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Abstract

Purpose — Although the debate about the interplay between quality management and organizational culture
is long established, extant knowledge about their link is not consistent. This article attempts to fill such a gap
by integrating current perspectives and insights through a literature review.
Design/methodology/approach — A domain-based literature review has been conducted, which followed
the Scientific Procedures and Rationales for Systematic Literature Reviews. The knowledge core consisted of
76 items, which were analysed through bibliographic coupling and co-citation analysis. An interpretive
approach was taken to articulate the study findings.

Findings — The current scholarly debate unfolds through four research streams, which emphasize the need for
joint optimizing quality management and organizational culture embracing a longitudinal perspective. Similarly,
the theoretical roots inspiring reviewed contributions are distributed in four clusters, which rely on the assumption
that organizational excellence derives from the harmonization of quality management and organizational culture.
Practical implications — Quality management necessitates a supportive organizational culture to set the
ground for excellence. At the same time, it modifies the inner traits of the organizational culture. Such cultural
changes should be carefully handled to ensure a dependable quality orientation. Achieving organizational
excellence involves mastering the interplay between quality management and organizational culture.
Originality/value — This article delivers an unprecedented systematization of the scientific literature. It identifies
the main research streams through which the debate on quality management and culture evolves, shedding light on
the main conceptual roots inspiring recent scholarly advancements. Alongside overcoming the fragmentation of the
extant debate, this review enables the envisioning of an agenda for further developments.
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Paper type Literature review

Introduction and study rationale

Quality management is one of the most important sources of competitive advantage for a firm

(Powell, 1995). Quality management broadly encompasses the system of organizational actions

and techniques intended to achieve business excellence and reliability (Flynn ef al, 1994).

Generally speaking, business excellence involves the realization of high-quality outputs which I‘
are fully consistent with the expectations of internal and external stakeholders (McAdam et al,
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2019). From this standpoint, quality management entails a reconfiguration of organizational
processes and practices (Gunasekaran ef al, 2019) to generate a broad, deep and diffused
commitment towards the enhancement of stakeholders’ satisfaction (Kanji, 1990).

Although literature framing quality management in the business setting is vibrant
(Chiarini, 2020), evidence of the organizational and management factors enabling continuous
quality improvement is inconsistent (Aquilani ef al, 2017). Nevertheless, scholars argue that
successful quality management relies on the capability to evenly combine tangible (hard) and
intangible (soft) organizational dimensions in the pursuit of excellence (Escrig-Tena et al.,
2018). This is in line with earlier theorization of quality management which maintains that,
alongside a focus on process improvement and reliability, employees’ involvement,
engagement and fulfilment are critical to set the ground for excellence (Anderson et al.,, 1994).

Inter alia, organizational culture significantly affects the implementation of quality
management (Rad, 2006), facilitating the harmonization of the hard and the soft components
of the business (Naor ef al, 2008). Undertaking an anthropomorphic view of the firm,
organizational culture refers to “... the shared set of (mplicit and explicit) values, ideas,
concepts, and rules of behaviour”, prompting people to function as a cohesive social group and
to perpetuate such cohesiveness (Hudelson, 2004, p. 345). Organizational culture envisions the
firm as a form of human expression and embodies the unconscious mind of the business
(Deshpandé and Webster, 1989). Culture inherently shapes individual behaviours and
attitudes within the firm, dictating either the success or the failure of quality management
(Giménez Espin et al, 2013). In line with these considerations, organizational culture
empowers us to understand the reason why things happen as they do within the firm
(Deshpandé et al,, 1993). Whilst scholarly interest in this research topic is consolidated (van
Donk and Sanders, 1993), literature addressing the interplay between organizational culture
and quality management is discordant (Wu, 2015). Three distinct schools of thought can be
identified. The first one maintains that organizational culture is a driver to quality (Patyal
and Koilakuntla, 2018). However, it is not clear which attributes of the organizational culture
facilitate or hinder organizational excellence. Evidence is disparate, with several studies
emphasizing the contribution of a hierarchical culture on advancing quality management
through control (Shortell ef al, 1995) and others stressing that employees’ empowerment and
engagement should be sought in order to realize excellence through flexibility and creativity
(Ababneh, 2021). The second school of thought advocates that the quality orientation of the
firm shapes the organizational culture (Araujo et al, 2019), carving the shared set of values
and assumptions which can be retrieved in a workplace oriented towards excellence (Mas-
Machuca et al, 2021). Third, a contingency perspective assumes that fitness should be
achieved between organizational culture and quality management to pave the way for
business excellence (Krajcsak, 2018).

In sum, fragmentation characterizes the scholarly debate on quality management and
organizational culture, preventing us from fully acknowledging the contents and the
direction of the relationship between these two phenomena. This is a major knowledge gap,
which persists even though the organizational culture’s implications on quality management
(Jung et al., 2008) — and, vice versa, the effects of quality management on organizational
culture (Dimitrantzou ef al, 2022) — have been widely acknowledged by scholars and
practitioners (Gallego and Gutiérrez Ramirez, 2023; Tuckman, 1994). This article intends to
fill such a gap, systematizing through an interpretive approach the extant literature focusing
on the interplay between quality management and organizational culture. As compared with
earlier reviews on this topic, which focus on particular sectors (Bloor, 1999), quality
management techniques (Haffar et al, 2022) or organizational contexts (Sony et al., 2020), this
study adopts a broad perspective, providing an integrative representation of the interplay
between organizational culture and quality management. Coherently with these arguments,
the following research question inspired this literature review:



RQ. How are organizational culture and quality management related?

The article is organized as follows. The next section reports the study protocol followed to
collect, screen and select relevant scientific contributions. Then, the research findings are
reported, which inspire a systematization of current scholarly knowledge about the study
domain, as argued in the discussion. Finally, conclusions are reached, emphasising the
distinctive contribution of this literature review to theory and practice.

Methods

A domain-based literature review has been undertaken to answer the research question. Domain-
based reviews focus on a substantive research topic, which represents the landmark around
which the effort of systematization is accomplished (Palmatier et @/, 2018). Drawing on the
introduction, our study domain involved the interplay between organizational culture and quality
management, which has been acknowledged as a compelling research topic in the management
literature (Zu et al, 2010). To ensure the reliability and dependability of this review, a structured
research protocol was followed. The Scientific Procedures And Rationales for Systematic
Literature Reviews (SPAR-4-SLR) was adhered to, which permitted the full replicability of the
study design (Paul ef al, 2021). Using the SPAR-4-SLR protocol disclosed several advantages as
compared with alternatives, such as the Preferred Reporting Items for Systematic review and
Meta-Analysis (PRISMA). First, SPAR-4-SLR has been specifically conceived for social sciences
(Sreenivasan and Suresh, 2022), while PRISMA finds its most common application in the field of
medicine and health care (Moher ef al, 2010). Second, since it is based on a rigid and easily
replicable protocol, the SPAR-4-SLR increased the transparency of this research, adding to its
robustness (Kumar et al, 2022). Third, it has been noted that “. . . PRISMA is a shorter protocol as
itincludes four phases, while SPR-4-SLR is a more holistic approach, including all the processes up to
reporting the results” (Tsiotsou and Boukis, 2022, p. 51). Lastly, yet importantly, the SPAR-4-SLR
protocol advanced the rigour of the study methodology, enabling a dependable justification of the
rationale behind review decisions (Lim et al, 2022).

A hybrid approach was implemented to conduct this literature review, which, in line with
the purpose of mapping and systematizing the study domain, consisted of two components
(Palumbo et al., 2022). On the one hand, a bibliometric analysis permitted the research streams
characterizing the scholarly debate about the interplay between quality management and
organizational culture to be highlighted and its founding roots to be discovered. On the other
hand, an interpretive approach was embraced to delve into the research streams and discover
their theoretical roots, advancing the knowledge of the study domain. Sticking to the SPAR-
4-SLR protocol, the review was articulated in three stages, namely: (1) assembling;
(2) arranging; and (3) assessing. An overview of these stages is given below.

Assembling

The assembling stage was aimed at compiling the database of items to be considered for
inclusion in our literature review. It consisted of two steps. First, an effort was made to craft
the search string which was most fitting with the study purpose. Second, the most suitable
source to accomplish the literature review was identified. A preliminary screening of relevant
literature was conducted to formulate a search string which was both comprehensive and
coherent with the study aims. In line with the purpose which inspired the literature review,
the search string was articulated in two parts, which addressed the two subjects of our
research: organizational culture and quality management. It was decided to avoid the
inclusion of specific quality management techniques in the search string, such as Total
Quality Management (TQM) or Lean Six Sigma (LSS), in order to avoid contamination of the
study aim, which broadly referred to quality management. The asterisk (¥) was used to
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minimize the risk of exclusion of potentially relevant items due to the spelling of the factors
which were targeted by this literature review. The search string agreed by was:

(“organi* cultur®”) AND (“quality manage*”)

Different sources are available to collect items for literature reviews. Alongside the two most
widely used citation databases, e.g. Clarivate Analytics’ Web of Science (WoS™) and
Elsevier's Scopus®, alternatives have appeared recently, such as Dimensions.ai (Martin-
Martin ef al, 2021; Singh et al, 2021). The search string was implemented on these three
sources to identify the most relevant and comprehensive source. The search string was run
for “topic” in WoS™, for “title, abstract, and keywords” in Scopus®, and for “title and
abstract” in Dimensions.ai. The search was accomplished on February 12th, 2023. No
temporal limitations for collecting records were set. However, to enhance the replicability of
the research, only scientific contributions which were published within 2022 were admitted.
Journal articles, book chapters, and proceedings were included, whilst notes, letters, and other
contributions which did not undergo the double-blind peer review rule were omitted.
Altogether, WoS™ generated 431 items, Scopus® 2,009 items, and Dimensions.ai 1,290 items.
The datasets extracted from the three sources were carefully examined and no relevant
missing data affecting the integrity of individual sources were identified. Since Scopus®
yielded the largest number of records, it was used as the main source for accomplishing the
literature review. The items were stored in an electronic worksheet, and they were coded as
per authors, title, publication year, source, and keywords in order to accomplish screening
activities.

Arranging
The exclusion and inclusion criteria guiding the screening of collected items were defined.
A language limitation was set, which enabled the replicability of the literature review to be
enhanced. Only articles written in English were admitted. Altogether, 47 contributions were
excluded based on the language criterion. Three exclusion criteria were formalized drawing
on the aims of this literature review. The records which did not concomitantly focus on
organizational culture and quality management and addressed only one of these topics were
discarded as off topic. Besides, those items which included references to organizational
culture and quality management, but did not comprehensively investigate their interplay in
the pursuit of organizational excellence were discarded as off scope. Lastly, the contributions
which focused on quality management techniques, but did not provide adequate insights to
advance what is known about the link between organizational culture and quality
management initiatives were discarded as off focus. The abstracts of retrieved contributions
were independently screened by the authors, applying the criteria described above. Once the
individual screening was completed, results were compared, and consensus reached as to the
inclusion of relevant contributions. It was agreed to exclude 1,607 articles. Conversely, no
agreement could be reached on 109 articles. Therefore, a third independent scholar proficient
in the study domain was involved to settle this disagreement. As a result, 64 items were
removed from the dataset. In sum, 291 articles were initially selected for this literature review.
The full text of the articles initially selected for this literature review were collected.
A further round of analysis was undertaken to remove contributions which did not
significantly address the study aims, that is to say unveiling the link between organizational
culture and quality management. After individual analysis, a meeting was held to agree the
final list of articles to be included in this literature review. It was agreed to exclude a further
206 items, which were found to inadequately contribute to the advancement of the study
domain. Hence, the knowledge core on which this literature review relied consisted of 85
relevant contributions.



Assessing

In line with the hybrid nature of this literature review, the assessing stage was twofold. Initially
a bibliometric analysis was undertaken, which had two concurrent aims. On the one hand, it
outlined the streams characterizing the extant scholarly debate. On the other hand, it identified
the main conceptual roots on which current literature is established. To achieve the first aim, the
85 items selected for the assessing stage underwent a bibliographic coupling, which illuminated
the “hot” topics in the study domain (Glanzel and Czerwon, 1996). Two documents are
bibliographically coupled when they cite one or more common references (Kessler, 1963).
Drawing on bibliographic coupling counts, the similarity between investigated items is
calculated. Items are assigned to clusters based on their similarity values. In sum, bibliographic
coupling “... links documents that reference the same set of cited documents” (Boyack and
Klavans, 2010, p. 2391). The visualization of similarity technique was used and the analysis
conducted through VOSviewer (van Eck and Waltman, 2010). The minimum cluster size for
bibliographic coupling was set at 8 and the minimum citation link strength was set at 5
(Waltman and van Eck, 2012). This methodology was conducive to retrieving consistent and
tight clusters, providing a compelling and faithful representation of the state of the scholarly
debate. Altogether, 76 items were found to be bibliographically coupled, contributing to four
research streams. To accomplish the second aim, these items underwent a co-citation analysis,
which was aimed at computing the similarity between pairs of referenced contributions relying
on co-citation counts and building clusters based on similarity values (Boyack and Klavans,
2010). Therefore, co-citation sheds light on the cognitive similarity of reviewed items and elicit
the common sources from which they take nourishment (Yun, 2022). It was run through
VOSviewer and targeted the 100 citations with the highest total link strength. It allowed the
identification of three main clusters, embedding the conceptual roots of this literature review.
The combined use of bibliographic coupling and co-citation has been extensively implemented
in previous studies (e.g. Casprini ef al, 2020; Ferreira, 2018). It enabled the development of a
comprehensive map of the scientific debate about the interplay between organizational culture
and quality management (Boyack and Klavans, 2010).

An interpretive approach was used to systematize the records rendered by bibliographic
coupling and co-citation analysis. Sticking to the approach recommended by Tranfield ef al
(2003) a non-standardized reporting structure was used to delve into the findings. Open
coding was implemented to systematize the different clusters obtained from bibliographic
coupling and co-citation analysis. Furthermore, axial coding was arranged to find
associations across the clusters and work out a comprehensive overview of the scholarly
debate. After an individual analysis, perspectives were shared, disagreements on the
interpretation of the clusters overcome, and a final report prepared, which inspired the study
findings. Figure 1 includes a flowchart which represents the main steps of the literature
review and graphically describes the process of items’ collection and screening.

Research findings

Publication years of reviewed items ranged from 1993 to 2022. As highlighted in Figure 2, about
4 1n 10 contributions have been published in the 5 years preceding this research (39.5%). More
than 40 different sources were considered in the analysis. Total Quality Management and
Business Excellence, the TQM Journal, the International Journal of Productivity and Quality
Management, and the International Journal of Quality and Reliability Management were the
sources of a third of the items included in this literature review (32.9%). Most scientific
contributions presented the results of empirical research (80 %), with the majority involving the
implementation of quantitative methodologies (73.4%). Theoretical advancements covered a
limited part of the dataset (17.1%). Asia was the most researched continent (39.5%), followed by
Europe (15.8%), North America (15.8%), and Oceania (6.6%).
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I (“organi* cultur*”) AND (“quality manage*”) |

Figure 1.

The flow diagram
depicting the items’
collection, analysis,
and inclusion

Figure 2.
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On average, reviewed contributions were cited 39 times (6 = 55.5) at the time of this review,
ranging from a minimum of 0 citations to a maximum of 268 citations. Most items were co-
authored by at least two authors (u = 2.6; 6 = 1.3, ranging from a minimum of 1 author to a



maximum of 6 authors). Items authored by a single author represented about a fifth of the - Qrganizational

dataset (21%). Table 1 displays an overview of the reviewed scientific contributions,
providing a synopsis of their bibliographic data, methods, and findings.

The results of bibliographic coupling

Figure 3 graphically depicts the results of the bibliographic coupling, which delivered 4
clusters. As previously discussed, the clusters embed different research streams
contextualizing organizational culture to quality management. Table 2 summarizes the
clusters’ contents, describing the key themes addressed within and across them. The blue
cluster consisted of 16 items, which were published between 2015 and 2022. They make sense
of the relationship between organizational culture and quality management, shedding light
on their interplay for the achievement of business excellence. The red cluster consisted of 26
items, which were published between 2010 and 2022. It delves into the link between
organizational culture and quality management, indicating that they should be aligned to
achieve excellence.

The green cluster consisted of 26 items published between 1993 and 2021. It maintains
that the continuous joint optimization of organizational culture and quality management
boosts the long-term viability of the firm. Lastly, the yellow cluster consisted of 8 items
published between 2001 and 2020. It embraces a longitudinal perspective, stressing that
cultural attributes and quality management should be harmonized according to an
evolutionary perspective. An interpretive overview of the clusters is presented below.

The blue cluster—unveiling the interplay between culture and quality management

Scholars agree that organizational culture is a valuable source of competitive advantage: it
enacts a context which is supportive to quality management and expedites the
accomplishment of business excellence (Ali et al, 2017). Nevertheless, evidence of how
organizational culture and quality management interact is discordant (Cebekhulu and Ozor,
2022). Two main perspectives can be uncovered in the scholarly debate. On the one hand,
organizational culture is conceived of as a contingency factor moderating the successful
implementation of quality management by enacting a workplace which either advances or
curbs commitment towards excellence (Lasrado and Kassem, 2020). However, previous
studies found limited evidence of the moderating role of organizational culture. Whilst
organizational culture has been found to enhance hard quality management practices, which
primarily involve technical and information-processing issues (Shuaib and He, 2023), there is
no support of its effects on soft practices, which focus on intangible factors boosting quality
orientation at the individual and collective levels (Kanapathy et al, 2017). Despite inconsistent
evidence, a positive organizational culture is essential to drive excellence, since it prepares the
ground for learning and development across the organization (Maswadeh and Al
Zumot, 2021).

