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Abstract

2 . .
Nobel International Business School, Accra, Purpose - This study investigates the impact of Total Quality Management (TQM) practices on cus-

Ghana.
tomer satisfaction in healthcare systems, with a specific focus on the mediating role of innovative

employee work behavior.

Design/Methodology/Approach - Employing a multistage sampling procedure, the study ana-
lyzed quantitative data from five Teaching Hospitals in Ghana. The relationship between TQM
practices—including total management commitment, Training and Education, Performance Manage-
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ment System, and Supplier Management—and innovative employee work behavior was examined.
Findings - The findings reveal positive relationships between TQM practices and innovative em-
ployee work behavior and suggest that innovative employee behavior mediates the relationship
between TQM practices and customer satisfaction in healthcare.

Contributions- Theoretically, this study contributes to the body of knowledge on TQM and health-
care systems by elucidating the role of employee innovation in enhancing customer satisfaction.
Practically, it offers insights for hospital professionals to prioritize TQM dimensions effectively to
adapt and improve customer satisfaction outcomes.
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including reducing rework, long-term thinking, increased employee in-

1 | INTRODUCTION

volvement, teamwork, process redesign, team-based problem solving,

The exponential growth, complexities, and competition among organi- constant results assessment, self-inspection, cost-of-quality monitoring,

zations have spurred intense research in the field of strategic manage- and ever-closer relationships with suppliers to ensure the quality of ser-

ment. Over the past few decades, studies have focused on Inspection
Quality Control (IQC), Statistical Process Control (SPC), Total Quality
Control (TQC), and Company-wide Quality Control (CWQC) (Nguyen
and Nagase 2019). In the 1980s, these endeavors were gradually in-
corporated under Total Quality Management (Juran et al| 1998, Aized
2012). Total Quality Management (hereafter TQM) is a management
approach that assists organizations in building competitive strategies.
This is a continuing activity aimed at providing a quality of service that
meets or exceeds client expectations (ISO 20154). The TQM philosophy
emphasizes integrated management, and customer-oriented practices

