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Abstract 
Introduction: Total quality management (TQM) provides the quality assur-
ance that customers will get what they expect, which can help to manage the 
customer’s needs and dissatisfactions. Methods: A cross-sectional study de-
sign was used to describe the importance of ensuring TQM in Urban housing 
promotion found (FPHU) in Burundi. A purposive sampling method was 
used also to select 57 workers of FPHU by applying Alain Bouchard’s formula 
and the questionnaire was used as data collection instrument. Results: The 
current study revealed a significant knowledge among participants on the 
importance of TQM as for all variables; they were able to score more than 
50%. Conclusion: The study findings were quite good for all variables; they 
scored more than 50%. Participants assumed that TQM in FPHU was effi-
cient to satisfy their customers. Authors have recommended in-service train-
ing among employees and the customers’ awareness could be implemented in 
FPHU to improve the quality of service.  
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1. Introduction 

Organizations are set up to respond to a need, solve real problems and/or satisfy 
the needs of their customers. However, very often, this is achieved thanks to the 
respect of international standards incarnated by total quality management. Total 
Quality Management (TQM) is an essential tool for the effective management of 
any organization. This tool takes into consideration three basic elements in or-
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der to produce quality, which includes customer satisfaction, employee involve-
ment and continuity in performance improvement (Edoun, Mabisa, Mbohwa, & 
Pelser, 2014).  

With a total population estimated at 11,890,781 in 2020, Burundi is one of the 
most densely populated countries in Africa with 435 people per square kilome-
ters as of 2018 (Banze, 2020). The population growth rate is approximately three 
percent. The housing market in Burundi is characterized by insufficient supply 
and an ever-growing demand caused by dynamic demography. The country 
presents specific factors of poverty that affect the supply of housing which are: 
demography, density, low urbanization and the problem of natural disasters. To 
overcome the housing supply challenge and meet the needs of the population, 
Burundi will have to develop each year by 2030 an area of 855 hectares of land 
and build 25,631 housing units, more than half of 14,365, in urban areas. Energy 
infrastructure development to support housing is woefully inadequate with low 
electricity access of 2 percent in the rural areas and 58.5 percent in urban areas 
as of 2016 (Banze, 2020). Therefore, this study was conducted for the purpose of 
illustrating the employees’ Knowledge and attitude for ensuring TQM in Urban 
housing promotion found (FPHU: Fonds de Promotion de l’Habitat Urbain) of 
Bujumbura, Burundi. 

The quality of the final product or services is assured only if quality has been 
incorporated into the product rather than waiting to verify the quality of the re-
sult. The effectiveness of the organizations that implement TQM depends on 
their ability to satisfy their employees, a necessary goal for companies that wish 
to realize benefits from employee involvement (Kaynak, 2003). Therefore, it is 
appropriate for the organization to be able to effectively manage its human re-
sources in order to successfully implement the TQM system. Total Quality Man-
agement is defined as a management approach that allows employees to ade-
quately meet the needs of the customer. To reach this millennium moment, lea-
dership must play a crucial role in ensuring the success of quality management 
because it is the top management’s responsibility to create and communicate the 
vision to move the firm toward performance improvement (Waduu, 2020). For 
effective total quality management, management must be fully engaged, focused 
and goal-oriented. Total Quality Management ensures that products are not only 
delivered to customers but that they receive relevant information and receive re-
levant answers to questions and needs through appropriate feedback systems. In 
addition, the needs of employees, such as the tools and resources needed for effi-
ciency, personal development programs and the corresponding recognition re-
warding hard work, are paramount for total quality management. Achieving to-
tal quality management in a developing country, especially a resource-poor coun-
try like Burundi, is not a small task for different institutions responsible for man-
aging the total quality of products manufactured in a country. 

From globalization through technological developments, these changes have 
significantly affected the behavior of consumers, who have become more de-
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manding in terms of service and more attentive to the price-quality ratio. Cus-
tomers have benefited from the growth of competition to occupy a privileged 
place at the heart of the strategies of the largest companies that devote the great-
est interest to their expectations and desires. To ensure business continuity in an 
environment where competition is increasingly fierce companies must redouble 
their efforts to provide services so that they can offer a quality adapted to the 
needs and expectations of their customers (Al-Shobaki, Fouad, & Al-Bashir, 
2010). 

2. Literature Review 

The term “quality” is a Latin word “qualitas” which means characteristic, fea-
ture, trait… Rarely does one thing or a phenomenon, however, have one charac-
teristic, feature or trait, but whether or not it has a quality can be found out only 
by comparing a sum of these characteristics against requirements (Luburić, 
2014). However, the current users demand is not easy to meet because quality 
may not be everything to customers, then everything is nothing without quality. 