On the other hand, organizational culture and quality management have been claimed to
be directly related, being synergic in paving the way for excellence (Fok et al, 2022a). Even
though the debate on the nature of the link between organizational culture and quality
management is rich, the literature is not unanimous in addressing its contents and direction
(Fok et al., 2021). Inter alia, Hilman et al. (2019) argued that quality management has positive
implications on organizational culture, prompting people to put greater efforts into their
work. The positive effects of quality management on culture depend on the employees’
awareness of quality issues, which nurture their readiness to accommodate quality
improvement practices (Isnaini ef al.,, 2021). Alternatively, Sinha and Dhall (2020) maintained
that organizational culture increases the employees’ propensity to put quality management
into action. An organizational culture upholding the values of openness, collaboration,

culture and
quality
management

201




(panurguoo)

2Ino
[euoneZIULSI0
doueuriopad Jo 901
[euoneZIuR3I0 ) Sunejdwajuod
puE JusweSeuLW ‘GoueuLiortod AONVINIORIA
Ayrenb usamiaq UIPIAD [euonRZIULSIO ANV INLT1ND
diysuonjefor  JUBAI[RI 109[[00 0} uo sonoeid TYNOILLVSINVOIO
AU} SOULN[JUI  PIsn Sem Sul[opowt JUSURZRURW NO
Apueogusts - uonenbs [emjonns Airenb SINALSAS ddd ANV
0] punoy ‘Syuspuodsal Jo uonedydur SPMUNIS INANAOVNYIN
10U SeAM IM)NO 21T woir sAneuenb 3y} SARSNSIAUL SuonezIuesIo Suroomsus] ALITVAD 0 d 10z
[euonjeZIURSI() PII[[00 dTom BB  —[edrnduy 9[IIR 9], BOLIY INOS 101998 J1qng uo S5UP22204q 7304 AONANTINI AHL  =nd “q YRR
9UD[20X
SpIeMO)
UONBIUILIO
[euoneZIuRSI0
) JueAdxd Jy S
YOIyM ‘9amyno
[euoneZIUBSI0
JuRIXa
Ay Aq pajeIspowt
ST J09JJ0
9 “I9AIMOY]
oueuLiofad JIomaurery
[euonezIuesIo [BO119109}
NUBYUD oueuLioyd Y :oueuLiofed
Apueoyiusis [euoIRZIURSIO SHIALS 93 U0 2.m)nd
JusuR SRR J997Je UOnBIUaLIO [euoneZIUBSIO pUR
Ayrenb Jo3IeW B pue Y24D2SA] JuswageuewW Ajpenb
JBY) SUINSSe MITAII 2INTRISN] [eLmauaIdonu TUIUISOUDIAT [210} ‘UOLJRIUSLIO
s1oyne Yy £q JAISURIXD UB ue moy urejdxs 1112 193[TW ‘UOLIBJUSLIO HVY
pasodoxd [ppowr  WOIJ SIUSWNSIL S)T 03 sydweye pUD SSoUISN [eLmauaIdonud asnpuo.or) “H
[en)doouod Y],  SPALIp JpPRIe aY],  [enideouo) SonIe 9y ], VN VN 0T Jo puanof )10g JO1RPe Ay,  ong UBWI[H “V'O Iy
S3uipuly urejy spoyeowr Apn§ ugisap sure Apnig Anuno) Sumpes  £q 9P} INOG  IBIX APLL, TSN s1oyIny
Apmig YOIBISY PoN)
.8
]
<
2.8
R=| m I
= “EEs
L — N LE8s
S S R
=< N =ES R




=T Bt 2] -
£835g § 2
S o8& N g
< H O
N e 8]
&= g
IS o]
20 =
2
o
(panunuod)
QOURI[ISAI IO}
Aem ay) Sutaed soouewLIOLRd
‘Aiqeure)sns Aypiqeure)sns
PUE 90U[[90XD pue seonoeld
JO UonBUIqUOd U993 UM
A J[qRUL A3 diysuonyefa.1
oueuLiofrad 3y} uo seonoexd saonoeld
[euonezIuesI0 UIPIAY JuswRAoIdwL JuownAoIdu
U0 J09JJ9 JIFIOUAS  JUBAS[AI JII[[0D 0} Kyirenb Ayenb pue
B ARy saonoeId  pasn sem Sur[opowt pue 2Imymo 9InJ[Nd [RUOLRZIURSIO
JuswaAoxdwr  uorenbs [eIpONNS [euonezIuesio TUIUISOUDIAT Jo syur| A101810[dX9
Ayrenb ‘Syuspuodsax Jo suonedduur soruedwod A50j0uY99 ], Ay} douruLiofRd
pue 2.njmod 0ge woxy aAneuenb Ay sejeSNSaAUl AIAIS puR Surnponnuvpy Aqeure)sns LD~ A UeSIoN
[euoneziueSI() PIII[[0 dTom BB  [edrndury S[IR 9], SPJeIS payu[)  SULMIOBNUBN | Jo puanof qzzog ~— pueseonoeld Usern)  ong  “Q 997 “T 04
doueuLofd
Aiqeureisns
Ay} ‘Appuanbasuod
‘pue oueuLiojed
saonoed uselId Ayiqeuresns
) SuneAdD U0 JuaWageURWL oueuLiofRd
orIaIUL Ayrenb Aypiqeureisns
0] punoj ussq paruswaduut pue ammno pue saonoeid useIs
aAey sadnoeId Sem Sur[epour [euonjeZIURSIO JuaudSVUD\ uoam19q drysuonepor
JusweSeurw  uorjenba [eIMONNS JO S109139 &pqoyay 9} UO JUSWRSBURUL
Ayrenb ‘soruedwiod J09JIpUI PUB J09.1P soruedwod pup Lyondy Ayrenb [e10) pue A YOO\
pue 21mmo THy woyy saneuenb 9y} SaUIWEX )IAIS pue Jo puanof 9IN)[ND [RUOLBZIURSIO “§ 97 DA
[RUOIIBZIUBSI() PI1O9[[00 91oM BIR(]  [eornduuy] S[NIR 9], S9IBIS PANU[)  SULIIORINUBIA [PUOYDULIU]  RZZ0G Jjoedunay], onjg UBSION “T Yo
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 0IMOG  IBIX LI, 1SN sy
Apmig OIeIsy e




(panunuod)

mymo
[euoneziue3Iio o
9[RINOAR] [euoneZIURSIO
e £q pajsooq UOIJRI9PISUO0D Apnys 9sed HONA
axe suonedrdur ojur surye) ue—aoueuLIofRd
SI1 ‘I9AIMOY pajuswadur ‘Qoueuriofed ureyo Ajddns pue
‘soueuLIoNad Sem Jul[[apout ureyd Addns uoneidur widdns
Juowngeuew  uonenbd [emONIS 0] JuswRSeURW “QuowRSeURW
ureyo Ajddns jo a1enbs Jse9| Ayrenb JuoudSVUD\ 93parmouy ‘aImymno
JudwROURyUS Uk [er.red iseruedwiod S9JB[AI IIYM Gddng [euOIjBSIUBS IO H
0] Aem 3y saaed pa1esnsaAul [opou [enydaouod soruedwod paasauU] ‘JuswRSeURW 19BPOJ] “JA LTejes
JuswRSeURW WOJJ PIjIs[[0d  dAneIjuenb © sesodoad AIAIS puR Jo puanof Ayrenb [©10) UsIMIq “IN'H 1pueypig
Ajrend)  odom ejep Arewrt  [eoundwy JnIe Ay, uel Suunjoejnuely [ [uoyvuLU] 7708 ampnusesnedy  ong  “S NYSeSzLIjor)
So[qeLIBA
JUASUNUOD pue
PPy [euonmnsut
Ay} Aq pajoagIe
ST JusteSeURW
Ayrenb pue saAnjenul Ajrenb
91N JO [0 pue 21Mymo
9y} ourwLIofed  90UIPIAS UIRICO 0} [euOnRZIUBSIO
A)[IqRUIRISNS U0 Pasn A[JUBIIIOIUOD JO 9019y}
UOI)BJUSLIO U1 QIoMm SISATeurR Sugpaymouoe oueuLofRd
Jo suoryedrduur UOTJB[2.LI0D pue ‘Qoueurioped pue ‘aamymno
9} S109JJB  AOUBLIBA JO SISA[RUR Aiqeurelsns soLgsnpur JUIUDSOUDIAT [euoneziue3io
JuswLS BB S)eLIBAD[NUL UO SOATJBIIUL IAIS 20uDIUDIEY ‘quawageurw Aenb
Ayrenb ‘Syuspuodsax U913 Jo Joeduur PUE 21edU}[BaY pu suoyvag() [©10} ‘KJI[Iqeure)sns TINS 997
pue aumjmo 1¢¢ woIy aAneyuenb  dy) SajeSsaAuUl ‘[reyax Jo pusnof Jo Apnys “3-' X UBSIOIN
[euoneziueSI() PIJOI[[0 1M BB  [edundury Aprys oy sojeI§ paju()  ‘SulnioBUBRl ¢ [puoyvuidIU] 1707 Ansnpurpnu 'y enjg “R71Y0d
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
= i
e — < 9
m — = i
— < a\] I




F2pE 08 o
= =R < 2
e ©s g [\ =
< H O
N e 8]
&= g
IS o]
20 =
2
O
(panunuod)
Immd
[euoneziuesIio Ino
aantoddns [euoOLBZIURSIO
B JOBUD PUR SSOUQIRME
oA “Ajrenb Ajrenb renprarput
0) SS9URAISUOdSa Aq paderd ajo1 9y}
pUuE SSoUdIRME UONRISPISUOD OJUL
pasnyIp Surye) 9amymo
B AQ painjmnu  pasn sem Sul[opowt [euoIRZIURS IO mdinQ Anendy AN ueme],
are ouewnioppd  uonenbs eIONLS U0 JustwSeuLRW uo DL @mm) “Q Uy
[euoneZIURSI0 axenbs 1se9| Ayrenb [euoneziuesio “gr0) seA[|
uo Juowedeuew [enJed :sjuepuodsar Jo suoneddun sarueduwod 20UIS ‘SSouaIEMY “IN'( INSuBN
Ayrenb 641 WOy dAneuenb A} SOUIUBXD AIAIS puR uoYNQLUSIY Airend) uonnqLusi(q “ A UBMIUR(]
JO S1091J9 9], PoJI9[[0d aJom BIR(  [edruduuyy Apnys ayf, BISSUOPU]  SULMOBINUBIA Jo puanof 1702 PAAIRII] anig “['q(q ureusy
doueuLiofad
[euoneZIuRS10
0] JudWRSBUBW
Ayrenb
JO UONNQLIUOd
9} S0UBYUd
01 pajoeud J[qeLrea
3¢ p[noys arewipd unerpsw
[euonjezIuesIo B SB 91m)[nd
aanioddns e [euonRZIUR IO
oueuLiofad Surpuey
[eUOnBZIURSIO  UNI SeM Sul[[opout ‘oueuriofed
pue JusweSeuRW  uonenbs [RINONNS [euOnRZIUBSIO TUIUISOUDIAT
Ayrenb usamiaq a1enbs Jses| PUE JUsWSBURW Q0UDUAOf4I] IM)[Nd [BUOT}BZIURSI0
diysuonepiay)  (ented sesuidiiud Ayrenb usamiaq puv JO 901 Surjerpaur 3y,
9)BIPIUW 0] PUNOJ PaZIS-wmIpaut UONBIDOSSE Apayonposg ouruLIofRd SHINS H'V 9SInpuoJos)
U99(| SBY 21NN PUR [[BWS $9¢ WO daneuenb 9y} SaUIWEXd 101098 Jo puanof pue A, Usamiaq “¥'o
[RUOIIBZIUBSI() PI1O9[[00 91oM BIR(]  [eornduuy] JpnIR 9], BIGRIY IpneS  SULINORINUB /g [ouoyvuLIU] (707 digsuoneppray],  onyg Iy “H uewyg
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 0IMOG  IBIX LI, 1SN sy
Apmig OIeIsy e




(panurguo2)

S)nsax
J[qBAdIYOR
sastuo1dwod
Immo
[euoneZIuRS10
pue soATIRnIUL
USRS RURT
Ayrenb

U99M19q 1] JO
yor] Jey) pangie
SI 1 ‘SS9[AY1I9AIU

oueuwiofed JqeLrea
uoneAOUUL Suneepow
pue JusWLSeURW © SB 21m[no
Ayrenb usamiaq [eUOLRZIURSIO
diysuornjefal pajuswadur Sunedwaiuod
9y} ur o sem Jurapour ‘uorjeAOUul I[N [BUOT)BSIUBSIO
[euoneziue3Io Jo  uonenba [eINONNS PUuE JuswLSEURW JUIUDSOUDIAT JO 309339 SunjeIapow
901 SuneIopow axenbs 1se9| Ayrenb usemiaq &pyondy puv Ay ], PourwLiornd HVY
9y} 1oddns  [enaed ‘syuspuodsal sdiysuorjea paygonposq UuorBAOUUI UO 1modeysy “g
jou op s3urpury 90T Wo1j aAneuEnb A} SAUIWEXD 10)098 Jo pusnof ADL Py pue \DL efiey “g) urg
Apn)say], pPojos[[od axeom el [edundury Apnys ayg, BISAR[R]N  SuLmjoejnuBl Q% [uoyvuu] 103 J0s Jo Joedwr ayJ, ang  “Y Ayjedeuey]
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
W i
— © 2
S = s
=< 3\ =




=TS >HE g -
SEEE o 2
e ©s g [\ =
< H O
N
— s 8]
&= g
IS o]
20 =
2
O
(panunuod)
9UD[90X
[euoneZIuRSI0
0] 9AIONPUOD
ST Juewdo[PAdp
pue Surures|
SPIeMO) PAJUSLIO
ST UOIYM I[N B
‘A[reonoads axow Ind
‘sooueuLIofed [euorjRZIURS IO
[erouRuLy JO 901 SurjRIOpOU
PUE JUSWDSRUBW 3y} SunesISaAUL
Ayrenb usamiaq sasoyjodAy sooueuLIofRd
drysuoryefax 9] 189 0] pasn [eroueuly 9IN)[ND [RUOL)RZIURSIO
A} d)eISPOW QIoM SUOISSAIZX pue JuswRSeuLrw Sunerpow
Apueoyiusis Jeaur] ardnnuw Ayrenb usamiaq Aq soueuriopad
0] punoy ‘syuspuodsal drysuone[ar [BIOUBUL S} UO
SeM 91nJ[nod 7, Wwoy sAneynuenb 9yl sajeInsaAul Ansnpur Juswageuew Aypenb Y Jowny
[euoneZIUBSI() PIJIS[[0d d1oM kIR  [edrndury JnIe A, uepiof uoneuodsuel], g Bugunody 1¢0¢ [€10) JOJ09je oY,  an[g [V “S YopeMSEJA]
QOUA[[0XD
[euoneZIuL3I0
JO JUSWRASIYOR
9y S19180] QOUR[[0X OUS[0X
YOIYM ‘DU [euonezIiuesio [euoneZIuLRSI0
[euoneZIuesI0 pue ‘9mmo pue ‘o
Furemodws [euoneZIURSI0 [euOnRZIUBSI0
pue sAISnOUI ‘diysopes| ‘diysispes| 0UR[[0Xd
ue Jusws[dur [euOBULIOISURI) [eUOnBULIOJSURT) [euoNRZIUBSIO U0
03 9[qeded UM SCEINETe] JuowaSVUD\ 9IN)[ND [RUOL)RZIURSIO
are diysiopes| diysuorjeax diysuornyepr &pqoyay] pue diysispes|
[BUOLJBULIOJSUR) JTRUAD JIuBUAD sorueduwod puv Gyondy [BUOLBULIOJSURL) JO
uo A1 yorym 9y} S9eSNSaAUL sAneINUEND 3} SRSNSIAUL SRy 9)IAIS pue Jo puanof $1097J9 Y ], jPRAJOAUL ¥ woessey|
suoneziuesi( spuIeay],  redunduwsy JpuIRAY], qely payu() SuLmOBMUB) 6 [uoyvuiu] 1702 QUOAIAD 93 ST ang “J] opeise|
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 0IMOG  IBIX LI, 1SN sy
Apmig OIeIsy e




(panunuod)

doueuLiofed
uoreAOUUL

pue seAnjenIUL
JuaWRIBURL
Aypenb usamysq
diysuonea.l

) 9)BIpPOW

0] PUNoJ Uvd(q J0U
seq )1 ‘Auedwod

Im)mo
[euoljRZIUBS IO
Aq paderd sjox

9} UOHRIIPISUOD

ojur surye)

