, E., Roth, A., & Verma, R. (2020). The effect

of service improvisation competence on

pg. 46


https://doi.org/10.61606/BJMIS.V12N1A2
https://doi.org/10.1016/j.jom.2009.11.001
https://doi.org/10.1016/j.jom.2009.11.001
https://doi.org/10.33844/ijol.2017.60432
https://doi.org/10.1080/14783363.2017.1328273
https://doi.org/10.1080/14783363.2017.1328273
https://doi.org/10.47963/ajthm.v1i2.139
https://doi.org/10.1108/09544780210439734
https://doi.org/10.1108/09544780210439734
https://doi.org/10.1108/01443570510626916
https://doi.org/10.1108/01443570510626916
https://doi.org/10.1016/j.ejor.2004.03.033
https://doi.org/10.1016/j.ejor.2004.03.033
https://doi.org/10.1016/j.iedee.2012.05.005
https://doi.org/10.1016/j.iedee.2012.05.005
https://doi.org/10.1007/s11365-006-0010-3
https://doi.org/10.1007/s11365-006-0010-3
https://doi.org/10.1108/JMTM-04-2017-0064
https://doi.org/10.1108/JMTM-04-2017-0064
https://doi.org/10.1108/IJCHM-01-2019-0046
https://doi.org/10.1108/IJCHM-01-2019-0046

Khandkar, M. S. A. & Amin, M. R. (2026). Bangladesh Journal of MIS, 12(1)
https://doi.org/10.61606/BJMISV12N1A2

hotel performance. International Journal
of Operations & Production Management,

40(3), 245-270.
https://doi.org/10.1108/1JOPM-08-2018-
0469

Measuring Business Excellence, 8(3), 42—
51.
https://doi.org/10.1108/13683040410555
609

Talib, F., & Rahman, Z. (2010). Studying the impact

Shemwell, J. T., Chase, C. C., & Schwartz, D. L.
(2015). Seeking the general explanation: A
test of inductive activities for learning and
transfer. Journal of Research in Science
Teaching, 52(1), 58-83.
https://doi.org/10.1002/tea.21185

of total quality management in service
industries. International Journal of
Productivity and Quality Management,
6(2), 249-268.
https://ssrn.com/abstract=2725173

Tari, J. J., Pereira-Moliner, J., Pertusa-Ortega, E. M.,

Sigala, M., & Baum, T. (2003). Trends and issues in
tourism and hospitality higher education:
Visioning the future. Tourism and
Hospitality Research, 4(4), 367-376.
https://doi.org/10.1177/14673584030040
0409

Sigler, T. H., & Pearson, C. M. (2000). Creating an

Lopez-Gamero, M. D., & Molina-Azorin, J.
F. (2017). Does quality management
improve performance or vice versa?
Evidence from the hotel industry. Service
Business, 11, 23-43.
https://doi.org/10.1007/s11628-015-
0298-6

empowering culture: Examining the Tepeci, M. (2005). The dimensions and impacts of

relationship  between  organizational
culture and perceptions of empowerment.
Journal of Quality Management, 5(1), 27-
52. https://doi.org/10.1016/S1084-
8568(00)00011-0

organizational culture on employee job
satisfaction and intent to remain in the
hospitality and tourism industry in Turkey.
Journal of Travel and Tourism Research,
5(1/2), 21-39.

Sin, K. Y., & Jusoh, M. S. (2019). Identifying and Thuy, D., & Hue, N. (2023). Impact of TQM

prioritizing research gaps in studies
related to total quality management on
competitive advantage in Malaysian hotel
industries.  International Journal of
Academic Research in Business and
Social Sciences, 9(5), 335-349.
https://doi.org/10.6007/IJARBSS/v9-

practices on business performance of
three-star hotels and above in Vietnam:
The role of innovation performance.
International Journal of Management
Studies and Social Science Research,
5(2), 300-312.
https://doi.org/10.56293/IJMSSSR.2022.4

i5/5875 600
Sinha, N., & Dhall, N. (2020). Mediating effect of Tseng, S. M. (2010). The correlation between
TQM on relationship between organizational culture and knowledge

organisational culture and performance:
Evidence from Indian SMEs. Total Quality
Management & Business Excellence,