Several studies have shown that the way organizations implement TQM can 
significantly affect the results and business impact, hence organizations need to 
take proper measure in implementing TQM into their organizations (Edoun et 
al., 2014). By definition, TQM generally means a quest for excellence, creating 
the right attitudes and controls to make prevention of defects/errors possible 
and optimize customer satisfaction by increased efficiency and effectiveness. The 
basics of Total Quality Management comprises of the principles of the Quality 
Management System (Luburić, 2014). 

1) Customer orientation. Organizations depend on their users, they should 
understand their current and future needs, meet their demands, and try to ex-
ceed their expectations. 

2) Leadership and modern management. Leaders establish common objectives 
and managing of an organization. The management creates the situations and 
environment where employees will be able to fully commit to the achievement of 
the organization’s objectives. 

3) Involvement of employees. Employees at all levels are the very essence of an 
organization and only their full involvement enables the utilization of their po-
tential to the benefit of the organization. 

4) Process approach. A desired result is achieved most efficiently when re-
sources and related activities are managed as processes. 

5) System approach to management. Identifying, understanding and manag-
ing all interrelated processes with a view to attaining the anticipated objective 
contributes to efficiency and possibility of planning within an organization. 

6) Continual improvement. Continual improvement represents a permanent 
objective of an organization. 

7) Factual approach to decision making. Efficient decisions are based on logi-
cal or intuitive fact and information checking. Only that which can be proven is 
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accurate. 
8) Mutually beneficial supplier relationships. Mutually beneficial relations 

between an organization and its suppliers increase the ability of both. 
Study conducted in Qatar on the effect of TQM practices on employee per-

formance had unveiled that TQM practices with its dimensions had effects on 
employee performance through knowledge sharing (Al-Saffar & Obeidat, 2020). 
Knowledge is also shown to have quite a strong and positive influence on firm 
operational and financial performance and partially mediates the relationship 
between TQM and corporate performance (Abbas & Kumari, 2021).  

According to Stewart and Waddell (2008), they argued that spreading the 
concept of quality, from product/service specification to rapid response to cus-
tomer needs, clears the relationship between the employees’ knowledge man-
agement and TQM. Thus, acquiring knowledge and disseminating it provides a 
quality culture introduced a conceptual framework based on quality programs 
(Honarpour, Jusoh, & Md Nor, 2012).  

TQM focuses not only on the quality of product, but also on the quality of 
employees. Most successful TQM implementations depend heavily on changes 
in employees’ attitudes and activities (Karia & Asaari, 2006). 

According to Karia and Asaari (2006), managers should be aware that TQM 
practices have a positive effect on employees’ work-related attitudes such as job 
involvement, job satisfaction, career satisfaction, and organizational commit-
ment. 

Study on the impact of TQM initiative on the attitudes of the employees of a 
mid-sized factory in a UK manufacturing plant had revealed that TQM tends to 
have more influence on the attitudes of employees who have participated in cer-
tain aspects of the quality program than on the attitudes of non-participating 
employees while the employees’ quality attitudes may be influenced by such 
TQM components as appraisal, suggestion schemes and team briefings (Wood & 
Peccei, 1995). No study has been conducted to assess the employees’ knowledge 
and attitude for ensuring TQM in any financial organization of Bujumbura, Bu-
rundi.  

3. Methods 

A cross-sectional study design was used to describe the importance of ensuring 
total quality management in Urban housing promotion found (FPHU) in Bu-
rundi. FPHU was created in 1989 by Decree N˚. 100/228 of 11 December 1989. 
At its inception, FPHU was a public commercial institution with a capital of 100 
million BIF fully paid by the Government of Burundi. It was transformed into a 
private company in May 1993 with a capital of 409 million BIF, 13% of which 
belonged to the private sector. 

The population in this study was selected from Senior Staff and agent staff of 
FPHU. A purposive sampling method was used to select a sample of 57 partici-
pants by using Alain Bouchard’s formula through a targeted population of 118 

https://doi.org/10.4236/me.2021.1212098


M. C. Hakizimana et al. 
 

 

DOI: 10.4236/me.2021.1212098 1887 Modern Economy 
 

agent staff and 4 senior staff of FPHU. The formula is: 

1
NC n

n
N

=
+

 

N = Population; 
n = Sampling by determined Universal 96; 
NC = Sampling Corrected. 

1

n n n N
n N N n
N
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n

N

= =
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Sample among executives’ staff whose population was 4. The sample = 
96 4
4 96

×
+

 = 3.84 - 4 participants. 