BLDSIN Ul soruedwod
JuLmjornuRw
Suowre uopBAOUUL
PuE JuSWRFRURW
Ayrenb [©10) UsIMIDq
diysuornjepa1 ay) uo

oy} uraseydsoune  unt sem SuljEpour ‘aorjeAOUUL 9INJ[ND [BUOLBSIURSI0
aamisod  yyed saxenbs ises| U0 JUSWDSRURW 20U 22X JO 9[01 SurjeIspow
B $91BaI0 a1nyno  [enued ‘sjuspuodsax Ayrenb Jo joeduur SsauIsng pun pue Surures|
[euonezIiuesio 667 WoLy  dAneuenb A} SOUIUBXD 103098 JUIUISVUDI\ [euorjBSIURSI0 A
USnoyl[y Pajooqod aom eye  [eounduy] JonIe Ay, BLIDSIN  SuLmjoBnuB &yon® 1o 7202 Jo 10950 Sunepsl  onyg  °H “IN'Y qrenys
SoAnerur
JusWeSeURW
Ayrenb
Jo suonjedrdur
aamsod
) Suroueape
UL 9ATIOS]J9 SI0W
9 0] PaIAPISUOD
91 SaInynd
193 IeW PUR UB[D
oueuLiofad
uoreAouUl soonoeid
Uo JusWRSRURW uoreAOUUL RLIDSIN Ul
Ayrenb pue seAnenul SHINS SuLmioeynuRw
Jo joedun oY) NI Sem Jur[Ppour JustwSeURW Suowe
19)80J 03 21ynO  Yyed arenbs jse9) Ayrenb uo aumymd s0noRId UOLIRAOUUL
[euoneziuesio  [enaed ‘ssruedwod [euonRZIULRSI0 PUE JUSWRSRURW
punos PaZIS-unIpawt JO duRN[JuI uanof Ayirenb uo
B 90RIQWS P[NOYS  PUR [[BUWS ()G WO 9AQRIjuUERND 9} SAUIWIEBXD 103098 JuauaSVUD\ 9IN)[Nd [BUOL)RZIURSIO 7
SUONRZIURSI() PIJOS[[0d d1oM BIR(  [eoLndug] Apnys ayf, BLRSIN SuLMOBNUBN G &yon® 1202 Jo Joeduy anig of “IN'M qrenys
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
= i
L — [0'0] 2
m — = i
— < a\] =




=TS >HE (o) -
SEEE D 2
e ©s g [\ =
§E%w
— s 8]
&= g
IS o]
20 =
2
O
(panunuod)
JSTLI) UO Paseq
pue ‘9anoeoid
‘Onuayine ‘usdo
ST YOIYM 91 N
[euonjeziuesio 90UIPIAS UIRI(O Ansnput
ue £q pa3sooq 0) pajuauudduur JuswSeURW Jusuodwod one
SI SOAIJBIIUL  Ud3(q SBY Sul[[opout £y11ENnb UO 2IMYMO UBIPU] JO 9SBI Y,
JusweSeURW  uoneNnbs [RINMONIS [euonezIuesIo JADL pue a1miny)
Ayrenb jo ‘soruedwod Jo suoneddur [euoneziuesi() N Ireud
uonejuswa[dun 0GT woJy 2aneuenb 3y} s9)eSNSIAUL Ansnpur usamIaq “Q eIduyq 'Y
AU, PJod[0d aTom IR [edlndury SonIe 9y ], 'IpU] aAnowoMmy 67 Surounpousg 910z dequip oy Suiddepy  onpg  SIen) “N BUUS
S9ALIRIIIUL
JUaWRIBURW
Ayrenb jo 901
Juryerpaw Ay oueuLiofd
[3noIy) 0s se0p [euOnRZIUBSI0
11 ‘saouewLIofpd pue usweseuLw SHINS
[RUONBZIUBSIO  30UIPIAS UIRICO 0} Ayirenb ‘o UBIPUJ WO.J 90UIPIAI
UO S)09JJ9 9ABY  Posn sem Sur[fopowt [euoneZIueSI0 :oueuLIofRd pue
0] punoy useq  uorenbs [RMPONNS SCEINETe] 0UD[IINT] 9IN)[ND [BUOL)BSIURSIO
10U Sey 2I)No ‘syuspuodsal drysuonefax ssouisng pun UIMIDq
[euoneziuesIo 0g1 woiy sAneuenb 9y} SaUIWEX Ansnput TUIUMISOUDIAT drysuorie[a1 uo AP
USnoy[y  Pajoof[od aem ele(]  [eornduuy] Joded oy, BIpU] aAjowomy g &yond®y 1oL 0202 J0 30910 SuneIpal  onig N [[ey( “N ByuIS
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 0IMOG  IBIX LI, 1SN sioyny
Apmig OIeIsy e




(panuruoo)

Auedwod

oY} UM
anbrun e 30U
ST SoARnTUL
JUaWRSBUBI
Ayrenb
‘Queuriofd
[euoneZIuR3I0
Pue JuswRSeuR
Ayrenb usamiaq
digsuonea.l

BJEp 9SAJRUR 0)
pasn sem Suropowt
uorenhd [eIONns
a1enbg jsea|

oueuLofRd
[euoneziue3Iio
U0 JuswReUBW
Ayrenb Jo 300539
Ay} UO I Nd
[euonezIuR3Io
[eLmauaIdonua
ue jo

doueuLiofRd
[euoneZIUESI0

PUB JF] U9mIaq

diysuone[a. ay) uo
I[N [RUOT)BZIUBS IO

[ermauaidonuo

30 30919 Surjerdpow
3} PUB ‘9UI[90X

AU} OULN[JUI  [I}IBJ] ‘S)uspuodsal 10930 Surjespowt [euorjRZIURSI0 74 Josng
0] punoj jJou sem 0Zg woyy aAneuenb  Ay) seyeSnsaAul sejeImuy syueu}.redop puB ADL 'Y IPIMSTY
9IN)MO YSnoyI[y Pajosfod odom eje  [eonduryy Apris oyl qery pajun) oIod ¢ [ouanof WOL 9107  JO 901 Supelpew o], UsRI) “QH LyeRyJY
ueuLiopd
[euoneZIuesI0
S9oUBAPE
Apodapur
Pue JuswRSeuRw
Ayrenb
SoIEI[loB] orym
‘9yewnpd aanisod
B JOBUD 0) pansie
U99( Sy amno ueuLIofRd
‘Qoueuriofrad [euOLRZIURSIO
[euoneZIueSI0 pue JuawRSeuR
109p3e APAnisod Ayrenb ‘9mymo
JusuRSeUR Ppajuswuaduut [euoIRZIURS IO doueuLofRd
Ayrenb sem Sul[[apow UdIMIaq pue AD.L myno
pue aImymd  uonenbs [BINIONIS drysuone[ar SIULOUOIT] [eUOLBZIUBSIO
[euonezIuesIo ‘s1e8euBW A} JO 9SURS UoYIMPOLJ Fuowe suoneRy S
oq JOIUSS G()g WOy dAneIjuenb  dxew 0) Spuajul Ansnpur Jo pusnof JuawAoIdwL Jurezueysoy )
U3Noy) UoAF P[00 dTom IR [edundury SonIe 9y ], uel] [EOONROBWLIRYJ  Z9T [puoyvuIU]  GTOZ Jo sourPepmMS oY],  On[g  IPRWWRYOW[RA
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
= i
e — (=] k)
o= b i
=< a\ &




=T Bt — -
o w = Q o 2
So8g8 W g
< H O
N e <
&= g
S D s}
%mo g
(panunuod)
soueuLIOfRd
[euonerdo
daoxduun
AJLIessa0au jou
S0P I ‘19AIMOY
JuowRgeuRW
Ayrenb ayejioey
SAWO0INO
pue uoreAoUUl 0}
PAJUBLIO SAIMINO doueuLiofd uo
‘Aprermus 9doad suonedrdwr I9y)
10§ 309dsa1 PUE JUSWSSRURW oueuLiofd
PUB JI0MUE3) Ayrenb [euorjeisdo
0] DAIONPUOD M PIJRIDOSSE pue seonoeid
ST UOIYM 9IINO pasn 1om ST oMo JuowaSvuv | JusWRSRUBW
[eUOnBZIURSIO  SISA[BUR UOISSIIZAT [euonRZIULRSI0 uoYIMPOLJ Ayirenb [€30) ‘90 nd
ue £q paaysoy  sdnnu ‘sarueduwiod moy 101098 pun suoyv4a4() [euonBZIUBSIO
ST JustoSeURW $9¢ WoIy dAnRIIUBND  puR JI S9)RSIISIAUL Sunmyoenuew Jo pouanof UMD NELCEN
Aeny) pajodod otom Bre  [eornduyy Apmys ay, BlRISNY pUB 3IARS  ZC7 [uoyvULIIU] sdiysuonepIay], woaIr) “[3] ng “Y paeg
$S900NS
[euoneZIuRSI0
01 Sppe AJIANBILD
0} UOLBJUSLIO pajuswaduwr
UBIS[IYM  9I9M SUOLEB[DLIOD
‘Qoueuriofrad S,u0sIBJ Ansnpur
[euOnEZIURSIO pue sonsnels 9[X3) 9SaNSNLIOJ
suIuLIspun 9AndLISIp uonezIuesIio Y} ur Apnis
0} Pa3oadxa St ‘soruedwiod Ue JO dueuLojed [eoLndus uy Pmmnd
U01I9)9p I0LID U0 09 0} PAIAAI[PP () SouLN[JuL [euonjezIuRSI0
Pasnooy 2o aareuuorissnb aImymo Ayifenb e Apaagsosq JO I9ALID B SB o[ es “g[eso)
[euoneziuesIo B WOL 9AnRINUEND  MOY 9BSISIAUL 0] uoyvaouuy WSAS JUsWSRURW Bp “0) SojuRg
Uy Pajoo[iod arem eie  [edundury] Spusjul Apnis ayJ, [eSnuog Ansnpuiduxa], €F yondy Aienb oy, ULAI “y olmery
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 900G LI, 1SN sy
Apmig YoIeasay  pan)




(panunuod)

Jgueyd
JUBISUOD O} soouewLIOLRd
Suipes Ayoeded [euoOLjRZIURSIO
[emyno Iige Jo9p3E AT}
Ue Joeus p[noys MOY SUrUIuexs
pue saAnenIUl ‘sounuersord
A0UD[0X3 QOUD[90X
[euoneindo pue [euorjeindo
2INND JUB)XD pue 21mymo
Bl ARICEINET] [euonjezIuRSIo
1 B 0] UOLUA}IE JUSWSOUBADE SCSINETe] Jyur] Surssru d eAreIeg
Aed pnoys [ed19109Y) diysuonefa1 20U 22X Ay :Ayise pue “y'[ oyreate)
SuoneZIuesI0 & Jundwod A} saje3nsaAUl SsauIsng pun IM)[Nd [RUOT}BSIURSIO o YOSHURGY
Q0UI[[90XD MITAT 2INJRIN] A[renydaouod JudUaSLUDI\ Q0UR[90X? “d oredweg
QASIYIR O, onewelsAsu) - [enydeouo) Aprys oy, VN VN S &uoney w10L 610G [euonemd() URI)  “|'Y OY[RAIR)
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
= -
L — [a\| 2
g o g
=< a\ =




quality

Organizational
culture and
management

213

Table 1.

(panurguo7)

oM

0} uorsinduwiod
QAISSISCO

98I0 UBD
oIyMm ‘[01u0d
pue surdosip
0] UonuA}Ie
1918213 91eIoudd
St 1 ‘puey
1910 9Y) U0
‘uoneradood pue
JuauLtomodud
o paseq
SIYOIYM ‘QInIno
Auey-ures)

B JO 90UdZ WD
Ay S[rejud

1 ‘puey U0 3y}
Uo Ju9[RAIqUIR
ST JustweSeuRW
Ayrenb Aq
PaloRUD 2INJMD
[euoneZIuesI0
MU, Y],

UOTJBAIISCO
Juedmn.red

puEB SMaTAIUI
yadap-ur SurajoAur
‘YoIe3sal paLy]

aAneyenb
[eotnduugy

SoAT)EIIUL
JuUsWRZRUBW
Ayrenb

Jo uonejuswdur
Ay Aq

PaJOBUD  2mM)Nd
MIU,, ) SISA[eUR
opnIe Y],

SaeIg payu()

Ansnput
ASojouyda],

)y
[euoneziuesi()
eiodio)

ur uorjeISu[ pue
aurdiosy( : AJue,|
mQ wof ‘swo)),

uo9In)

0 £ase)

sguIpuy wely

spoyew Apnig

ugisop
Apmig

swire Apng

Anuno)

Jurpes
OIeIsAY

91} 0IMOG  TBIX

ML 1SN

sIoyny




(panurguoo)

doueuLoyd
9AT)II[0D

pue [enpraiput
JO JUSWAOURYUD
9y} SABIIOR]
UOIYM IXIUOD

[euOneZIUBS IO
ue Sunean SULI 1[99}
‘SaAnenIUL Y3y ur souruLIorRd
JuswRSeURW SoATjRIIUL [euorjeisdo
Ayenb jo JustwSeURW pue saniaAnoe
uonejustwL[du Aynrenb ADL 2mymno
) 109xFe 90USPIAD JO UONNOAXD A} [euoneZIUESIO
ApueoriuSis  J09[[00 0} pash sem SIOUSNJIUT 2ININD ‘DL Jo saidarens
0) PUNOJ ADUBLIBA JO SISA[RUR [euoOLBZIURSIO uanof uonejuswRdu
U99(q Sty 2INd  Saruedwiod ¢/, WOy dANRIUERND  9Y) MOY SIUNUEXD soruedwod A5010uY99 ], U39M}9(| UOTJB[LI0d HD ST “M-A
[euoneziueSIi) PIOII0d aTom kIR  [eorndurg Apmys Ay, UBMIR], Y3 €1 uoyvutiofu] 010g 9} UO [OIBSSIY  UAAIS) NSH “)-"& Suny)
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)

JQRM
11
214

Table 1.



quality

Organizational
culture and
management

215

Table 1.

(panunuod)

doueuriopad
[euoneZIURSI0

03 ANQLIU0D
Apeaid

0} pa3oadxa

st J1oddns [eos
pue ‘KJIAnesn
Quawtemoduid
Soafodwo

UO PIse( 20m)no
(QATIONISUOD,, B
oueuLiofrad
[euonezIuesI0
JO suLIe}

Ul S)NSaI 19)39(
aAdIydR A)ifenb
SPIeMO) PIJUILIO
ST YOIYM 31)[ND
snoauasowoy
pue

JUBUIWIOP B 910
0) 98BUB OIYM
suonezIuesi()

0USPLAd

199[100 0} panduiod
SBM UOLB[DLI0)
HUBY JO JUIDIJJ20D)
s, ueuLreadg
‘seruedwiod g WOy
Pa30[[00 d19Mm BJR(]

aAneuenb
[eoundugy

SuorjezIue3Io
Jo doueuLioyd
Kyirenb

9} pue 33[no
JuswRSRUBW
9} ULIMID]
diysuornyefa1
9y} s9jednsaAuL
SPHIE AL,

103098

pueedaz MoN  SuLInOBJNUBIA

€L

TuowdSVUD\
vy
pup Lyondy
Jo ppuanof
[ouoyvuLIU] (00

Apnjs pueeay,
MIN Y PRIymd
[eUOLRZIUBSIO PUR

ueuLiopd Aend Ui

NS pmsey
“IN"T WOGI0)

sguIpuy wely

spoyew Apnig

ugisop
Apmig

swire Apng

Anuno)

Jurpes
OIeIsAY

4q
pam)

91} 0IMOG  TBIX

ML 1SN

sIoyny




(panurguoo)

doueuLioyd
[euoneZIuRS IO
Sunueape
snyp ‘daoxdur
pue ured]
A[snonurjuod UIPIAY JuswSBURW
0} soruedwod  UIB)qo O} Pasn 2Jom Ayrenb uanof
Surpes] 21yMd  S9[(B) AOUAFUNUOD PuB 2Iymo [DUOYDULIIUT uosLredwod [esrndws
[euOnNBZIUBSIO UB  PUR SISA[RUR I0108] [euonezIuesIo uy Uy :SULISaULIUIAI
918310 0] PAUINSSE ‘s[euorssajord u99M19q Aedieur srIg els JUIUMDSOUDAT $8900.d ssauIsng
ST JUSWOSBUBW  [9AJ[-PIW ()7 WO  dAnRIUERnb AU} SOUIUBXd  PaIjiu[) pue [euorssajoid QUDUAOf4I] pue ‘ADL @mno
Ayrend) pojod[[od otom Ble(]  [eondwy JPnIR Y], JMOquIDXNT [PAS-PIN 61 wvdl 6661 [euonjeziueSl()  UIAIL) MH 2105
9OUD[[90XA pue
Ayrenb Surastyoe
Je pauwire
SjuawRAoIdwI
snonuruod
0} JUSUIIUITIOD
pue uoneAnowWw 0UIPIAY 90UB[[90XA
JUnORUS  1O9][0D 0] PISN oM ssaursnq
‘enpralpur  $9[qe) Aouasunuod 10] Aem 9y}
) pue pue sonsne)s saAed UONBIUALIO U01BS1ISIAUL
uorezIuesio 9y} 9AndLISIp Ayrenb e yim premy Ajrend [eorndun ue —
usamiaq des ayp ‘saruedwod panquu 2o [euoneN 20UI[IINT] 9In3[Nd [eUOBSIUBSI0
Surqqy jo esodmd  USAIS 10 SULYIOM [euOLjBZIURSIO 9SAUBMIB], 9} SsauIsng pun Juswageuew A)ypenb M-D Suepy
) SOAISS 2.1J[ND 9[doad z8T woxy dAnE)IuUBND  UB MOY SOUIUEXD 0 Suryedon.red JudUaSLUDI\ [©10} JO UORARND YUY “A
[euonezIueSI() P[0 d1om BB  [edunduy Aprys oy, UBMIB], soedwo) g &uoney 1oL S10¢ PUE JUSWISSISSY  UIAIL) -'GNoy)) “T-S Ny
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
= i
e — e} 9
o= b i
=< a\ =