31(15-16), 1841-1865.
https://doi.org/10.1080/14783363.2018.1
511372

conversion on corporate performance.
Journal of Knowledge Management, 14(2),
269-284.
https://doi.org/10.1108/13673271011032
409

Uzkurt, C., Kumar, R., Kimzan, H. S., & Eminoglu,

Sneyd, K. P., & Rowley, J. (2004). Linking strategic
objectives and operational performance:
An action research-based exploration.

G. (2013). Role of innovation in the
relationship  between  organizational
culture and firm performance: A study of

pg. 47


https://doi.org/10.61606/BJMIS.V12N1A2
https://doi.org/10.1108/IJOPM-08-2018-0469
https://doi.org/10.1108/IJOPM-08-2018-0469
https://doi.org/10.1002/tea.21185
https://doi.org/10.1177/146735840300400409
https://doi.org/10.1177/146735840300400409
https://doi.org/10.1016/S1084-8568(00)00011-0
https://doi.org/10.1016/S1084-8568(00)00011-0
https://doi.org/10.6007/IJARBSS/v9-i5/5875
https://doi.org/10.6007/IJARBSS/v9-i5/5875
https://doi.org/10.1080/14783363.2018.1511372
https://doi.org/10.1080/14783363.2018.1511372
https://doi.org/10.1108/13683040410555609
https://doi.org/10.1108/13683040410555609
https://ssrn.com/abstract=2725173
https://doi.org/10.1007/s11628-015-0298-6
https://doi.org/10.1007/s11628-015-0298-6
https://doi.org/10.56293/IJMSSSR.2022.4600
https://doi.org/10.56293/IJMSSSR.2022.4600
https://doi.org/10.1108/13673271011032409
https://doi.org/10.1108/13673271011032409

Khandkar, M. S. A. & Amin, M. R. (2026). Bangladesh Journal of MIS, 12(1)
https://doi.org/10.61606/BJMISV12N1A2

the banking sector in Turkey. European 321-337.

Journal of Innovation Management, 16(1), https://doi.org/10.31784/zvr.12.1.17
92-117.

https://doi.org/10.1108/14601061311292 Yeung, A. C. L., Cheng, T. C. E., & Lai, K. H. (20086).
878 An  operational and institutional

perspective on total quality management.

Valmohammadi, C., & Roshanzamir, S. (2015). The Production and Operations Management,
guidelines of improvement: Relations 15(1), 156-170.
among organizational culture, TQM and
performance. International Journal of Yeung, C. L., & Chan, L. Y. (1998). Quality

Production Economics, 164, 167-178.

management system development: Some
https://doi.org/10.1016/].ijpe.2014.12.02

implications from case studies.

8 Computers & Industrial Engineering, 35(1-
2), 221-224.
VrtodusSi¢ Hrgovi¢, A. M., Milohnié¢, I., & Petakovi¢, https://doi.org/10.1016/S0360-
E. (2024). TQM practices and their impact 8352(98)00069-2

on performance in hotel companies.
Journal of the Polytechnic of Rijeka, 12(1),

pg. 48


https://doi.org/10.61606/BJMIS.V12N1A2
https://doi.org/10.1108/14601061311292878
https://doi.org/10.1108/14601061311292878
https://doi.org/10.1016/j.ijpe.2014.12.028
https://doi.org/10.1016/j.ijpe.2014.12.028
https://hrcak.srce.hr/zbornik-veleri
https://doi.org/10.31784/zvr.12.1.17
https://doi.org/10.1016/S0360-8352(98)00069-2
https://doi.org/10.1016/S0360-8352(98)00069-2