Sample among agents staff whose population was 118. The sample NC = 
96 118
118 96

×
+

 = 52.9 - 53 participants.  

This is to make a sample of 57 participants for this study.  
They were included in this study all staff members of FPHU who have a con-

tract and agreed to participate in this survey. They were excluded in the study 
from those who did have not a contract and did not want to participate. The 
questionnaire was used to collect data on TQM from executives and employees 
of FPHU. To minimize errors and biases in the study, this questionnaire was 
given to a group of economists and other great people with PhDs’ levels, veter-
ans in academic works for face validity and approves it before being used in the 
field. The feedback was of high consistency even if some remarks did not lack. 
For instance, all questions which were not approved with a quote of excellence 
were removed on the questionnaire, and the document which was considered is 
the one that was already approved by competent persons.  

A self-report method involving questionnaire completion with four compo-
nents addressing demographic data, employees’ knowledge on TQM, the effi-
ciency of the company through the management of total quality, customer satis-
faction through TQM and importance of TQM assurance in an organization was 
used to collect data. We designed it to examine interrelationships between the 
demographic variables of participants and their knowledge and attitudes. It had 
22 items divided into five sections: demographic data section with 3 items ex-
ploring the participants’ social status, section two of the employees’ knowledge 
on TQM with 7 items, section three on the efficiency of the company through 
the management of total quality 4 items, section four on the customer satisfac-
tion through TQM with 4 items and a fifth one on the importance of TQM as-
surance in an organization with 4 items. The score of the results was classified 
refer to the items’ scored by participants in each section of variables. The maxi-
mum score was 3 points for “Yes” for each respondent, 2 points for “Sometimes” 
and 1 point for “No”. There were 57 respondents for the 19 variables which give 
us a maximum of 3249 points corresponding to 100% for Yes responses and a 
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minimum of 1083 points (33.3%) for No responses. A Statistical Package for So-
cial Sciences (SPSS 21.0) was used to analyze and interpret data which were pre-
sented by tables and graphs. 

4. Results 

In our study, 53 employees of FPHU had participated and 4 senior staff re-
sponded to all questions used to collect data.   

The findings from this study revealed that the majority of the participants 
(73.7%) were male, while 26.3% of them were female. Moreover, most of our 
participants had an experience which was between 15 - 20 years, 26.4% had an 
experience between 5 - 15 years, 24.6% had more than 20 years while 14% had 
less than 5 years. Their age was ranged between 23 - 57 years (Table 1).  

Regarding the question of whether the total quality management has been ac-
credited by anybody, the findings revealed that the majority of the participants 
(67%) know that the management of total quality of the services of the FPHU 
has been certified by an accredited body as they scored 90 points, 32% were not 
sure if it was accredited or not (42 points), while 1% of participants were not 
aware that the FPHU total quality management has been certified by an accre-
dited body (2 points). The majority of the participants scored 105points 
representing (74%) by assuming that they have noticed a positive change after 
the implementation of total quality management in their service while 26% had 
scored 36 points. None of the participants have assumed not to notice a change 
from TQM implementation. Moreover, 70% of participants argued that staffs are 
involved in the processes of setting up the Total Quality Management, however, 
23% argued that they are sometimes involved, while 7% assumed to be not in-
volved in the process. Furthermore, the majority of the participants (53%) 
 
Table 1. Demographic data. 

Characteristics Frequency (N = 57) 

Age  

Range 23 - 57 years 

Mean 39 years 

Sex  

Male 73.7% 

Female 26.3% 

Experience (Years)  

<5 14% 

5 - 15 26.4% 

15 - 20 35% 

>20 24.6% 
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revealed that there is a service that deals with the management of total quality 
within FPHU organization, 36% were note sure while 11% were not aware of its 
existence within FPHU. The findings of this study revealed that the customer sa-
tisfaction needs are counted on service of the total quality management (62%) 
while 31% of our participants assumed the customer satisfaction needs are some-
times counted on service of the TQM and 7% were not aware of it. 58% of our 
participants assumed that total quality management is important, while 21 of 
them do were not its important and the other 21% argued that it is sometimes 
important. The majority of our participants (51%) assumed that FPHU do care 
about the total quality management, 42% assumed that it does it sometimes 
while 7% argued that this organization does not care about TQM (Table 2). 