=TS >HE o~ —
SEEE o 2
e ©s g [\ =
< H O
N e 8]
&= g
IS o]
. =
o
(panunuod)
Aysudyur
[eat3ojoyoAsd
pue ‘snsussuod
‘uonerganur
‘Kyrepros
ur pajoox
3¢ pP[noys aumno
[euonezIuesI0
9y} ‘QoueuLioyrad
1800q
01 ‘ouewiofd ouewiofd
[euoneziuesio [euoneziuesio Imno
uo suoneddwr  pue JuLWLSRUBW [euoneZIuLSI0
Jeuasd  Auenb uo amymd Jo 9[01
0 20M3nd Jo uonyeorduur ) SunesnsaAur
[euoneziuesIio 9y} puelsispun ‘JuswRSeURW
Yy 0] YIOMIWeRI] Ayirenb jo sanjrey
s 9[qredwod enydeouod 9} SUIUTULIDRP
Ay oq B SOOUBAPE pUB S10)0B] 0UD[IINT] oI
PINOYS SIATjeIIUL MITADI DINJRIN] 9y} uo Y3 Ssouisng pun £9y) Op MO DIy
JUSWRSRURW  ONBWIISASUN UB UO Pays 01 spusjul TUIUISOUDIAT [euonBSIUBSIO
Ajendy  paseq st Apmsayy,  [emdaouo) opnIe Y], VN VIN VL Gyong 1oL 2102 PUBNDL  USRID [1 uo1n
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 0IMOG  IBIX LI, 1SN sioyny
Apmig OIeIsy e




(panunuod)

Apurmnosewr
MO[ pue
‘wsyrenpraput
M0[ BIEP 109[[00 0}
Qour)SIp Jomod  pasn A[JUBIIIOdU0d SOATIRI)IUL
MO[ Aq pamnjanu QIoMm SISATeurR JuswSeURW
ST YOIYM ‘9Inyno JUSWNOOP pue Ayrenb
aantoddns  ‘smararejur yydop Jo uonejuswadul
B JO 90UI)SIXd -Ul ‘SUOIIBAISS(O /Yy 9SBO UBMUR]
A1) UO SaT[aI danedmn.red SOUAN[FUI SININD LIS v :sonoeid
JusuR SRR ‘SMITAIJUL [euonRZIURS IO JuswRSeueWw Ajjenb
Ayirenb QUI}-I0YS  dATEEND 9y} MOY SOUIUEXD [€30) PUB 2IMJ[ND ISV
JO SS900NS Y], ‘SUONBAIISCO 1021K]  [eoruduy] ST 3y ], BYURT LIS QI B 67 ouanof WOL 0102 [euOnBZIUBSI()  UIRIY) oyorIen[ey]
J1 SUTRIISUOD
wstfenpratput
IS[HyM
“QuaweSeURW
Ayrenb
sojeUIS
90UBPIOAR
Aureypoun
‘Alreqmuis
‘seAnenIUL S9ATRIIUL
USRS RURT JUSURSRUR
Ayrenb Jo ssa00ns Ayrenb
) Sunoapre Jo uoneyuswadul
J010R] [ROULN[JUL )
ue 3ureq (3No1y) PaAdIyoR
‘suonjeziuedio oueuLojed Juswfodop
Aq pasatyor ) puB 2IMIMd JusuwSeURW
doueuLoyed unx [euoRZIULSI0 Ay1renb spremoy
Ayirenb 91oM SUOISSAIZIT UaMIDq 91NN [BUOLIBU
9} NUBYUS  PUR SISA[BUE J0JORJ diysuonjefal WOy JUNUWL)S S
0] PUNOJ U93( Sy ‘SI9FRURW 9RT WOJ dAneRuenb A1) SesAJeur soruedwod QI[N [BUOT)BZIUBS IO 3uoy “IN ezeeg
OUBISIP JoMOJ  PIJII[[0d a1om Ble(]  [eorndury Joded oy, sejeIg peyu() [euoneunN\ €8 uanof WOL 8007 JO )9 A, UAAID) “X ng “[ Sunf
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
= i
L — 0 2
o= b i
=< a\ =




I2pE 9@ 2
S 8539 o 2
S o8& N g
< H O
N e 8]
&= g
IS o]
. =
O
(panurguod)
doueuLiofed
[euoneZIueSI0
BENNEN]
0) SPB9] Yorym
pue Ayjenb
SPIeMO) PIIUILIO
ST YOIYM 91N Nd
[euoneZIuR3I0
ue Jo
JUSWYSI[RISI Ay} uonezIuesIo Ay}
eIIOL] SISA[RUR Jo seoueuLIoLRd
UOIBULIOJUI PUR uI3
“uowegeurL pue JuswRSeuLrw
90IN0SaX BlEp Anrenb usemiaq
uewny ‘Suruue[d  199[[0 01 PIsn Sem digsuonefar ¢denew
J1891B1S U0 SNO0J  SUIPPOJ uonenbyy ) SurousnyuI )N [RUOT}RZIURSIO
[OIYM SOATIRIIUL [emonng ur 91no S90p :ourWLIOfRd
JusuRSeUR axrenbg 1sea| [euoIRZIURS IO 9918 9)e10diod
Ayrenb Jo [enue syuspuodsax Aq paderd sjox pue saonoed
uonejuawaduur 69¢ wo1y sAneInUENb 3y} SANRSNSIAUL JUSWRSRURW ] WeussunyA|
QUL PoJoo[0d oM Ble(]  [eonduuy] Apms 9y, ue)sIyeq ey ¢ Apquvisng 1202 Ayrenb [ejo], USRI SN TR
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 0IMOG  IBIX LI, 1SN sioyny
Apmig OIeIsy e




(panunuod)

JuawRAoIdwI
SnoNuUuod

ur 9pdoad
93e3uo 0) papadu
ST JusuLIModud
S9afordws
‘puey 110

9 Uo :papuey
AnyaIed

°q pnoys
UONBIUILIO
Ayrenb

B 1M )SISUOD
10U Op YoIYM
SoIMogns
‘puey 3uo 3y} uo
[8ueyd [eIYNO
Jo ssaood & Aq

JuaWRZRUBW
Ay1renb Jo sse00ns
A ABIIOL] 0}

Ppajepourtodde I9P.JO Ul 03I9pun 10309s drqnd
aq PInoys amymd ) Ul JusWRS BRI
PINOYS SeATRI}IUL mjeIN| [euonyeZIUBSI0 A} UOYDLSIUNUPT Ayirenb [e303
JuswSeURW A} JO MIIADIL S9Zueyd Jo pury nqng 03 £33 9y [, :2Imynd
Ayrenb JnewR)sAsun ue UOIYM SIUIWIEXD Sannud Jo pusnof [euoIjRZIURSIO Y SPIOuAay “M
JO SS00NS Y], UO SaIPI APNIR YL  [endeouo) Joded oy, YV/IN 10098 AN 0 uoyvUIU]  GEET MU B SUNBDI) USRI Inpuld “SJ Wy
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
= -
L — S 2
- — N <
—_< N &=




=T Bt — -
£8=5g 2
S o8& N g
< H O
N e 8]
&= g
IS o]
20 =
2
O
(panurguoo)
qof 1y
Surysydwoooe
Ut o[qIxaf}
PUE ‘9[qBIUN0DOR
drqisuodsar
10U 3q
pInoys A9y} pue
Pa[[0nu0d pue
Pparoaap Apredoid
pue A[njared
°q poys
saafojdud
JBY) SWNSSe
ApueIuoouod Immo
A9 ‘senmgiquie [euonRZIULSI0
[eIN)NO SW0S SJUSWIAOUBAPR pue Ayjenb suoneddde
Q0B SOATJRIIUL  [BO1J9I0AY) 0) SSULI] U29M]9( SUNSIXD - M "9InjeIN|
JuoWPSBURW [OIYM ‘QInjeIeN] drysuonepar [ouinof 9y} JO MIIADI
Ayirenb A} JO MIIARI A} SSUIWIEXa JuauLdogaaay [eanL0 VDL 02 A0
JuauRdun YoIym  d1jewLa)SASuUN ue uo A[renydaouod UOYVZIUDSA() wWo—e3es 2 nd
suonjeziuesi() peseq SIopPnIe Y], [emdaouo) JpnIR 9], VIN VN 12 pup quswpno] (9661  [RUONBZIUBSIO 9YJ,  U99IL) ST
qof 1oty
J9A0 [OIIU0D DABY
03 seako[dud
Suremodwd uo
pue ojdurexa £q saoueuLIOfRd
JuIpes] uo paseq sasaypodAy uo uoryeordur
9 P[NOYS 2IMJ[NO 3} JS3) 0] PASN AToM SuisA[eue
[euoneziuesIio SUOISSaIZaI pue ‘Ky1renb 9014108
A} JuswnSeuRW  SISA[RUR Jusuodwod pue 2mmnd sageyul| Jo Apnys
Ayrenb Tedounid [euoneZIueSI0 TeoLndws uy :Aueny)
o J293J0 uons ‘soruedwiod usamiaq Jo suondeored pue
B 1I9X9 0) punoy 6GT ut pasordus digsuonefar TUIUISOUDIA] ‘[onuo) jo junowry 3D
U99( Sey 21nno 9[doad gzg woyy sAneuENb 9y} S91BINSIAUL UOYDZIUDEA() pue uonnqLusi BUPLM “[Y
[RUOIIBZIUBSI() PI1O9[[00 91oM BIR(]  [eornduuy] SNIB 9], S9JBIS PANU[) 101098 VARG ()9 puv gnosr) GeeT  9IMN)) UONBZIURSI) USRI ISR\ “SY UL
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 0IMOG  IBIX LI, 1SN sy
Apmig OIeIsy e




(panurguos)

JusWRFBUBI
Ayrenb ur
JuswWRSe3US puR
JuauLIomoduId
S9afodwo
JuaAdd oTyM
“WSI30[09PL
0} Suriq
U S9IN[Md
Suoxs ey Pliom 3y} ssoloe
u “oueuLofed SUORZIUBSI0
[euoneZIuRS10 Aq udye)RpUN
Ioneq UONBIUSLIO
0] 9AIONPUOD Ayrenb Spuax)
AJLIeSS309U aarseAlad ay) Aq A71e9 pue s)dsouod
jou a1 SJUSWBOUBADE Pa10331L1 20Mymo - T Med -InjeIa|
OIYM ‘S9INIMd remydsouod [euoneziue3Iio [ouinof 9} JO MIIAJI
[RUONBZIURSIO 0] SUIPES] SINRINI| Ul )S9191Ul 9} Juaudopaac] [eO0LD Y JADL 02 dO
3uons o3 pred aq 9} JO MITAJI JoeI) 0) spujur UOYDZIUDSA() WOL—L3es 21n)nd
PINOYS uonuany onewelsAsu) - [enydeouo) SonIe 9y ], VN VN 02  puv qustpno] e9e6T [RUOLBZIURSIO Y], UIIL) ST
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
W i
— 2\ 2
- — N <
=< a\ &




Organizational
culture and
quality
management

223

Table 1.

(panunuod)

QOUD[90Xd
[euoneZIURSI0
uo Snooj Ay}

pUE UOL}BIUILIO
Ayrenb

Sa0UBYUD STY}
‘qol 1Y) woxy
ssaunSuIuBawW
AA1019d

0} pue yIom

JB pajeAnjow

9q 03 9rdoad

pe] pinoys
oIyM ‘91njnd
[euoneZIuesI0
9y} wyISuas 0}
Y[Rl 9q pnoys
SHIOJJ9 ‘ SUIZNId,
JO Ayrunuaod e
AIB JN( ‘SU0dWO0S
03 uo[aq Jou

Op suonezIuesIo

JUsWRIBUB
Anrenb pue amyno
[euoneziuesio
Uugam1aq
diysuonjea

9} JO JUSWIAOUBADE
[en3daouod & pue
SISAJRUR [ROOLD B

2oulg  sopraoid apnIe Y,

[enydeouo)

JuawRSeURW
Ayrenb

qum sAejdisrur
71 MOY U0
3ursnooy ‘aamyno
[euoIRZIURS IO
Jo eges,

9] SISSNOSIP
opnIe Y],

uinof

Juaudojpaay

UoYVZIUDSA()
puv qujs1opva7 7003

PasIAdI e3es
2IN3[NO [RUOHRZIULSIO

VIN VYN T¥ 9} — UO SIBIA DAL  UAAIL) ( Sma]

sguIpuy wely

spoyew Apnig

ugisop
Apmig

swire Apng

Anuno) Jumes  Aq

[OIBIsay  Pan)

91} 0IMOG  TBIX ML 1SN sIoyny




(panurguos)

JusuR AT
Ayrenb jo
uonejuswe[dur
Ay} SurousNnjuI
‘So3ueyoxa
UOL)BULIOJUL

Jo Anyuenb

pue Ayjjenb

9} SOUIULIND
UOLJEIIUNUITIOD
‘umy

ul {uonezIuesIo
Ay uryym ddoad
JO SSOUDAISIY0D
[e100s

JO puB [01U0D
[BUIIXD JO 99139D
) unoapye
‘uonezuesio

UR UMM SS001d  SMITAIIUT YSNoIy)

UOTJEITUNTITIOD

Ny
adeys 0} pangie
u9a(q SBY 9)[Nd

Afreurpnyisuoy
Pa399[[00

9I9M B)ep [UaYe)
sem yoeoidde

[euonezIueSi() Apnys ased J[JuIs

aAnjejenb
[eornduy

UOL)BULIOJSURT)
[euOLRZIURSIO
pue

QINND UseMIaq
diysuornjepr

9y} 91B3NSIAUL
0} 9A130ads1ad
[eaojodoayjue
UE S9ORI(UID
SonIe 9y ],

wop3ursy
payun

101098
doedsotor
/SuLauISuy

INOL
pue gJ ‘Aousjeduod

JO 9]0 YT, IO
[euoljRZIURSI0

PUE UOT}BULIOJSUET)
ssoursng

U9aIL)

T UMOISPIIN
“0 digq

sSurpuyy urepy

spoylew Apmig

ugisap
Apmg

swire Apmg

Anuno)

Sumes
OIeISAY

9[I1) 900G I

S, 1SN

s1oyny

JQRM
11

224

Table 1.



I2pE R o
£8=5¢g 2
S o8& N g
< H O
N e 8]
&= g
IS o]
. =
o
(panurguod)
Auedwod ay) Aq
pansund syos1e)
JusuRAoIdT
Ayrenb
1J103ds 9y} 0}
$9INI[ND JUSIAIIIP
9)BPOWWOI0®
03} £ymqe
Ay} Aq parsooq saAnjenur Ayenb
SI 9OUD[[90X3 Jo uoneyuswedu
[euoneziuesIio [nJssa00ns
‘SuoISusWIp 9Y) SUIULIDIP
[BINIONIS  SOUSPIAD JUBAJ[DI Jey) SI1030€f
pue ‘saonoeid JOBIXD 0) Pasn ) SurAJnuapt
JuRWRSRURW 91om Jul[[apour QImno
Ayrenb ‘saammd - uonenbs [RIONNS [euoLRZIURSIO
[euonezIuesIo pUuE SISAJeUR PUE JusWRSeURW TuowdSVUD\ 9IN)[ND [RUOL)RZIURSIO
U99MI9(  J0JOBJ AJOJRULIFUOD Ayrenb usamiaq SuoreZIuRSI0 UOYINPOL] pue saonoeid
JuswiusIe ue ‘Sjuapuodsax diysuoryefa.1 9DIAIS puR pun suoyvLaG) JUSIRFRURW
0] 3998 p[noys P61 Wox dAneuenb 9y} sa0[dxa ‘UonONIISU0d Jo puanof Ay11enb [€10) UsIMIaq D oW
SUOIBZIURSI() PIJIS[[0d d1oMm BIe(]  [edrndus] Apms 9y, eIROSNY  ‘SULMOBINUBIA [uoyvuLU]  GO0Z digsuonepray], U991 “I'q o3ofei]
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jurpes 91} 0IMOG  IBIX LI, 1SN sioyny
Apmig [ERIEEREN |




(panurguos)

SOATIRIIIUL
JusWRFeUBI
Ayrenb 3sooq

0] [BIIU3SS? dI8
UONRIOQR[[0D PUR
‘UoRIIUNIIWIOD
uado ‘Buryey
YSLI 2I)[Nd
[eoIyOIRIDIY

pue Orstueyosw
Yeam

B AQ paJapury st
JIS[IYM QUm)no
[euoneZIuRSI0
JIuesIo pue

90UBPIAD 199][00 0}
pasn sem SIsAJeur
UOISSAIZ9 d1)SIF0]

SUOTIUAAIIUL
JuaWRZRUBW
Ay1renb Jo sseoons

QIqIXa[J ‘SUONS [RUOIIPUOD PIBRMIOT A} 0} MM JusuwSeURW
® Aq pajej[oey {uoneziuesio [euoRZIUBSI0 Anrenb [ej03
SI SOALJBIIUL  9IBD UJ[BaY d[3uls JO UOnNQLIUOd Jo uoneyuRWL[duI
JuswRSeURW e ul pakojdun QATIOUNSIP [NJSS0INS 9y} UO
Ayrenb 9rdoad 299 w01y aAneIIURND A} SAUIWEBXD QI[N [RUOT}BZIUBS IO
JO SSP00NS Y], PIJIR[[0d odom Ble]  [eornduryy Aprys oy, uely Ared yNesy F9T  awznSup i WOL 900G Jojoedull o], USAI) NNV Pey
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
= -
e © 2
o — A <
—_< N &=