vice or product (Salter 1993). To improve the profitability/ patronage
of an organization’s services, the company must offer superior value to
meet or exceed customer needs (Al-Shdaifat 2015). Thus, quality man-
agement is an important strategy for a company’s development (Kotler
and Kellerl 2000). According to ISO 9001, a company'’s quality manage-
ment goes beyond product quality, it also involves interactions with
customers (SO 2015h). Total quality management systems increase ser-
vice quality, which raises patient satisfaction (PS). Patient satisfaction
is a crucial instrument for evaluating the level of service provided by
a healthcare institution as it reflects the patient’s perspective of ser-
vice quality as a customer (Nguyen and Nagase 2019). Service quality
and a satisfied patient’s perception of high quality are antecedents of
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loyalty (Rostami et al| 2019). If quality improvement and organizational
success are positively correlated (Abdullah et al| 2012), the significance
of TQM practices in enhancing operational efficiency and customer sat-
isfaction was highlighted by Chang et al! (2010). As stated by Yusuf
et all (2007), TQM has been used since its inception as a strategy for
maximizing client satisfaction, improving product quality, and increasing
productivity, however, the improved healthcare system and adoption of
TQM practices faced several hurdles that affected its effectiveness (Al-
bejaidi 2010). The inadequacy of Saudi medical experts, skilled health
workforce, and staff turnover are some of the most significant obsta-
cles to TQM adoption (Albejaidi 2010). This implies a linkage between
employee empowerment and TQM. This philosophy is well enshrined
in Luthans et al| (1995) (cited in Yue et al| (2011)), who defined it as a
“participative system whereby all employees are empowered to take re-
sponsibility and contribute towards quality management in the organiza-
tion”. Empowerment is a human resource management (HRM) strategy
that includes the transfer of authority and control from the upper-
level to lower-level personnel in an organization (Geralis and Terziovski
2003). Moreover, Pramuka and Adawiyah (2012) posit the integration
approach of HRM with TQM implementation is key for the successful
implementation of the TQM program. Both quality and innovation are
crucial to a sustainable organization and a competitive advantage in this
rapid technological change era. Al-Swidi (2016) highlighted innovation
as a key component to achieving successful TQM implementation. In
both the technology and human dimensions, TQM practices help to de-
velop cultures and environments that support innovation (Soreshjany
and Dehkordi 2014). Kaynak (2003) perceived innovative behavior and
TQM to serve the same purpose, thus, both seek to integrate organi-
zation objectives and functions to satisfy the customers and increase
competitive advantage. The relationship between innovative behaviors
and TQM determines organization performance and development (Kim
and Park 2017). Prior studies found that TQM positively affects in-
novative behaviors (Abrunhosa and Moura E. S4 2008, Lépez-Mielgd
et al! 2009, Martinez-Costa and Martinez-Lorentd 2008). For instance,
Kakkar et al. (2020) documented that TQM had a significant positive
influence on the innovative behaviors of employees such as building cus-
tomer relationships, increasing performance, and devising novel ideas
that enhance the organizations’ development. It is widely accepted that
TQM implementation is essential to ensure organizational efficiency (Al
Ali 2014). The focus of TQM is continuous improvement within the
organization to ensure high-quality processes and products, which ex-
pands the company’s competitive advantage in the global market (Kotler
and Keller 2000). Furthermore, with the world’s rapidly evolving and
increasing complexities, there has been widespread adoption of TQM
practices in enterprises, hospitals, organizations, and companies over
the last few decades. The healthcare system has grown increasingly
challenging to manage due to rising competitiveness and dynamism in
medical science, as well as higher customer expectations. Despite sig-
nificant investments in healthcare, quality healthcare delivery is often
perceived across the world as substandard, ineffective, and inefficient.
The situation is direr in Sub-Saharan Africa (Dominic et al! 2019, Ogaii

et al! 2015, Faruk et al! 2020). To preserve and maintain great health-
care, there is a clarion need for reform in the way it is administered but
most studies focused on the relationship between TQM and satisfac-
tion/performance, with little to no emphasis on the role of innovative
work behaviors and employee empowerment (Jahanshahi et al| 2011).
Based on quantitative data from teaching hospitals in Ghana, this study
contributes to the existing literature by examining the relationship be-
tween TQM and customer satisfaction incorporating the mediating
and moderating effects of innovative work behaviors and employee

empowerment.

2 | THEORY BACKGROUND AND
HYPOTHESES

21 | Top Management Commitment Prac-
tices and Customer Satisfaction

The primary function of management is to provide leadership to subor-
dinates to achieve the organization’s long-term goals. As a result, many
researchers have different perspectives on leadership. Leadership estab-
lishes a vision and environment that encourages people to contribute
to organizational goals and nurtures both their ability to do so and their
well-being. If management and staff cooperation and commitment are
critical for the execution of TQM and organizational performance, em-
ployees are motivated to do a good job if they have the right tools and
systems to do so (Afsar and Masood 2018). Afsar and Masood (2018)
went on to say that management may include hiring the right people, as-
signing the right job functions to the right people, offering management
coaching, and providing the right finance to carry out the right functions
within the organization, providing the right incentives for employees,
and creating the right environment to implement quality management
systems.

Management should understand how to encourage employees to be
innovative for the sake of the company and how to instill a sense of
R&D in them. Employee learning and performance can also be improved
by changing the leadership style, indeedmanagers’ interactions with em-
ployees influence them in a way that supports and facilitates employees,
resulting in positive workplace behaviors and attitudes (Pastoriza et al
2008).