4.1. Efficiency of the Company through the Management of Total  
Quality 

Table 3 describes the findings of our study on the efficiency of the company 
through the management of total quality. 51% of our participants revealed satis-
factory timeliness of the achievement of the objectives set by the FPHU, 42% 
were doubting the on-time completion of the objectives, while 7% revealed un-
satisfactory deadlines achievement. Moreover, the majority (64%) of the partici-
pants argued that there is a strong tourn over following the Total Quality Man-
agement in this company, 29% revealed that sometimes there is a strong tourn 
over, and 7% did not highlight any existence of tourn over in this company re-
garding total quality management. The majority of the respondents (66%) en-
lightened that the quality of service in case of credits granted and other services 
is good in the FPHU following the use of Total Quality Management, 27% ar-
gued that sometimes the quality of service is good while 7% do not confirm that 
the quality specifications and standards service was good. 54% of the partici-
pants confirmed that there was a satisfactory contribution of total quality 
 
Table 2. Employees knowledge on total quality management (N = 57). 

Characteristics Yes % Sometimes No 

Any accredited Organization that certified Total 
Quality Management. 

67 % 32% 1% 

Positive outcome after total quality management 
implementation. 

74% 26% 0% 

Involvement of staffs in the process of setting up a 
total quality management. 

70% 23% 7% 

Existence within FPHU of a Service that Deals 
with the Management of Total Quality. 

53% 36% 11% 

Customer satisfaction needs are counted on service 
of the total quality management. 

63% 31% 7% 

In your opinion, is total quality management important? 58% 21% 21% 

Does FPHU do care about the total quality 
management in your company? 

51% 42% 7% 
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management in the financial institute, 42% assumed that there is sometimes a 
satisfactory contribution, while 4% assumed that there was no significant satis-
factory contribution to the management of total quality in the financial institu-
tion. 

4.2. Customer Satisfaction through Total Quality Management 4 

Concerning customer satisfaction through total quality management, 62% as-
sumed that the customer satisfaction was good, 33% were doubting this custom-
er satisfaction, while 5% do not confirm any customer satisfaction throughout 
this TQM. 61% assumed that there was satisfying monitoring to improve cus-
tomer expectations, 29% assumed that this satisfaction was sometimes moni-
tored, whilst 10% did not confirm this monitoring to be satisfied for customer 
satisfaction. 83% argued that there was significant importance of the repayment 
rate granted, 13% were doubting of this importance and 4% did not see any im-
portance of it. 86% of our participants assumed that there was a satisfied time 
taken to process the claims, 11% were doubting, while 3% did not confirm this 
customer satisfaction (Figure 1).  
 

 
Figure 1. Customer satisfaction through total quality management. 
 
Table 3. The efficiency of the company through the management of total quality 4. 

Characteristics Yes Sometimes No 

Satisfaction of the company compliance with the 
deadlines fixed for achieving the objectives 

51% 42% 7% 

High rate of strong turnover 64% 29% 7% 

Product quality specifications and standards service 66% 27% 7% 

Contribution of total quality management in the 
FPHU satisfactory 

54% 42% 4% 
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The findings regarding the importance of total quality management assurance 
in FPHU revealed that 72% of our participants assumed that it helps develop 
greater employee engagement in producing quality goods or services, 24% of 
them assumed that it helps sometimes, while 4% do not accepter that it helps 
anything regarding employees’ development. 76% of them argued that it encou-
rages customer orientation among employees, 20% were doubting while 4% did 
not accept that TQM encourages customer orientation among its employees. 
68% assumed that the importance of TQM is easy to adapt within FPHU, 27% 
assumed that it is sometimes easy, while 5% did not find found it easier to adapt. 
76% argued that the importance of TQM is to improve the efficiency of all activ-
ities within FPHU, 20% assumed that it improves sometimes efficiency, while 
4% did not accept its importance throughout the efficiency of works within the 
company (Table 4). 

5. Discussion 

The term quality is essentially an economic term that has emerged based on in-
dustrial and technological competition among advanced industrial countries to 
control production and gain customer confidence (Abdul, Al-Saffar, & Obeidat, 
2019). 

The study findings revealed the age of participants ranged from 23 - 57 years 
( 37x = ). The majority of the participants were male (73.7%) and 26.3% were 
female (Table 1). 

This study had revealed a significant knowledge regarding total quality man-
agement among FPHU employees as for all variables, their score was ranged 
between 74% to 51%, with the highest score on the positive outcome after TQM 
implementation (74%) to the minimum score on the care of FPHU about the 
TQM in their company (51%), however, there was a significant number whose 
knowledge was poor as their score was ranged between 0% and 21% (Table 2). 
This contrasts with the finding of Aarti (2015) whose results revealed that many 
employees don’t have a clear idea of what TQM was and that the more successful 
industries tended to have more deep knowledge and usage of the TQM prin-
ciples. Additionally, TQM practices with its dimensions had effects on employee 
performance through knowledge sharing (Abdul et al., 2019). Therefore, FPHU 
should introduce a system of internal communication for allowing a downward  
 
Table 4. Importance of total quality management assurance in an organization 4. 