=TS >HE D> —
E2E85 Q P
Q s g [a\} =)
. Lu ) u 3] h
< H O
N e 8]
&= g
IS o]
20 =
2
o
(panurguoo)
9UD[90X
[eUOnRZIUBS IO
SpIemo) s3uLiq
oty soAnenIuL
JUaWRSBUBW
Ayrenb
[NJSSa00NS JUSUZRURW
® JO Jusuodwod Ayrenb Jo Apmys
[enUISsd Y} Ul 2IyNd
Ue SI S[enjLl [euoOLBZIURSIO
pue ‘ssunnox urewop Bliarsciling SisA[eue
‘SINOIARYD(Q Apnys ay) noqe 0) papuajur N[N [BUOT)BZIUBS IO
‘98enguel ‘sonjeA  93PI[MOUY JUILIND sayoroxdde SIUING 22104IS y3noayy
PaIeyS UO paseq SZISAYIUAS 0} ZIBWRISAS puv Kyondy UOnBULIOJSURI) [ wonsyorRg
JI0M JO S9IYNO  paysIduwodd. sem Pue SaynuapI Jo puanof uea] Jo “J uossppsuy
uado Sulpyng  MIIASI MBI Y [en3daouo)) QIR Y], V/IN VN €1 [puoyvULIU] Apnis 9y) SUURYUF  UDIIL) “3[ BpAug
SpIepuels
Ppajoadxa
P390%3 01
91doad 98e.modus
YoM ‘aamymd
[euoneZIuesIo
9AIIBAID DIJI0ads
-y B Sunoeud
Uo SNdoJ p[noys
soruedwod uorejuawdu
Juowegeur JuaURIrURWL
Ayirenb Jo Aypenb ur
uonejuawR[dWl  UnI Sem Jul[[apout SSOUDAILIOR]S puR ouewLIofRd
[nysse0ons  uorenba [emONDS soamynd Jo sadA) vsasques] sunuersold
0) PB9[ JOU S0P soxenbs jsed| JUSIDJJIP U99MID( D] 9p DULOUOIF] JUSUWOSRURW
yoeoidde jemymo  (enaed sorueduwiod diysuonefax soruedwod & u01922.00(] Ayrenb [€10) 93 U0 RS
[nJssa00Ns €11 woi sAneuUENb 3y} SANRSNSIAUL IAIS pue ap svadoansy 9IN)[ND [RUOLBSIURSIO “TY 2onSLIpoy
Sunorunyy  pajos[[od d1eMm Bie(  [eonndug] JpnIR Y], uredg  Sunmjoenuepy  (Og SouowvsYsaau] JO QUSN[JUI Y], UL -[BY] “T[ uBp[oy
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 900G LI, 1SN sy
Apmig OIeIsy e




(panunuod)

JuaWRFBUBI
Ayrenb
Joy Jutod Sunaeys
£ 0] PRIOPISUOD
ST aImno
[euoneZIURSI0
aanisod
‘SS9[YIRASU
:Kyrenb pue
9INIIND UMD
Aejdrour ay)
Jo Surpuejsiepun
9Y) SIZLIDORIRYD JuSWRSRURW
Amsiquie Ayrenb
‘JuatFeuR JUSWISOUBADE PuB 2Imymo
Ayrenb Jo sse00ns [enydeouod [euonRZIULRSI0
3} J0J [eINILID B 9ZI[BNIX31U0D iCEINETe] TUIUISOUDIAT
Sunyowos 0) pasn diysuonjeal Apquyay]
Se paziu80091  Sem UoIym ‘Apnjs A ysIqe)se puw Lyondy JuoweSeueW A)ijenb
APSIR[ ST 9sed dATJRISN[[I UB  dADR)END 03 sydwepe Ansnpur Jo puanof Ul SUISSIW B SB 2Im)mnd 0 sIPpueg
IM[NO YSNoyI[y Uo SaIpI Apmys oy,  [eorunduy SNIR Y],  SPUBLIYIN AZojouyde], 9z [uoyvuIU] €661 [eUONBZIUBSI() UNIH  “J'(] JUO(J UBA
JuauLIomodud
S9afodwo
Jo astwoxd
Pasm3sip 9y}
Jopun InorArysq Ino
[enpraipur [euoLRZIURSIO
SUIRIISUOD ) unyeidas
YOIgM 9INJMd  SUOLIIPRIUOD ISUUL U0 JustSeuLRW aImymy)
JneINEIN sy Surziseyduws Ayrenb [euoneziuesio
& yeordal ‘SoATIRIIUT Jo suoneddun JO SuLmIoNISaY
JYSIUW SOATJRIIUL JuswRSeURW A} SOUIIBXD 9} PUB JUSWDSBUBA]
Juswegeuew  Ayenb jo anbpio € AqreonLn NS Ayrend) 18107, :prOY
Aeny)  sopraoad spnaesy],  [enydeouo) SonIe 9y ], VN VN 29 uoyvzIMDSL) Y661 YL MO[[9X Y] — UI9IK) Y uBuony,
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
W i
— 0 2
- — N <
=< a\ =




I2pE o
£8=5g 2
S o8& N g
< H O
N e 8]
&= g
IS o]
O =
O
(panurguos)
Immd
JUBIXD 3} 31f
0} SUOQUAAISIUT
JUaWRIBURW
Ayipenb jdepe
pmoys A9y
10 ‘UOTJBIII}IOf
Suimnbaix S9ALRIIUL
sanque JuSWRSRURW
[BIINO eom Ayrenb
AJna05 03 913MD PUE UOIBJUSLIO
[euoneziue3io  paysdWodd. dIom [eININD UsamIaq
IRY) AJIpOW  S0UBLIBA JO SISA[euR digsuonefar
I9YI pnoys pue sonsners 9} S91BZNSIAUL
soruedwod 9AndLISOp JonIe a1ode3urg
‘parutudyduur ‘Syuspuodsax ) ‘9anpdadsiad Ul SULIT UOT)INIISU0d
9I& SOALJRIIUL G SUIA[OAUL ‘USYE) Immo SONMUOU0I] pUD ur uoreuswa[dut
JusWwRSeURW sem yoeoidde aaneyuenb [euoLRZIURSIO soruedwod JUUISOUD I DL pue a1mymno S Sudyg
Ayrenb uayp Aroreropdxe uy  eornduy ue Jundopy a10desurg JoBNUO) 8§ uoyINLISU0) 007 [euoneziuRSI()  USAID) “LY Suox
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 0IMOG  IBIX LI, 1SN sioyny
Apmig OIeIsy e




(panurguos)

90UB)SIP [BINND
0} PaYE[a1 SANSST

eIqeIy 1pneg

SUIUOJIIA0 sosLidIa)us ut uoneyuswL[dr
‘S9L1JUN0D panojdxa [eUOLJBUL[NWI JADL Jo Sisf[eue 198
JURIDIIIP Sem SISAJeue Ul S9ATIRIIUL Azzny y 'soLIRIPISNS
SSOIDR SATJRIIUL dAneredwod JustwSeURW US12J0] Ul SUOT}RAOUUL
JusuR SRR dAnejenb Aynrenb JusuwSeURW
Ayrenb 19s-Azzny Jo uoneydepe Jo uoneydepe
Jo uoneidepe 9y} pue saruedwod Y S1097J I[N pue ‘amymno
SOJRII[IOR] 2ININD [euoneU N [euoneZIURSIO YouaS9 [eUOnRZIUBSIO
[euonjeziuesIo 9g1 WwoIy dAneuenb MOU] SOUTEXD sorueduwod ssauisng ‘Qoue)sIp HUueL “S
aanJoddns 7 pajod[[od otom BIR(  [eounduuyy 9[nIe 9], BICRIY IPNBS  [RUONBRUDMN  9F Jo puanof (0g0g [eINI[ND [BUOTIEN POy usYy) “J UBJOrYy
SUD[90X
[euoneZIuRS10
JO 901AIS
) 1B 31U
aay) nd 0}
way) Sunenuns JuUsWRZRUBW
‘9aLojdwd a5esus Ayirenb
pue modws pue 21mymd
SaIMIMo [euoIRZIURS IO
[euoneziue3io UMIDq
Suong diysuone[al
JUSWISRURW 3y} serelIIoR] SN[BA [ENPIAIPUL
Ayrenb “QuougesSu9 PUE JuaWSeSUd
0) JUSUWIIIUWIOD  3OUIPIAS UIRIO 0} JoKoduws daK01dws Jo Jj01 93y}
paseanul  pasn sem Julf[apowt SB [Jons ‘saje)s TUIUISOUDIAT Juswageurw Aenb
01 9AONPUOd  (yed sarenbs jses) [eat8ojoyoAsd Apiqoyay] [©30) pue sueuLIofRd
stomymno  [enJed ‘seakojdws ure)sd puv Lyondy Ayrenb uo sadAjayore
[euoneZIuR3 IO JOIUSS ¢GT WOy dAneIuenb Moy sajessaaul 10)098 Jo pusnof QI[N [RUOT}BZIUBS IO
3uons y  pPajoo[od atom Bleq  [eornduryy Aprys oy, uepJof fendsoy g1 [puoyvuidIU]  0Z07 Jo j0edun ayJ, Py VINO YPuqeqy
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
= i
e — S k)
m — 9] i
— < a\] =




=T Bt — -
£835g 2
S o8& N g
< H O
N e 8]
&= g
IS o]
%mo g
(panurguoo)
Ayrenb
10J UIDOU0D
[euoneziuesio
1918013
B 0] 9AINPUOD
9Ie S[1e1ep
0] uonuaye
PUE UOL)BIUSLIO 103098 9yeAtid
W0dINO sy} pue orgnd
ue saziseyduwo oy} Surredwod
[oIyM 21nno ‘SoAnenIUL
[euOnRZIUBS IO JustwSeURW
U ‘SoATjRIIUL Aynrenb 10309s drqnd
JuswRS BB PuB 21mymo Y} Ul SeAnenIUT
Ayrenb [euonRZIULSI0 $103098 JUSWRFRURW
JuswRdur paysiduwodoe U9IMIa( Surmjoenuewt JUIUISVUDI\ JO 9sn Ay} pue
0) A[2y1] SS9 QIoM SUOISSAIZX diysuornjepar pue puv 2NN [BUOT)BZIUBSIO
9IE SANIIU 10J09S osmdals eAneuENb A S9)RSHSIAUL 90TAIG ‘SoIUD Qqoiuno2dyy UIMID( T5) UOSLLIBH
onqnd y3noyyly  pue $Ise} VAONY - [eorndurg dPnIe 3y, elensny 1098 aqnd - LT [pouvui  L10g UOLBIOOSSE Y], Py ‘I ped
1Mo
[euonezIuesIo
oy} 0}
saAnjenIuL A)ijenb
Jo uoneydepe
pue ssousIRME
9y} uo spuadop
JusWRFBUBI
Ayrenb Jo ssa00ns SoATJRIUL uonesnsaAul
QY [, "SeATIRIIUL JUSWRSRURW [eotndws
JusWwRSBURW Ayrenb jo uy :oueuLioyd
A)[enb Jo  90ULPIAS IR0 0} $S900NS JO 99139p TuowdSVUD\ pue ‘uorejusuwa[dur
TOALIP Juepiodwl  pasn 919m SISATeur 9} SJO9JFR I[N Apypondy puv JusuwLSeURW
UR SB PUnoJ  UoIssa1dal apdunu [euonRZIULSI0 soruedwod Apaygonposq Ayrenb 130 ‘90 nd
U99(| SBY 2ININD  SI9FRUBW Gz WO saneuenb MOY SIUIWIBX? PazIs-wnipaw Jo puanof [euOnBSIURSIO H BILIO]
[RUOIIBZIUBSI() PI1O9[[00 91oMm BIR(]  [eornduuy] Aprys oy, BISSUOpU] pueadie] Gl [uoyvuLIU] 9107 QInINd [RUOLIEN Py ‘Y7 2zy
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 0IMOG  IBIX LI, 1SN sy
Apmig OIeIsy e




(panunuod)

UOIJZI[1}19J-SS01D

pue 98uByIXa UIPIAY JuawnAoIdwI Jureys
A3pa[mouy| 199[[00 03 parjdde ssao01d 93pa[mouy| ysnoayy
Surmymu 919M UOIJBWINSY pueR 2mmnd JuawRAoIdun $89001d
aImno e ooy [euonjeZIURSIO UO 2INJONISBIUL
JO JUSWYST[(RISD WNWIXBUW SCEINETe] [eo130[0uy9)
) uo pue Surepour diysuonear ay) PUE 21N30N1S
SaTaI S9AlenIUl - uonenbs [BINJONIS S9jeIpaU SULIRYS [ouinof [eUOLBSIUBSIO
JuswRSeURW ‘soruedwiod 93paymouy| moy soruedwod JUOUISOUD QIymo [ sereIo
Aypenb jo 00 WoJy dAneuenb pue Ji s9)eSNSoAUL J[IXa) pue $$2204] [euorjBSIURS IO “A S9LIRy)
SSOUIATIORJJD Y], PIIIS[0d odom Ble  [eornduryy SonIe 9y ], Jopendy ‘93eIoAaq ‘poog T ssousng  0Z02 Jo j0edun ayJ, Py “['S uory)
9OUS[90X
[euonezIuesIo
ysidwoode 0}
PUE JusWLSRURW saonoeld
Ayrenb JuauRIrUBL
9AT)O9JJ9 I0f Kyirenb
SUONIPUOD 3} 198 SouIULIRIep QIUDNSSY
01 JusuLmodwd MITAII DINIRIN] 2Ino Gyongy SOLIOYRIOCR]
pue JneWAISASUN Uo [euoneZIueSI0 2410 YYD [edwurp ur puesdo q
Pan[eA 9q P[NOYS  PISB( JUSWAOUBAPE MOV A)BS1ISIAUT 0} SILI0JRIOqR] Jo puanof USPPIY Ay 2NN WAL “[ AN
s9akorduz] [eonRI0ay ], [emds0uo) SpuLIul APNIS Y], VIN [eowr) 1 [ouoyvuIU] G107 [euonesiuesI( Py “T M Suey)
103098 orqnd
9} UI 90UD[[90X BJEp 9)BIOCR[D
9ASIYDL 0} PIPIIU 0} PajONpPuUod SuonesIuesIo
SI sanqLje Sem SISAJeue JUSUIULIDAOS
[RININD JUSIRIJIP  UOISSaIZAI [TRqn(] suonezIuesIo reqn(] jo Apmys
JO XIW paoueeq B Ul SuonezIuesIo JUSWIULIDAOS 9SBD A} I0MIUWRL]
QuoueSeuRW JUOWIULIDACS ul JusweSeurw sonfea urpdwod
Ayrenb Aq pakojdus Aynrenb o) Sursn saonoead
U0 109JJ9 dansod (sTeSeURW Jo uoneyuawedu TUIUISOUDIAT JURURFRURW
B 9ARY 21NN -UOU PUB SIoFBUBL) 9} SUIUEXD &pyondy puv Ayrenb uo
[euoneZIueSI0 sjuapuodsax 0) SU9[ AN payonposq IM)Nd [RUOT}BSIURSIO
) Jo Z0F 0} PAISAIPP 2Aneluenb  [euonesiuesio ue SojeIIuIy Sannud Jo puanof Jo 30edun
S9.INYE9J JURIHI(] sem foamsy  [eoundury s)dopeopPnIRaY eIy paju() 103998 o1qng [puoyvUIU]  ZZ0Z Ay} Surgoeoxddy Py N prewnyng
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
= i
L — 3\ 2
m — 9¢) i
— < a\] =




=T Bt ) -
= =R 8! 2
.S < g a\ 2
< H O
N e 8]
&= g
IS o]
20 S
2
O
(panurguos)
SpIepuels
Aypenb 0y
QOUBULIOJUOD-UIOU
WOIJ $1S00 30NpPal
03 Pa3oadxa St
9In)[Nd [RUOTRI B
JuawgeURIL
Ayrenb SUOLIUSAIDIUL
0] SUILIOJU0D JusWaSBUR
0} pred uonuaye pajuswadur Ayrenb
1918913 B S[Iejud 91oM SUOISSAIZAT pue 2Inymd
Juswdo[aAdp Jeaur] afdnnu [euoIjRZIURS IO Aynrenb
pue AyoIessry PuE SISAJeUE 3y} UsamIaq 70 3500 pue uondope
SpIemol  10J0B] AIO1RUWLIUOD digsuonefar 20UdNINT JUSWRSRURW { so[nodozyarey]
PajusLIo 9myNd ‘soruedwod Ay} uo Y| soruedwod SSauISng pun Ayirenb [ejo) ut “N BIURIOY
[euonjeziuesio 26¢ WoIy aAneuEenb pays 0} peydwepe 90IAISS pue JuawaSvuUDp\ 9InJ[Nd [RUOLBSIURSI0 “5] SBUWOSJ
Uy Pajoo[od atom ejeq  [eornduryy Aprys oy, 909915)  SuLMIOBRINUBI &uyon®y P10 7204 Jo 9jo19y], Py “) nozjueniu(]
n
$10N18q0 NN
[ed1yoIRIAIY B pajuswdur JUSWSBURIA]
IS[IYM ‘SoATJRLIUT 9IoM DUBLIBA Ayrend) [ejo,
JuowRSBURW JO SISAeue pue UO SNJ0J B (M Ansnpup
Ayipenb Jo $I91SN[D SUBSW-Y| JuatRSeURW UoNONISUO))
uonejua|dur ‘suoneziuesio Ayrenb uelensny
/) UONONISUOD pue 21mymd 9y ur uonejuawL[duy
QJBI[IOR] SaMYNd Sunuasaidax [euoIjRZIURS IO JuswSRURIA] A)[EN() N Tuepzex
[euonjeziue3Io sjuspuodsal Jo uoneddun €107, UO 213Ny “3[ TeyLuqey]
AKoenoype ZF wox saneuenb 9y} S91BSNSIAUL 101098 [euonesiuesI() “IN 1payeioIN
pue UR[) PIOI[[00 d1om BIR(]  [edLnduwy JpnIe 3], BI[RISNY uononIsuo) g ssuppng 7204 JO sousn[uy Py “0) 04[p0)
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 0IMOG  IBIX LI, 1SN sy
Apmig OIeIsy e




(panunuod)