A leader-member exchange (LMX) model describes employees’ per-
ceptions of manager behavior and its quality. High-quality LMX is
mutual trust and respect among employees and managers, while low-
quality LMX is the opposite, resulting in poor performance and negative
perceptions of the workplace among employees. Leaders can use dig-
ital tools to develop interpersonal, competence, and systems trust
with their employees and customers (Lissillour and Sahut 2023). To
achieve high-quality performance and continuous improvement, man-
agement must perform their role, go beyond the usual purposes of
supervision, and not only control but also facilitate their employees’
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learning (Lissillour and Rodriguez-Escobar 2020). Effective top manage-
ment commitments include knowledge-sharing behavior (Guechtouli
and Purvis 2024), feedback, recognition, advising, empowering, and car-
ing responses, which results in employee motivation to achieve their
goals.

For a workplace that requires more innovative capabilities, manage-
ment commitment has become critical (Wang et al| 2015). According
to (Zlatanovi¢ and Mulej 2015), socialization activities are important
for enhancing employees’ tacit knowledge, and socialization between
subordinates and managers can help the coaching relationship. Em-
ployees require work-related and complex tacit knowledge held by
managers, which can be shared through informal interactions between
managers and subordinates, especially when employees are required to
execute innovative ideas or convert creative ideas into a specific and
viable product (Rodriguez-Escobar and Lissillour 2022). Furthermore,
an empirical study reveals that a manager’s orientation to encourage
knowledge-sharing behaviors among employees has an impact on em-
ployees’ innovative behaviors (Lissillour and Ruel 2023). As a result,
management should encourage innovative behavior and make it easier
for employees to learn at work because of daily interactions between
subordinates and managers. In contrast to employees who perceive low
Management commitment, employees who find their manager helpful
and supportive become more committed to the pursuit of innovation
(Wang et al! 2015), hence:

Hypothesis 1: There is a positive relationship between total manage-

ment commitment practices and customer satisfaction.

2.2 | Training and education practices and
Customer Satisfaction

Psychogios and Priporas (2007) belong to the school of thought that
believes that training is the single most important component of To-
tal Quality Management. They stress the importance of quality training
to keep up with the ever-changing business environment in which a
company operates. Technology, business structures, and, most impor-
tantly, workers may all change. According to Franco and Haase (2016),
to improve their quality, institutions must conduct a needs assessment
analysis. These researchers emphasized that a company’s continuous
improvement cannot occur unless training is a priority for management.
Leadership should take the initiative to assess each employee’s ability
to carry out his or her responsibilities.

TQM companies should provide all their employees with the neces-
sary training to help them perform better in their jobs. Firms achieve suc-
cess through effective management training and quality improvement.
Employees’ effective knowledge and learning capability will ensure the
firm’s quality management sustainability. Further to that, learning orga-
nizations adapt quickly to changes and develop distinct behavior that
sets them apart from other businesses and allows them to achieve
better results. Quality is not the responsibility of a single section or de-
partment; it is also the responsibility of the entire organization. Based

on the findings of the training needs assessment, all employees should

receive training (Criado and Calvo-Mora 2009). Employees who have
received effective training are familiar with the industry and the firm’s
structure. Besides that, effective training will increase employee loyalty,
motivation, and modify behavior, as well as innovative work perfor-
mance. Employees’ full participation at the beginning of the project
would be more fruitful if they were trained in producing dependable and
high-quality products and/or services.

As an important aspect of a health organization, human resources
organize training programs to assist employees in improving their skills,
capabilities, and competencies while working with limited resource
management (Bos-Nehles and Veenendaal 2019). To determine the
relationship between training and innovative behavior, Singh (2019)
conducted a cross-sectional study with 199 respondents from India’s
SME sector. According to the study’s findings, human resource practices,
particularly training, are positively associated with employees’ innova-
tive behavior in the SME sector, where capital for development policies
is relatively limited.Azevedo and Shang (2019) conducted an empirical
study in Canada, collecting data from employees of an energy company.
Employees’ innovative behavior is significantly improved by training
programs. The impact of training programs on employees’ innovative
behaviors was investigated by Bos-Nehles and Veenendaal (2019) and
they found that training perceptions are strongly linked to employees’
innovative behavior, thus:

Hypothesis 2: There is a positive relationship between Training and
Education practices and customer satisfaction.