Characteristics Yes Sometimes No 

To develop greater involvement in our employees 
to produce goods or render quality services. 

72% 24% 4% 

To encourage customer orientation among our employees. 76% 20% 4% 

For its ease of adaptation to our company. 68% 27% 5% 

To improve the efficiency of all activities of the company. 76% 20% 4 % 
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communication to all members. The FPHU management have encountering a 
low level of interorganizational communication. This will be difficult to reach 
the principal of total involvement as all members do not have the same informa-
tion of achieving the organization objectives and thus decrease the production. 
The establishment of total quality management at the level of FPHU company 
helps to be more efficient by achieving their objectives concerning the quality of 
the product and the increase of the volume of the services rendered to the cus-
tomers which have a direct link with the productive force of this economic or-
ganization. For successful Quality Management System implementation projects, 
the existence of effective communication between stakeholders is a vital element 
(Stanciu, Condrea, & Zamfi, 2016). Moreover, FPHU needs to restorer in-service 
training especially on TQM so that the principle of involving all people may be 
implemented. Stanciu et al. (2016) illustrated that internal communication should 
ensure the understanding of the objectives of the quality management system 
(QMS) and help individuals and groups to direct their efforts towards bringing 
to achievement.  

Regarding the company efficiency through the TQM, participants revealed an 
average attitude as their score was ranged between 51% and 66% (Table 3). Par-
ticipants assumed satisfactory timeliness of the achievement of the objectives set 
by the FPHU and the company could have a strong tourn over following TQM. 
This could be explained by the fact of lack of knowledge on TQM. The efficiency 
score obtained for the organization can be used to formulate the operational 
strategy to enable a firm to meet its business objectives and goals by enhancing 
allocation of available resources to maximize outputs of the company (Abuba-
kar, 2017). Therefore, in-service training on TQM should be implemented to 
this latter, because training or education increases workers productivity, by pro-
viding employees expertise and improving job satisfaction.  

Concerning the customer satisfaction through total quality management, a 
significant number of participants (62%) assumed that the customer satisfaction 
was good and there was satisfying monitoring to improve customer expectations 
(61%), while 83% argued that there was significant importance of the repayment 
rate granted (Figure 1). This concerns the finding of Anil and Satish (2017) 
whose findings indicated that there exists a positive and significant relationship 
between TQM practices and customer satisfaction level as this study confirmed 
that knowledge management and customer focus were perceived as the most 
dominant TQM practices associated with customer satisfaction. A primary focus 
of TQM is to improve customer satisfaction by having a customer focus and 
consistently meeting customer expectations by achieving their expectations; 
therefore, this could be chosen as performance indicators for measuring the or-
ganization’ performance (Anil & Satish, 2017). 

Concerning the importance of TQM in an organization, this study had re-
vealed good knowledge among participants as their score was over 65% (Table 
4). The majority of our participants assumed that it helps develop greater em-
ployee engagement in producing quality goods or services (72%), encourages 
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customer orientation among employees and improve the efficiency of all activi-
ties within FPHU (76%), while 69% assumed that TQM allows the company to 
develop or increase its credibility as an organization. This contrasts with the 
findings of Aarti (2015), in which the result had unveiled that, even though the 
core principles of TQM were widely implemented in manufacturing industries, 
many employees don’t have a clear idea of what TQM was. 

6. Recommendation 

The following are the recommendations that originated from the study: 
 The FPHU should plan activities based on information collected by the Total 

Quality Management Department, raising awareness among employees about 
the benefits and role of total quality; management service so that these latter 
contribute positively to the institution. 

 Take strategies to improve quality services and the allocation of specific re-
sponsibility for members; motivation and training needed for teams to diag-
nose the causes, stimulate the implementation of solutions and establish 
checkpoints to sustain progress;  

 Further study could be conducted in order to arrive at the results that this 
work has not been able to achieve or on the other financial institutions of 
Burundi to know what they can contribute in the improvement of the quality 
of the service rendered to the Burundian population. 

7. Conclusion 

This study has revealed a significant knowledge among participants on the im-
portance of TQM as for all variables; they were able to score more than 50%. 
Moreover, participants argued that TQM in FPHU was efficient to satisfy their 
customers. However, in-service training among employees and the customers’ 
awareness could be implemented in FPHU to improve the quality of service.  

8. Limitation 

In our study, the limitations were that it was conducted in one institution while 
the city of Bujumbura has many institutions running the business.  
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