SUOTJUSAIRIUT
JUaWRSBUBI
Ayirenb Jo
uonejuswadwr SOLIOAY) AINY[ND
9ATIORfO [euonjezIue3Io
3y} a1B[NWNS JO Ssasua|
01 AJa3[I] 10w 9y} SuneIquia
a1e aA1poadsIad JudwRAoIduIL SoATjRIUL
wesAs uado [enydoouod JUSUIRSRURWL IM)[Nd [BUOT}BZIURSIO
ue SueIquia & gundwoid Aypenb sasAeue JO Sud[ 9y ysnoy)
Samymo MITADI SINJBIN] Arenydeouod $5920m8 0} SWIAISAS JuswLSeULRU
[euoneziuesio) onewsIsAsu) - [enideouo) JpnIe Y], VIN VN V2 SS9y —yvn®y G108 AKyirenb 1006 OSI Py AT BO9SUO]
JudwRAoIdwI
Ayrenb
SnoNuIuod
Jusws[dut
0] SSauIpeal
[euoneziuesio
19)B913 SUIULIAIOP
SsauaAISSa1301d
[euoneziuesio JuswRAoIdwL
pue Ayrenb
‘UOTIRZI[RIUIID snonuruod JUSWIUOIAUD
JUSWIDA[OAUT 29¢eNny ur Jo uoryejuswadun AIed-9WoY
Soafoidws  Funeiado sapUAFE ) J09J8 SaIYND B Ul JusA0Idut
QUAUI IO 9IBD-3WOY] INOJ [euoneziue3Iio Ay11enb pue
[euonezIuesI0 Suiajoaur ‘uaye) Sureyip manay IM)[Nd [RUOT}RZIURSIO
Qamymo  sem yoroxdde Apnys  sAnjelenb - MOy $9)eSI)SIAUL 10)098 JudUaSLUDI usamiaq
POJUSLIO-UID) Y osed 9y dpnuu y  reoundury So1IR 9y ], BpRUR) 9IRD-OWOH 6 20 Yoy 010G 1 9y} Suriopdxy Py 'O Jueqarj
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
= i
e — <t 9
m — 9¢) i
— < a\] I




=TS >HE Lo -
S255 & 2
e ©s g [\ =
§E%w
— s 8]
&= g
IS o]
20 S
2
O
(panurguos)
uorje)o[dxa
93pa[mouy|
$191S0] SaIMINd 0UI[0X3
[eoIyOIRIDIY [euOnRZIUBSIO
IS[IyM pasn sem 10y Aem 9y} saaed
‘Keyxepiquie  Sulapofy uonenbyy pue saousjadwod FIOMIWRI] [9POW
pue Jurures| [eImonng urures| INOIH 2Y3 Ul S)Nsax
[euoneziuesIo a1enbg 1sea| sajowoxd 9mymo uo uoneyo[dxs N
spremo}  [enaed Bdoad 001 [euOLBZIURSIO pue uoneio[dxa BIS0)) ZUILIBIA]
QAIONPUOD ST IS Je Jurhojdwd Jo adKy JuduaSVUDI\ agpa[mouy| pue “( zouguii[
9IN)[ND PAJUALIO - SIIURAWIOD ()7 WOL dARINUEND  [OIYM SOUIUIRXD 10)098 aspaymousy I[N [RUOTIRZIURSIO zauguii[ “y'[
ONIBW |/ PIJOS[[00 d1om BIR(  [eondurg] SponIe 3y ], ured§  SuLmioenue Jo puanof 7z0g Y JO SIRFH poy  wdsy zoupuns)
oueuLioyed
[euonezIuesI0
JO suLe}
Ul seAnjenug
Ayrenb uo
SNOOJ & WOIJ JS0W
J1JoUs( 31NN
[eyuswdoPAsp
pue
dnois ‘erousd
Ul JuseSeURW
Ayrenb QourwLIOfRd
puE 21n3md [euonjezIue3Io
U9MI9q 0] A ‘Appuanbasuod
1y3nos aq pnoys ‘pue ouewoLed
JuswiuSI[e ue pasn senbruyoay Teuonyesndo uo joeduwr
‘pasn senbruyda) BlEp 9sA[eue 0) Ayirenb Jo 198 o) TuowaSVUD\ S)1 pue ‘sonbruyoe) Y01 meudie)
Ayrenb  pasn sem Surfepowt SOUAN[FUI SININD UOYINPOL] Aypenb pue ] Uasua31o[
J0 39S A} )09 UOLENbI [RINIONNS [euoneziue3Io puv SUoyvAIG() 9In3[Nd [eUOBZIUBSIO “YT\ Owe[0Iar)
Ajdesp aamymd Swy ()GZ Woy  aAneInuenb J1 saressoAul SIewus(] 101098 Jo puanof iCENNETe] “H Jvog
[RUOLIBZIUBSI() PI109[[00 91oM BIR(]  [eoLnduug] JpnIe 3], pueizelg SuLIMORINUB G/ [ouoyvuLIU]  G10Z digsuonepai ayJ, Py N’ quien
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 0IMOG  IBIX LI, 1SN sy
Apmig OIeIsy e




(panurguoo)

90UR[[90XD
[euOneZIURS IO
o Snooy
B 19)S0J SaInjno
dnois pue SoATjROIUL
JRIDOYPE IS[IYM JUSWRSRURW
‘SusuuaAoIdwr Aynrenb
Ayrenb S}09JJ 2 nd
0} JUSUIIUITIOD [euoneziue3Iio
PUE SSUIPEBAI UE 1M YInoIy [0IeasaI
Soafoduwo SWSIURYOSW 10J S9SUd[BYD S [[eweyS [y
Ay} Jodpye 0202 [ea1SojoyoAsd pue suorysodod “IN 212y Inpqy
A[PAJE3OU 0] pUB ()QRT UsamIaq [BUOISUSUIPI} [N JADL pue “Y [[eweyS
pandIe usaq aAey  paysiqnd amjeie)] Ay} uo 3| 9In[nd [euoneZIUB3I0 IV “¥ TureqRlq
S9N J93jIeW JYIUAIDS Y} Pays 03 sydwepe usamiaq dIysuoneal “y) LeAg
PUE [eJIYOIRIRIY  JO MoIAdI ySnotoy], [endaouo)) JonIe Ay, V/IN VYN ¢ uanof WOL 220z I991p B JOo AW Y], IV “IN Tepyeyq
UOIBJUILIO
[PUIRIXD PUB
[01U0D [RUINUL
10q SIssaIppe
PUE S)Ie1) UB[d
pue AoenO0ype
SQUIQUUOD YITYM S9ATRIIUL
¢ 2o Aypenb, JusWSBURW
B 0} 3O1)S P[noys Ayrenb
suoneziuesIo Jo uonejuawLdu
QOUR[[A0Xd A Yum
[euoneziue3Iio Ppao[dxa a1om 910U SI1J 21NN W
pue JuoweSeUBW  SUOISSII3AI Jeaul] [euoneziue3Iio 20UI[IINT] BISO)-ZUILIBJA]
Ayrenb Jo suL) [ed1yOIRIRIY pUR Iym soruedwod SsauIsng pun Juewageuew A)penb “(q zouguil[
ur s)nsazaAnisod  seruedwiod TG WOy dArjeyiuenb SojesnsaAUL NIATIS JuduaSLUDI [©310} J0J 213N -zouguuif “y[
QAJIYOR O, PIJI[[00 oTom IR  [edrndury Aprys oy, ured§  pueegsnpu] 20T &uyoney w10l €10¢ [euoneziuesI() urdsy-zousuns)
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
W i
— © 2
S el s
=< A\ &




F2pE N o
s835g 2
S o8& N g
< H O
N e 8]
&= g
IS o]
. =
o
(panuruod)
Jgueyo
10J SSaUIPBaI
ERJNe(elise]
90UD[90X 0} paje[aI
[euoneZIuRSI0 BUSEREN
0} 9IN(LIUO0D SwApepun
0) 9JIS9P 19)BaI3 Ay} Je 3uryoo[
& Sunoeus sny} ‘SoAROIUL
‘QoualeA [euosIdd JusWwSRUR dgueyo I0y
IRy} Juswsne Ayrenb ssauIpeal s9ko[dws
pue a3ueyo pa10npuod pue amno [eUOISUSWIPIY[NU JO
0] SSUIpeaI Sem SISAJeuR [euonjeZIURSIO S9oULN[JUI SUNJRIPIU
Soakordws ay) UOISSI39 Jeaul] usamiaq 9} SunesnsaAuL 1) [SOwepeq)
OURYUS SaIIMod  S[dnnu ‘saruedwiod digsuorne[a.13o91p ‘uonejuswRdu “¥ uregalq
[euonezIuesIo QI WOl aAneyuenb 9yl sareSnsaAul 101098 DL pue 2Inno “M 1noyserey|
aantoddng  Pajod[[od dtom BlR(]  [eonduuy] JpnIR Y], BLBS[Y  SuLmioenuey &yon® wroL 6102 [euonesiuesI() Py IV “IN Teryeq
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jurpes 91} 0IMOG  IBIX LI, 1SN sioyny
Apmig [ERIEEREN |




(panurguoo)

JuauLIomodud
Soakorduwe

0} 9AIONPUOD
J0U ST YoIyM
9B JIOM ©
9)BAID £3Y) UIS

SsuorjesuesIo
Surmjornuew
URLIAG JO

9sed A ], :Surjosjrewt

‘suoneziuesio JuswSeURW 1Bqo[3 Jo BId
JO UOIBJUSLIO  PAYS[dWOdI. Sem Ay11eNnb uo dMymMo JuawaSvuUDp\ ue ur uorejusuardur
Ayrenb oy sisA[eue uoISsaI3al [euonRZIULSI0 &pyondy puv DL uo
110ddns jou op  s[dnnut ‘ssruedwod 9y} JO duRN[FUL Apayonposd 9IN)[ND [RUOLBSIURSIO Y wisuoyn)
SINY[ND JoY TR 961 WOy dAneIIUBND A} SOUIUBXD 103098 Jo pouanof JO ouLNFuI “M Tnoyserey|
PUR [EOIYOIRIOI  P9JO9[[00 91oM BIR(]  [eonduugyy SpnIR 9y ], BUAG  SunLmpeuep g [uoyvuu]  qg10g 9y} Jo SISA[euR Uy Py IV “IN TeeH
asodmd sty yim
Bumyy Ajjeradss
9T SINND UR[O
PuE d1jRIOYpPR
‘SaAT)RIIUL
JudwRAoIdwIT
Aypenb
ur 9[doad sagesus
pue aueyd
J0J SSaUIpeal Jdueyd
[enpIAIpUI 3y} 10} SSaUIPBAI
SIOUBAPE [IIYM Soafoduws
JUOUIUOIAUD JO 9]0 SurjeIpawt uoneyuswoduwr
aantoddns Ay y3noauy AOL pue
B USI[qrIS? JustwSeURW I[N [BUOT)BSIUBSIO
03 pajiojdxa UnI sem Ayrenb UM
A[nJored  SISATRUE UOISSIISa1 UAN[FUI 2NN 20UI[IINT] drysuone[a1 ayy u
9 PnoYs 20mmno ‘soruedwod [eUOnRZIUBSIO ssouasng pun 98URYD 10] SSAUIPEDI Y Wisuoyn)
[euonezIuesio 96T WOy dATjeIIIURND  MOY S9)RSIISIAUL 10)098 JuduaSVUDI\ [enpraIput jo “M Tnoyseresy
SUL, PoO9[0d d1om IR [edtndury Aprys oy, BUAS  SuLmpoeNuUB ¢ &yoney 1o BLTOZ 1099 SuneIpaw Ay ], Py TV “IN TepeH
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
W i
— [0.0] 2
- — 22] <
=< A\ =




=TS >HE (o) -
SEEE @ 2
e ©s g [\ =
< H O
N
— s 8]
&= g
IS o]
278
O
(panunuod)
JusuR Ao
Ayrenb
10§ [enuassayumb
9Ie JuIuIes| pue
‘UOTJRIOCB[0D
JUSWDAJOAUL PaJONpU0d dIoM
USWIAFBUBW  9DUBLIBA JO SISA[RUE S9ATRIIUL
Ayrenb Aem-suo pue BUENERTEIE
JOJ UI9OU0D  9OUBLIBA JO SISA[RUR Ayrenb
[euonjeziuesIo 9)eLIBAT[NUL pue 2Inymd
PaseaIoul J0J AeM [BLI0JOR] [euonezIue3Io QIUDINSST
9y} aaed saIyno  soFeuew Ajjenb UIMIa( yondy
[eruswdofaAsp puE 901n0831 digsuonefar 2400 Yoy 9IN)[ND [RUOLBZIURSIO
pue uBWNY 9FF WoL dAneyuenb 9y} sajeSnsoAul Jo puanof pue uonejuswRdu
PAJuRLIO-dNOIL)  PIJOd[[0d dTom IR [edlndury S[OIIR 9], SPIBIS PANU() I yNeSy  9F [puoyvuLIIU]  GTOZ BWSIS XI§ UBY] Py g ddeuy
Aoy pue
‘SUOIBIIUNTIWIOD
uado ‘uoneradood
Aq payejoey JUSUOSRURW
SI JUSWDSBUBW Ayrenb JJeIS OIwepeoR
Ayrenb Sunuawydur Suowe Apnmys
0UR[90X3 ur syusunredsp dAnelenb e o
[euoneZIuRSI0 AysI9ATUN Suryoeay £q [euOLjBSIURSIO
0) sped[ ssauuado ® Jo syuduujredop uae) yoeoidde AqIXo[y
pue senjea 3uryoes) 9} Ul SOUIJJIP e pue yoeoxdde H oy
SUOLJB[AI UBWNY 391U} Ul Pajonpuod PUE SnLIB[IUIS uoyDINPs] OIBWIAISAS B UBA “[ SWIIA
sojeaidde 9IoM SMIIAIIUL  dATIRYRND SoUIWIEBX uoneonpy| Ay Sombai JusweSeURW “( suewjo(]
OIYM 3I)Nd pampnns-weg  edtnduy JUIR Y],  SPUBMBYIN BYSIy 12 wr Gyoney 102 Ayrenb 9A1093 Py “[ usultary]
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 0IMOG  IBIX LI, 1SN sioyny
Apmig OIeIsy e




(panunuod)

JUSW)ILUWOD
[euorssajoid
pue AJeO1jJo-J[9s
$J0BUD 91N3[ND

JBIOOYPER
90UR[[a0X3
[euoneZIuRSI0
0] UONNLIIU0D
[enprarput
QOUBAPE [OIyM
QUCEISERIES
PUB JUSUIIUIIOD
QAR TR
S9)Ba.D 2ININD JUSUZRURW
U B IS[Iym Ay1renb Jo sse00ns
JuswSeURW 9y} pue 1N
Ayrenb [euOLBZIURSIO Apmys 9sed 7 iSaamyno
JO $S900NS Ay} SCEINETe] [euoneZIURSI0
S)o9JJe “Appoaapur diysuoner JUISJJIP
‘pue seakordwd ) uLoys Ul JUSWIUIIOD
JO sejels SIIPN}S 9SB NIOMIUIRIL PUE UOLEN[BAD
[ediSojoyoAsd oy snotasad 0} paje[al [BI139109]} -J[9S ysnoayy
SIOUAN[JUI NI BJep AIBPUOIIS UO ' saguelie u01S1A(J SWA)SAS JUsWRSeURW
[euonjezIiueSi()  SMEIP 9PIR Ay, [endaduo)) Joded 9y, VN VN 8 JuawasSvUvpl 8107 Ayrenb Jo s988900Ng Py 7 yesolers
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
= -
e — (=] k)
- — < <
=< A\ =




=T Bt — -
=t m = D <t k)
S o8& N g
) m T &
N = 3]
&= g
IS o]
O =
O
(panuruod)
JuRWRSRURW
Ayirenb Jo ss900ns
9y} JI0J [BUDSSY
ST UOLJBJUSLIO
uosred pue wes)
‘Uo11RIOCR[[0D
‘BuLreys
UOL)BULIOJUL aareuuonsanb S9ATIRIIUL
UO PAseq 20nyno Adams JuawLAoIdT
[euoneZIURSIO B UM paruedwoddr Ayrenb
aantoddns e 9I9M SMITATDIUL JO $S9001S 3}
JuoweSeurur 119dx0 pue SOUSN[FUI DINYND BUIy)
Ayrenb Jo sseoons  apdnnuu [enpIAIpul JustwSBURW QOUNIIXH] WIRYINOS Ul BWSIS
3y} 03 3100 ‘pa3onpuod JUBIXD SUONBIDOSSE ssauisng pun XIG JO uonejusuadur
9Ie SI0108] 1JOS sem Apms Y] JT S91BZNSIAUL JUSWRSRURW TUIUISOUDIAT 9} puB 2InNd Sd
puepieq ylog  POYRW-PIXIU Y PaXIN apnIe Ay, eumy) Aeny ¢ Ayong) 1oL, 0207 [euonesiuesi)  pay  [PdwoH “T SN
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 0IMOG  IBIX LI, 1SN sioyny
Apmig OIeIsy e




(panurguos)

9UD[90X
AdIYOR

0} paambai
ApueyIuoduod
9IE SNOOJ [BUIAIUL
pue ‘soueeq

Aoy
‘SUONUDAIIUL
JuswA0IdwI
Arenb jo
uonejuswe[du
9} 10 AJBUI[D Ansnpup
[100S J[(RINOAR] uonoINISU0))
B J0BUS JuswLAoIdwL 9SOWIRUIIIA
Jey) ‘samyno Ayrenb A} WOIJ NUIPIAF
[euonjeziuesIo pue 21mymo DOUBULIOLIJ WL
JneIOYPE  pajuswe[dul sem [euoneziue3Iio pue uonejuswadw]
pue uep  Juippout uonenba UaMIaq manay JuswRSRURIA A)I[ENd)
UO $]001 S)1 $9¥[E)  [RINJONLS PIJIS[[0D digsuonefax Suroomsus] [£10], U0 20m)[n)
JUSWRSRURW  9I9M SJUSpuOdsal dAreuenb A} SAUIWEBXD 10)098 UONINPOLJ puv [euorjesiuesi() L'L uaAn3N “3[
Ay1renb 2A10973Hq O] woiy el [edundury Aprys oy, WEUPIA uononIsuo) €7 JuowdSvuvpy 110G JO souenyuy POy  YoruBmjBMNUB]
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
= -
L — [\ 2
S X s
=< A\ =




quality

Organizational
culture and
management

243

Table 1.