Khandkar, M. S. A. & Amin, M. R. (2026). Bangladesh Journal of MIS, 12(1)

https://doi.org/10.61606/BJMIS.V12N1A2

Appendix 1: The List of 21 Upscale Hotels

No. Name of Upscale Hotels Address

1 The Westin Dhaka Main Gulshan Avenue, Plot # 1, Road # 45, Dhaka 1212

2 Pan Pacific Sonargaon 107 Kazi Nazrul Islam Avenue, Dhaka 1215

3 Le Méridien Dhaka 79/A Commercial Area, Airport Road, Dhaka 1229

4 Hotel Sarina Plot # 27, Road # 17, Banani C/A, Dhaka 1213

5 Hotel la Vinci Ltd. 54 Kawran Bazar Road, Dhaka 1215

6 Amari Dhaka House # 47, Road # 41, Dhaka 1212

7 Hotel The cox Today Suvastu Madhobilota, House # 67, Road # 17, Dhaka 1212

8 Ascott The Residence House # 13, Road # 8, Baridhara Diplomatic Zone, Dhaka 1212

9 Maple Leaf Hotel & Resorts | Plot# 1B, Road # 1, Dhaka 1230
Ltd.

10 Radisson Blu Dhaka Water Airport Road, Dhaka Cantonment, Dhaka 1206
Garden

11 Hotel Purbani Int. Ltd 1 Dilkusha, Dhaka 1000

12 Crowne Plaza Dhaka 6A North Avenue Commercial Area, Gulshan, Dhaka 1212
Gulshan

13 The Way Dhaka 10/B/2, Road 54/B, Gulshan 2, Dhaka 1212

14 Ascott Palace Baridhara Diplomatic Zone, Road # 06, House # 14, Block K, Dhaka

1212
15 Lakeshore Hotel Gulshan 46, Road # 41, Gulshan, Dhaka 1212
16 Six Seasons Hotel Asha Concord, House # 19. Road # 96, Guishan 2. Plot # 7, Block #
NW(J), Road # 51, Dhaka 1212

17 Zabeer Hotel International House # 1, Road # 2, Uttara Model Town, Dhaka 1230

18 Renaissance Dhaka 78 Gulshan Avenue, Gulshan, Dhaka 1212
Gulshan Hotel

19 Holiday Inn Dhaka City 23 Shahid Tajuddin Ahmed Sharani, Tejgaon, Dhaka 1208
Centre

20 InterContinental-Dhaka 1 Minto Road, Dhaka 1000

21 Rose Mew Hotel I/A, Road # 23, Gulshan # 1, Dhaka 1212
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Appendix 2: Measurement Items for Study Constructs

Items used to measure Total Quality Management (Adapted from Talib and Rahman, 2010)

The leadership of your organization is highly involved in improving the overall quality of the
organization.

Your organization places a strong focus on customers’ needs and customer satisfaction.

Your organization gives considerable attention to the training, education and empowerment of
employees.

Your organization consistently focuses on continuous improvement and innovation in service
quality.

Your organization selects quality suppliers who can help improve service quality.

Your organization involves employees in quality improvement, decision-making, problem-
solving and the financial success of the organization.

Your organization provides rewards, appraisals and recognition to employees to enhance the
delivery of services to customers.

Your organization has a benchmark that provides a target for improving performance.

Your organization focuses on continuous feedback and quality information and measures the
results obtained from customer surveys.

Items used to measure Organizational Performance (Adapted from Khandwalla, 1977; Sarwar
and Muhammad, 2020)

a b~ WON =

Your hotel has higher sales growth prospects than its direct competitors.

Your hotel’s employees have higher productivity than those of its direct competitors.
Your hotel has stronger goodwill than its direct competitors.

Your hotel provides better-quality products or services than its direct competitors.
Your hotel has higher employee morale than its direct competitors.

Items used to measure Organizational Culture (Adapted from Tepeci, 2005)

A WON =

(¢)]

Your organization places a high value on customers and service quality.

Your organization values results orientation.

Your organization places importance on teamwork and team orientation.

Your organization focuses on honesty and people orientation as important elements of
organizational success.

Your organization emphasizes innovation and employee development.

Your organization provides fair compensation to its employees.
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