(panunuod)

adejueApe
9A1adwod

JO S30IMOS
QATIOUNSIP
PIINq sonqrie
[e3[ND JUSISIIIP
Suruiquiod
‘saAnenIUL
Ayirenb Jjo
uonejuswe[dun
Ay} pue SjewId
[euoneZIuRSI0
Yy

U99MI9( SSoUIJ
o) Supeyioey
opIssuore
0UR[[30Xd
[euoneZIuRSI0
JAdIYOR

0) SuoneZIuB3I0
Aq paoeIquIs 9q

sioyne
) AQ PIAISIUOD
Se.MseIu Ay} Jo
AYIpIRA 9]} 1S9} 03

pInoys sejnquie  saruediiod (f Woif
[eI)[ND PIOFIUBIA]  P3JIS[[0I AIoM BYe(]

aAneuenb
[eounduugy

saonoexd

Ayrenb uo aumymd
[euonezIuesIo

Jo Joedut 9y

0 Y81 Swppays
NIOMIUWIRI]
[enydeouod

© sdo[aasp

Apms 9y,

103098

BIpU]  SULINOBRJNUBIA]

61

JuowaSVUD\
Ayongy puv
Apayonposd

Jo ppuanof

[ouoyvuiU] 9108

sIomaueIy
[enydeouo)
:oueuLIojRd
pue saonoeid
Ayrenb ‘9mymo
[euOnBSIURSIO

uLImIaq dIysuone[ay Py

N Epunye[ioy]
“S'A Tekied

sguIpuy wely

spoyew Apnig

ugisop
Apmig

swire Apng

Anuno) Jurpes

YoIeasay

4q
pam)

91} 0IMOG  TBIX

ML 1SN

sIoyny




(panuruoo)

90UR[[90Xd
QADIOR

pue soueuLojd
[euoneZIuRS IO
UBApE

Joyny 0}

I9PIO0 Ul ‘San)nd
o3 TRW PUR
[BOIYOIRIATY 3}

JO SeINqLIIe Yyum pasn SWRISAS
PAJBUILIBIUOD S1om Juifepow JUSWRSRURW
9q pnoys  uonenbs [eIONNsS Ayrenb
1 usweSeurw PUE ‘DOUBLIBA Jo uonejuswdur sorueduwod
Ayrenb uo snooy Jo sisATeuy Aepy /) UOTIONISUOD
[euoneziue3Io -9U() ‘UONB[RLI0d uo saqyo1d ammd JUIUDSOUDIAT UBISSUOPU]
1918913 S uosIesq [euonesIues.Io (DALY ur uoneyusweduw
B QUIULIAIOP ‘syuspuodsar A JO dOUAN[FUL puv WR)SAS JuswRSeuLRW A £330) “gq
0) PaIOPISUOD €0F Wwoy  aAneuenb A} SOUIUEXD 103098 UOINLISUO) Ayirenb pue aamymd yeAsieunsii],
ST I[N UB[D Y/ PIJO9[[00 91om BIR(]  [eornduug] SR 9y ], BISQUOpUL uononIsuo)  9¢ SuroomSus] 910g [euonesue3I() Py “d Te[m
JUaWRSBURW
Ayirenb Jo
uonejuaw|dur
/)
10978 A[PAnRSoU doe[dsom 9y
SInoqns paruswa[duut Ul JUSWaSRURW
Jrdunuw SeMm 189) Ayrenb
UL INJ[ND  [RAJISIUI SOUIPIJUOD Jo uoneyuawLdu
[euoneZIuRS IO ugis ardwes A1) JOJ SSAUIPBAI
9y}  -9UO ‘uonezIuRIIO 9} SuneIs[dIe
Jo uoneueWSe Temnonred JOJOB] B SB Ind uonejuewLdwl NP,
A} puB SIO[IS e u1 Supendo [euOLBZIURSIO & 0} 9[yoId aamyno
[euoneziuedio  sako[dws GG wox sAneuenb S9SSasse adoanyy 10)098 [BUOL)BSIUBSIO UR JO
Jo 90uasaId ayJ, PoJOd[[0d dtom BIR(  [eounduugyy SonIe 9y ], [enue)  SuLmioemuel (T [ouanof WOL 6107  SSOUIPedIdy) Sunsa], POy V A9[0 “ T Hua ],
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
= i
e — < 9
- — < <
=< A\ =




I2pE 9 o
=t w = D < k)
S o8& N g
< H O
N e 8]
&= g
IS o]
20 =
2
O
(panurguoo)
Ay1renb uo snooy
9} SeOUBADE
UorgM 9yl
[euoneZIueSI0
Sutemodwus
UR JOBUD SoIN)[No
[eyuswdoAsp
pue
dnois {Auedwoo JuUaWRZRUBW
9} Ul PaJOOI SI Ayrenb
UOIYM UOL)BIUSLIO pue 2Iymod
[eININD 9Y) YIIm [euonjezIuR3Io
JUAISISUOD 3 SCSINETe] JUIUDSOUDAT
PINOYS SPADBIIUI UM 910M DUBLIBA diysuone[ar sy} 2UDULLOLUI] Ansnpur uononISuOd
JuowRSeURW  JO SISA[RUR ABM-9UO Jo Ay1rRUOndRIP puv ueIpuy ur ssopoeld
Aypenb Jo  pue sIsA[eue I9)snpo Y} YsIqeIse &uargonposg JuswRSeueWw Ajjenb V yseyeig
uonejustwL[du SuLy ())g Woly aAneuenb 0} sydweyje 10)098 Jo puanof [B10) PUB 21N “Q Iexpqury
AU, Palod[[od rem BIR(  [edtndury SponIe 3y ], BIpU] uononIsuo) G [puoyvuIU]  0Z07 [euonezIuB3I) MO[[P “SA TeAred
0UI[0X
[euonezIuesIo
JO JUSWAARIYOR
9y} JuaAaxd
0} Pajoadxa
ST aImno
[eITYOIRIIY B
‘SaAnenIUL saonoexd
JuaWRFBUBI JuaUWRIrURWL
Ayirenb Kyirenb
M 2Inno paruswaduut Jo uoneyuswadu
[euonjeziuesIo Sem Jur[epour /)
oy Sutugie ur - uorjenbs [eIONNS OUIN[JUL 3ININD osudaauy
uoye) 3¢ p[noys ‘Sjuapuodsax [euOnRZIUBSI0 Juasyaguy sonoeid DL, pue
aanoadstad 267 woxy aAneuenb Moy sejesseAul 103098 Jo puanof )N [RUOT}BSIURSIO
JUSIOY Y PIOS[[00 d1om BIR(]  [edLnduy JpnIe 3], uel]  SuLIMORINUBN 9 [uoyvuLIU]  Z107 U9MIDQ U] MO[[PX o JOOIe[Al
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 0IMOG  IBIX LI, 1SN sioyny
Apmig OIeIsy e




(panuruoo)

JuawRAoxdwI
Ayrenb
SNONUIUOD

0} JUSUILIIOD
1Y

S90UBYUD PUB
9[doad sagesus

SSOUIYIIOMISTLT) S9ATIRIIIUL JX9IU0D URIPU]
SESSShN Surepouwr JustwSeURW 9y} ur aAndadsiad
PUE YIOMUIE) [emonns Ayirenb JJeIS 2ARNSIUIWIPE
soziseyduwe Janaidisyur JO I9ALIP 9} uy :speydsoy
[OIyMm 21n)nd  uo paseq Apnys joqid PUB}SIOPUN 19)39q ‘JuewRSRURW
[euoneziuesio e Aq paruedwoodr 0} JIOMIWRI} Ayrenb )0}
ue jeq) MITADI Ayrenb ‘SeNIIUS 10399S dT[qng S sounuey
[e9A91 s3uIpury 9InjeIa] B JO B S9FBSIAUD uoneINps ‘eUrT LIS ‘9Imymno Y 1Pmueg
Apmis oy, SISISU0D ApnIs Ay, POXIN ST 3y ], BIpU] WYSIH  8F [ouanof WOL 0102 [euOnNBZIUBSI) MO[[9X “g Asuyes
saonoeid
QINjonIseul
Anrenb 2109559
d10w 10 Aem
9y} seAed 21mnd
[eruswdoPAsp
B s[ym
‘saonoead Aypenb saonoexd
9100 30UBYUD JUSWRSRURW
0] 9AIONPUOD Ayirenb
stamyno dnois e 9100 pue Ajenb uonesnsaAUL
JusweSeur mjonyseyur [eounduws
Ayrenb jo U0 91)[Nd ue :saonoerd
uonejuawRdul  uni sem Jul[opowr [euonRZIUBSI0 JUSWRFRURW
ay)  uonenbs [eIONNS Jo suonedrdur Ayrenb uo
9BJI[IOB] JOU SI0D SWIJ 767 WOy oAneIuEenb  Jy) S9)eSHSoAuL 103098 9IN)[Nd [BUOL)RZIURSIO N BJUNE[I0Y]
9INJ[ND [BUONBIY  PIJOd[[0d 91om kIR [eounduugyy SnIR 9y ], 'IpU]  SULMOBNUB  §g Suravunousg Q107 Jo joedw]  MO[PA “S'A TeA1ed
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
= i
e — O 9
- — < <
=< A\ =




Organizational
culture and
quality
management

247

Table 1.

(panunuod)

SI01I9 90NPaI 0}
PUE JUSWDSRUBW
Ayrenb jo
uonejuaw|dur
9y} eje[NWS

0 9ATIORJFD
Apremnon.red

ST JUSUIUIIOD
pue 9snan
‘uonedron.red
‘Iomuresy
‘Buriojuaw
‘suone[ax
[euosdIvur

uo siseyduws
Sumnd amymo e
{08 Op 21MNd
[euonelr e pue
amyno dnoid e
‘810119 SS9] 0) pBI[
10U S0P 2NN
[eruswdoPAsp

paysidwodde sem
SISATRUR UOISSAIZT
Jeaul] :syuspuodsal

67G Wolp

BIS[IYA\ P3IOD[[0D dIom BJR(]

aAneIuEenb
[eonnduugy

SANIATIOR
[euonEeZIUESIO
Sunysidwodoe ur
SI0.10 SulZIuIuI
0} ANLIU0D

uRd 2J[Nd
[euonRZIUESIO
Moy Sa1e3nsaAul
opnIe Y,

SaeIg payu()

oo WeOH ST

SONULOU0ITT
uoIMPoLJ
Jo ppuanof
[ouoyvuLU] 100G

s10119 Tendsoy

JO uononpaI A}
PUE ‘SI0J0BJ $S900NS
[BONLID DI)Nd

[euoneziueSi() MO[[PA

A 1T Uemon
“T USPPEPIN
“N'D ¥0IS

sguIpuy wely

spoyew Apnig

ugisop
Apmig

swire Apng

Anuno)

Jumes  Aq
OIeIsy e

91} 0IMOG  TBIX

ML 1SN

sIoyny




(panunuod)

S9ATJRIIUL
JuawRAoxdwIT
Aypenb

ur ayedonred
0) SsauSuIIm
S9akorduws )

0npa1 03 AR
ST JustwRAoIdwI
Ayrenb UONINPAI JOLID
JOJ UOTJOI[09 BIBD unx pue juswAoIdu
Jo ouepodwl  919M SUOLB[ALIOD Ayrenb
9} YOO[1PAO uosIesq SnonuIuod Surodaa S PRYSNBM
pue swe[q pUE dUBLIBA ULN[JUL 2NN JOLI® UOIRNSIUIUD. “H] SI[IYOSLIY))
Suie sozuni3a[ JO SISATeue fem [euoneZIULSI0 UOT}BIIPIW pUB “L uysnep “J,
YOIYM 2IJ[NO  -9UO ‘SJudpuodsat PpaamIad &pypondy wapapy uawoxduwr Ayenb UBW[OH-USP()
[euonezIuesIo $9z Wwoll dAneIuenb 9yl Moy sesk[eur Jo puanof SNONUIUOD ‘QINI[ND “YIN U939[g
Uy Pajosfod afem ele(]  [eorunduy SNIR 3], S9IBIS AU IO Y 96 uvLuy 1002 [euoneziue3I) MO[[PX  “['d PPUSBM
Ayrenb
90IAIRS JO SULID}
Ul S)NSaI 19139
01 JAIONPUOD
Styorym
‘uonoeysIes
qol sejeIRUas
JudwuSIe
‘soafordwo
Jo suone)adxa pajuswadur BSSLIRT JO
puE Spasu 9IoM SUOISSAIZAT papraoid 9IMIISU] [RUOLBINPH
9} PUB 2IN)Md J[dnnuw pue SIIIAISS JO Ajifenb [ea130[0UyI9 ], JO ISLd
[euoneziuesio SISA[eue jusuoduwod ) U0 1YMd Ay L, :Aenb 901AI9s
A} UIIMII( [edounid [euonRZIULRSI0 uoneINPs IYSIy
JuswuSIe ‘Syuspuodsax Jo uoryedrduur PUEB UOLORISIIES
A uo pred aq $ET woxy aAneyuenb 9y s9jeISaAul uoneINpy qol ‘amymo (1 nopruag.re(y
PINOYS UONUSYY  PIJIo[[0d odom Ble]  [eornduryy So1IR 9y ], 909915) BYSIH 89 ouanof WOL 6002 [euOnESIURSI() MO[[PX “d SE[PALL],
s3upuly urepy spoyeowr Apr§ ugisap sure Apnig Anuno) Sumpes  £q 9[1) DINOG  IBIX LI, TAISN)) sioyny
Apmig YOIBasy  PpoN)
= i
L — o0 2
- — < <
=< A\ =




=T =8 (o)) —
S885 X 2
S ©g g [\ 2
2L 53 ﬁ
S5 5w
— 3]
o= =
S0 0«
20 =
@)
UOIJBRID UMO SIOUINY :(S)90IM0g
UI[20Xd

0} 9AIONPUOD
ST UOTUM S)BWI[D
[euonezIuesIo
UR J0BUD

0] paziseyduo aq
PINOYS senqruje
[eINND PaJUsLIO
[BUIIX9 pUR
[0IIU0D ‘Son[eA
Ppajuatio-sydoad
pue -&)[iqrxayy

apIssuofe
passans
SI JUSWDSBURW
Ayrenb jo SoATJRIIUL
uonejuau|duur JuaWRZRUBW
9] SABIIOB]  S0USIPIAS JOJ[[0D O} Kyirenb
1Y) JUSWUOMIAUS  UNI SeM SUl[[apot Jo uoneyuawLduw soonoeld
[em)nd  uonenbs [emionns 9y SI09JJR 1N SOUOUOIF] BWSIS XIS/AD.L Pue
Zunaoddns ‘Sjuspuodsax [eUOLRZIUBSI0 UoYIMPOLJ 9IM)[Nd [RUOI}RZIURSIO al
' 3uIp[ing Jo 9gg woly  dAneuenb MOY SIUIIIBX 101098 Jo puanof U99M19q SyuI| [[epuspaL] “T L,
ouepiodwl 9y ], Pajos[[od drem Bie(]  [edrndus] JpnIR Y], SAJeIS paNu()  SuLMOBUB  §EZ [uoyvuiu (102 [eonLo oy Surddeyy suiqqoy “X nz
s3urpury urejy spoyew Apnig ugisop swire Apng Anuno) Jumes  Aq 91} 0IMOG  IBIX LI, 1SN sioyny
Apmig OIeIsy e




JQRM
11

250

Figure 3.
The results of
bibliographic coupling
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participation, and trust establishes an engaging and empowering atmosphere
(Valmohammadi and Roshanzamir, 2015), which propels forward the introduction of
quality management (Sinha et al, 2016). This advances internal (Shuaib and He, 2021) and
external performances (Golrizgashti ef al, 2022), adding to the long-term viability of the firm
(Fok et al., 2022Db).

The red cluster—aligning culture and quality management

The assumption that it is not possible to articulate a definitive relationship between
organizational culture and quality management underpins the red cluster (Gambi ef al., 2015).
Different values, artifacts, and symbols usher disparate approaches to quality management
(Aziz and Morita, 2016), which relies on the internal or external orientation inspiring strategic
decisions, as well as on the focus on control or flexibility that shapes management actions
(Alofan et al., 2020). A balanced combination of heterogeneous cultural approaches is needed
to set the conditions for a fully-fledged implementation of quality management practices
(Buhumaid, 2022). This calls for an alignment between organizational culture and quality
management (Willar ef al,, 2016), acknowledging that the underlying cultural orientation of
the firm deeply affects the outcomes of quality management (Ababneh, 2021).
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A hierarchical culture based on internal orientation and control is coherent with the
managerial purpose to exploit sources of competitive advantage and augment organizational
performance through quality management (Giménez Espin et al,, 2022). It is generally coupled
with a rational cultural orientation accompanying the focus on control with an external
outlook (Patyal and Koilakuntla, 2016). Rationalization reflects the desire to reduce the costs
of conformity and nonconformity, setting a work environment which praises predictability
and consistency (Dimitrantzou et al., 2022). However, an excess of control might have side
effects on quality, reducing the employees’ locus of control and generating neuroticism
(Krajcsdk, 2018). An extremely hierarchical and rational organizational culture disempowers
people (Haffar ef al, 2013b) and undermines the effective implementation of quality
management (Coelho ef al, 2022).

Previous research emphasized that organizational excellence requires valuing people and
encouraging them to have an active role in advancing organizational performance (Chang
et al, 2019). From this standpoint, attention to detail and outputs should be coupled with
respect for employees, who should be empowered to partake in continuous quality
improvement (Baird and Harrison, 2017). Consistent with these arguments, the literature
argued that organizations should commit people to quality, enacting a supportive culture
through an emphasis on creativity and innovation (Ng and Hempel, 2020). This involves
shifting from control to flexibility in handling internal dynamics and in managing
interdependencies with external stakeholders (Panuwatwanich and Nguyen, 2017).

Combining adhocratic and group cultures is positively related to the implementation of
hard and soft quality management (Haffar ef al, 2022). Such a combination energizes the
organizational setting (Haffar et al, 2013a), leveraging personal valence and self-efficacy
(Knapp, 2015) to engage people in the design and implementation of quality improvement
mitiatives (Haffar ef al, 2019). It enacts a quality culture permeating the entire firm and
fostering both individual and collective focus on excellence (Giménez Espin ef al.,, 2013). This
culture embeds an open system perspectives (Fonseca, 2015), which enables: (1) greater team
orientation and cohesiveness (Firbank, 2010); (2) openness in communication and social
exchanges (Kleijnen ef al., 2014); (3) diffused commitment to knowledge sharing and cross-
fertilization (Chién et al, 2019); and (4) strong solidarity to overcome conflicts and
fragmentation nurtured by the existence of multiple organizational subcultures (Tenji and
Foley, 2019).

The green cluster—jointly optimizing organizational culture and quality management
Quality management initiates a unique culture within the organization, whose implications
on excellence are ambiguous (Al-Dhaafri ef al, 2016). Ambiguity primarily derives from the
coexistence of a focus on control, which is aimed at reliability, and a concern for
empowerment, which nurtures a normative, affective and continuance commitment to quality
(Casey, 1999). Ambiguity is especially challenging when the promise of empowerment
disguises an intensification of control to enhance operational predictability and minimize
errors (Tuckman, 1994). This makes the organization rigid, compromising its flexibility and
impoverishing performances when unpredictable management challenges are faced (Araujo
et al, 2019). The inability to jointly optimize quality management with organizational culture
generates drawbacks on organizational excellence (Carvalho et al, 2019). Side effects are even
more dangerous when the organization shows a strong and pervasive culture which is not
fully aligned with the philosophy underlying quality management. In these circumstances, a
strong culture is conducive to quality ideology, but it does not necessarily stimulate a
collective effort towards organizational excellence (Lewis, 1996a).

It is argued that the success of quality management relies on tailored interventions on the
organizational culture (Rad, 2006). A pluralist perspective should be adopted for this purpose,



which enables joint optimization of quality management and organizational culture (Prajogo Organizational

and McDermott, 2005). It involves enriching the consolidated organizational culture with a
concern for continuous improvement to overcome ambiguities (Lewis, 1996b), and fortifying
weak cultural values which are consistent with the tension towards business excellence
(Yong and Pheng, 2008). In jointly optimizing quality management and organizational
culture, attention should be paid to subcultures (Kim ef @/, 1995). Rather than being silenced,
they should be aligned with the dominant constructive values upholding quality
improvement (Corbett and Rastrick, 2000). Hence, a cohesive culture should be nurtured
through shared values, artifacts, and symbols (Snyder et al., 2016). Such a culture should be
firm specific (Roldan et al, 2012), providing continuous stimuli to quality improvement (van
Donk and Sanders, 1993).

This is consistent with the understanding of the firm as a community of people, whose
expectations should be duly contemplated when quality management is implemented (Lewis,
2002). An open culture empowering and engaging people fills the gap between the individual
and the organization (Fu et al, 2015), imbuing the workplace with mutual respect, teamwork,
and integration (Baird ef al, 2011). This facilitates social exchanges and information sharing
(Philip and McKeown, 2004) and advances the employees’ job satisfaction (Klein ef @/, 1995),
encouraging them to partake in endeavours aimed at boosting organizational performance
(Gore, 1999). Alongside paving the way for a supportive workplace (Chung et al, 2010), this
nurtures a collective mindset aimed at sustaining the long-term quality orientation of the firm
(Khalil and Muneenam, 2021). Promoting solidarity (Green, 2012), curbing individualism
(Kaluarachchi, 2010), and encouraging risk taking behaviours (Jung et al., 2008) enable the
joint optimization of organizational culture and quality management, setting the conditions
for business excellence.

The yellow cluster—harmonizing culture and quality management longitudinally

The joint optimization of quality management and organizational culture is a marathon
rather than a sprint. The compatibility between quality management and organizational
culture should be ensured in the long term, taking into account the hard and soft sides of
organizational dynamics (Patyal ef al, 2019). Setting an environment which is conducive to
organizational excellence entails balancing different cultural values, approaches, and
orientations, catalysing the contribution of both control and flexibility in the design and
implementation of quality management initiatives (Zu et al, 2010).

Organizational cultures endorsing flexibility have been considered the best starting point
for quality management. Group cultures sustain core quality management interventions.
Besides, adhocratic cultures promote infrastructural quality (Patyal and Koilakuntla, 2018).
The contamination of group and adhocratic organizational cultures with rationality fosters
the continuance of quality management, stimulating error minimization (Stock et al, 2007)
and the continuous improvement of organizational processes (Maroofi, 2012). In the long
term, a hierarchy culture focusing on internal dynamics and aiming at control is expected to
corroborate quality orientation, formalizing and embedding it in organizational dynamics.
However, it should avoid blame for error, which is thought to reduce the employees’
commitment to organizational excellence (Wakefield et al, 2001). Engaging employees in
co-producing quality improvement interventions overcomes reproaching them for errors and
augments job satisfaction (Sahney ef al, 2010), aligning the pursuit of business excellence
with the evolving needs of the workforce (Trivellas and Dargenidou, 2009).

The results of co-citation analysis
Figure 4 graphically displays the results of the co-citation analysis. As previously reported,
the 100 cited references with the greatest total strength of co-citation links were included in
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Figure 4.
The results of
co-citation analysis
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the analysis. Altogether, 4 different clusters were retrieved, which articulates the conceptual
roots on which the scholarly debate investigating the interplay between organizational
culture and quality management relies. Table 3 summarizes the main contents of such
clusters, providing an overview of the foundations inspiring the contributions included in this
literature review.

The red cluster included 29 items published between 1981 and 2013. It advances the need
to revisit the theory and the practice of quality management, taking a more contingent view of
the firm (Sousa and Voss, 2002). It acknowledges the critical role played by culture in the
implementation of quality management initiatives (Buch and Rivers, 2001). Organizations
overlooking cultural dynamics in arranging programmes and interventions aimed at
continuous quality improvement have been claimed to find relevant challenges and high
barriers in their journey towards business excellence (Abdolshah and Abdolshah, 2011). To
overcome such issues, the soft side of quality should be addressed (Wilkinson, 1992), paying
particular attention to culture, which is an integral component of the firm and a secret
ingredient for excellence (Denison and Mishra, 1995). The competing values framework by
Quinn and Rohrbaugh (1981) represents the most widely used approach to delve into the
distinguishing features of organizational culture.

The green cluster consisted of 24 items published between 1986 and 2018. It is built on the
assumption that quality management is fundamental to enacting a distinctive and durable
source of competitive advantage for the firm (Powell, 1995). However, the impact of quality
management on organizational performance and excellence relies on culture, which acts as a
contextual factor accommodating individual and collective efforts towards continuous
improvement (Sila, 2007). Furthermore, quality management ushers a momentous
transformation of the organizational culture, reshaping core and espoused values in a
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perspective of business excellence and reliability (Kujala and Ullrank, 2004). Hence, quality
management and organizational culture should be matched to set the conditions for
continuous quality improvement and excellence (Anderson ef al, 1994; Barney, 1986).

The blue cluster was composed of 24 items which were published between 1981 and 2017.
It questions the relationship between quality management and culture, pointing out the
ambiguities that characterize their interplay (Green, 2012). Although quality management
and organizational culture are strongly linked, their relationship is not unequivocal, as it is
characterized by mutual influences (Ebrahimi and Sadeghi, 2013). The implementation of
quality management calls for the adaptation of the organizational culture, which should
embrace openness and empowerment to engage people in excellence in a perspective of Total
Quality Management (Samson and Terziovski, 1999). However, the modification of values,
artifacts, and symbols might engender power conflicts and struggles, which put
organizational reliability and focus on quality under stress (Tata and Prasad, 1998).
Awareness of the complicated relationship between quality management and organizational
culture should be achieved, combining both of them in a quality culture (Srinivasan and
Kurey, 2014).

The yellow cluster involved 23 items published between 1977 and 2014, emphasizing the
importance of cultural values in attaining organizational excellence. Although specific
organizational cultures have been maintained to be most likely to unleash the competitive
advantage of the firm (McDermott and Stock, 1999), an effort should be made to spatially
combine different cultural orientations, emphasizing both the contributions of control on
internal reliability and efficiency and the implications of flexibility on resource development
and employees’ empowerment (Quinn and Rohrbaugh, 1983). Quality management advances
organizational cultures, embedding business excellence as a key value inspiring strategic
decisions and management actions (Prajogo and Sohal, 2003). To fully accomplish the
positive implications of quality management on business excellence, a congruence should be
achieved between the extant organizational culture and the firm’s quality orientation, setting
the conditions for a shared and consistent commitment towards quality improvement
(Denison and Spreitzer, 1991).

Discussion

Figure 5 delivers an integrative representation of the study findings. In doing so, it
acknowledges the distinctive contributions derived from the clusters which were obtained
from the bibliographic coupling and the co-citation analysis. Drawing on the results of the
co-citation analysis, the research streams populating the scientific debate about the interplay
between quality management and organizational culture takes inputs from four main
conceptual sources. Consistently with the insights obtained from the red cluster, the first
source relies on a contingency-based view of the firm. Alongside representing a distinctive
trait of the firm, organizational culture can be conceptualized as a contingent factor.
It moderates the effectiveness of quality management, impoverishing its implications when
cultural rigidity obstructs flexibility and boosting the commitment towards business
excellence when people are encouraged in undertaking efforts toward continuous quality
improvement. As highlighted in the green cluster, the second source is consistent with a
resource-based view of the firm. It assumes that a quality culture aimed at achieving and
preserving business excellence nurtures competitive advantage, contributing to the
distinctiveness, relevance, and inimitability of the bundle of resources available to the
firm. The third source embraces a Total Quality Management perspective, which is
emphasized in the blue cluster. Successful quality management is based on the ability to
achieve compatibility between the hard and soft sides of business excellence, which should be
concomitantly addressed to facilitate the strengthening of the quality culture. Finally, taking
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stock from the yellow cluster, the fourth source upholds a configurational view of the firm,
arguing that quality management and organizational culture should be viewed as two tiles of
the effectiveness puzzle. Change management initiatives aimed at making them fit each other
are essential to set the conditions for viable business excellence.

Drawing on these conceptual roots, the scholarly debate addressing the interplay between
quality management and organizational culture unfolds through four main streams, which
were elicited through the bibliographic coupling analysis. As reported in the blue cluster, one
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of the most relevant concerns for scholars and practitioners involves unveiling the contents
and understanding the course of the relationship between these two constructs. Whilst
inadequate evidence has been found confirming the role of culture as a contingent factor
influencing the achievement of business excellence, scholars claim the existence of a direct
link between quality management and organizational culture. More specifically, two different
approaches can be unearthed in the scholarly debate. The first approach argues that
organizational culture nurtures the implementation of quality improvement, encouraging
firms to commit efforts and resources to enhancing their ability to satisfy the expectations of
relevant stakeholders. The second approach maintains that quality management
reverberates on the organizational culture, reshaping the values, artifacts, and symbols
that inspire individual and collective actions in a perspective of business excellence and
reliability. In sum, quality management and organizational culture are tied by a mutual
connection, which makes them interdependent.

The second and the third research streams, which are embodied by the red and the green
clusters, elaborate on these considerations, pointing out the need for alignment and joint
optimization between quality management and organizational culture. Interventions aimed
at advancing the core and infrastructural components of quality management should be
harmonized to the extant organizational culture. An emphasis on control and internal
orientation sets the conditions for process improvement. A concern for flexibility and internal
orientation empowers people and stimulates their commitment to advancing business
excellence. Control and external orientation boost the exchanges between the firm and
external stakeholders, paving the way for reliability. Lastly, flexibility and external
orientation enhance the organizational responsiveness to the stakeholders’ evolving
expectations, improving the long-term viability of the firm. Joint optimization can be
achieved by enacting a quality culture across the firm, which concomitantly relies on
innovation and reliability, as well as on knowledge exploration and exploitation to advance
organizational performance.

Even though it is not possible to identify an unequivocal and clear-cut interaction
between quality management and organizational culture, the yellow cluster envisions a
timewise interpretation of their interplay. Quality management kicks off with a clan
culture, which enables employees and empowers them to actively participate in the design
and implementation of continuous improvement initiatives, co-creating business
excellence. A shift towards adhocracy is needed to take advantage of employees’
empowerment and put creativity at the service of quality improvement. Adhocratic
cultures combine flexibility and an external orientation, enacting a fertile ground for
enhancing both the core and the infrastructural components of quality. An effort aimed at
rationalizing the organizational culture is required to strengthen the individual and
collective commitment to business excellence, focusing on reliability and stakeholders’
satisfaction. Finally, hierarchical cultures permit the full exploitation of the quality
advancements realized in the previous steps, targeting continuous process improvement.
Nevertheless, in order to preserve the employees’ creativity and energies to enact a new
round of quality improvement, the adoption of a hierarchical culture should not
disempower people and limit their action. The firm’s ability to enact such cultural
transition is rooted in the implementation of a quality culture, which represents the secret
ingredient for accomplishing business excellence.

Several limitations affected this literature review. Firstly, Scopus® was used as the data
source to collect relevant scientific contributions. While this decision might have reduced the
comprehensiveness of the research, the large coverage of this dataset and the cross-checks
accomplished to verify its dependability ensure the validity of the review. Secondly, attention
was generally paid to quality management. Therefore, the research findings cannot be
immediately applied to specific quality management techniques, such as Lean Six Sigma and



Total Quality Management. Nonetheless, the study findings provide interesting Qrganizational

considerations, which can be generalizable to different quality techniques. Lastly, the
interpretive approach used to systematize the results of this literature review might have
affected the objectivity of the findings’ report. However, it permitted the delving into the
reviewed contributions, enabling the delivery of a fresh contribution to theory and practice.

The study implications are twofold. From a conceptual perspective, the interplay between
quality management and organizational culture should be addressed undertaking four
different theoretical perspectives. Merging contingency and resource-based views permits a
nuanced interpretation of the intertwining of quality management and organizational culture.
Besides, coupling the Total Quality Management perspective with a configurational
approach stresses that business excellence can be achieved only if firms are able to balance
their quality management initiatives with their cultural orientation. Rather than being used
independently, such conceptual perspectives should be harmonized in a comprehensive and
integrated conceptual framework, which led us to frame the interplay between organizational
culture and quality management as an idiosyncratic attribute of the firm, which should be
carefully managed and addressed to achieve a viable orientation towards business
excellence.

From a management perspective, the study findings highlight that it is not possible to
adopt a fix-it approach to handle the interplay between quality management and
organizational culture. Conversely, joint optimization of these two constructs should be
sought. A longitudinal perspective should be embraced to accommodate quality management
with the extant organizational culture and to deal with the contamination of consolidated
cultural values with the focus on business excellence. Managers should make an effort to
discover the micro-level determinants of the joint optimization of quality management and
organizational culture. This involves acknowledging the multiple subcultures populating the
firm and investigating how they either undermine or facilitate the implementation of quality
management initiatives. Furthermore, attention should be paid to the manifold implications
of quality management on the organizational culture, avoiding the stiffening of the firm
around a hierarchical and rational culture and promoting an adhocratic perspective to
stimulate continuous improvement.

The study findings illuminate three main avenues for further development. Empirical
analysis should be devoted to better understand how quality management and
organizational culture interact to determine organizational success. This involves
designing longitudinal studies, which will overcome the limitations of cross-sectional
approaches, which are still the most recurring methodological outline taken by scholars
involved in this study domain. Moreover, the distinctive characteristics of the quality culture
should be carefully investigated since it has been argued to be the secret ingredient for
business excellence. On the one hand, theoretical advancements are required to pinpoint the
components that build a quality culture. On the other hand, exploratory research is needed to
contextualize such conceptual insights into practice. Last, but not least, additional efforts are
needed to understand the influence of the institutional field and the national culture on the
organizational orientation to business excellence. In an increasingly globalized world,
institutional and national variables seem to lose relevance. However, since they deeply affect
the cultural orientation of people and groups within the organization, their influence on the
organizational readiness to embrace excellence should be comprehensively examined.

Conclusions

This literature review attempted to systematize the current scholarly debate examining the
relationship between quality management and organizational excellence. For this purpose, a
literature review consisting of a bibliometric analysis and an interpretive systematization of
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retrieved scientific contributions was undertaken. The interplay between quality
management and organizational culture is characterized by ambiguity, which derives from
their deep-rooted intertwinement. Achieving business excellence requires a joint optimization
of these two factors. Quality management initiatives should be harmonized with the extant
organizational culture, stimulating employees’ willingness and readiness to partake in the
continuous improvement of organizational processes. Simultaneously, a change of the
organizational culture is necessary to overcome resistances and obstacles and so enact a
quality culture which facilitates the journey of the firm towards business excellence.
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