2.3 | Performance Management System
(PMS) practices and Customer Satisfaction

Through the feedback it provides, PMS can explain and predict
knowledge-sharing, fostering individual EIWB, indeed organizations
that encourage knowledge-sharing both within and outside their bound-
aries are more likely to develop innovation and, as a result, achieve
better performance (Radaelli et al! 2014). Social interactions are gov-
erned by reciprocity norms so when employees receive feedback via a
PMS, they will feel obligated to return "the favour,” adopting positive
attitudes and behaviors toward the organization, such as providing new
information and ideas that promote innovation (Radaelli et al, 2014).
Furthermore, Chen and Huang (2009) argued that the stress that em-
ployees feel when they know they will be the subject of a PMS can be
beneficial. This pressure motivates them to take on new challenges and
tasks to guide and promote EIWB. They agreed that PMS, in conjunc-
tion with other practices, contributes to the organization's increased
innovation results.

In the organization-employee relationship, Ismail and Rishani (2018)
identified unexpected reciprocity. As a result, if an employee believes
that the PMS can provide them with useful feedback, they will feel
obligated to give something directly to the organization, such as new
ideas or innovative behavior patterns. Furthermore, if the aspects eval-
uated include knowledge activities (knowledge-sharing, creation, and
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utilization), the impact of PMS on knowledge-sharing and, as a re-
sult, on employee adoption of EIWBs increases (Inkinen et al| 2015).
EIWB can be improved by receiving feedback at this level. According
to Jiménez-Jiménez and Sanz-Valle (2005), there is indeed a real cor-
relation between an organization's adoption of an innovation strategy
and the application of PMS practices, both of which are focused on
development and results.

Employee perceptions of the PMS will influence their commitment
level to the achievement of organizational goals, and, as a result, their
information-sharing and innovation behaviors. Employees will be moti-
vated and encouraged to adopt positive behaviors, such as developing
and implementing innovative ideas in their organization if they are sat-
isfied with the PMS because they will feel obligated to repay the firm
by exhibiting improved behavior, such as creative contributions (Ismail
and Rishani 2018).

Organizational rewards are widely regarded as one of the strong
motivational HR practices for increasing an organization’s employees’
innovative work behavior. "Reward and wage systems” that are prop-
erly developed and implemented in organizations have a positive impact
on entrepreneurial and creative behavior as well as organizational com-
mitment (Lissillour 2018). It is stated that if the recipient of the award
is made aware of the extent of their creativity, their creativity will
skyrocket (Eisenberger and Rhoades 2001).

Regarding reward-innovative work behavior, Janssen (2000) empha-
sized the importance of employees’ effort-reward fairness perception.
According to the study, perceptions of effort-reward fairness and inno-
vative work behavior have a positive relationship. Furthermore, employ-
ees’ sense of fairness in wage distribution increases their motivation
to demonstrate commitment to the organization and creative work be-
havior. Organizational commitment and innovative work behavior can
be boosted by a fair and balanced salary distribution. Promotions and
incentives encourage employees to engage in more innovative work
practices, hence:

Hypothesis 3: There is a positive relationship between Performance

Management System practices and customer satisfaction.

24 | Supplier Management (SM) practices
and Customer Satisfaction

The cooperation between businesses and manufacturers is enhanced
by supplier management. To accomplish this, it is necessary to permit
supplier participation and involvement in the design and manufactur-
ing processes. The acquisition of raw materials that satisfy the needs
of the organization is aided by supplier relationship management (Kay-
nak 2003). Managing supplier relationships is used to facilitate tasks like
working with suppliers to make sure that customers’ expectations are
met, managing supplier relationships, involving suppliers in the product
development process, establishing strategic partnerships with suppli-
ers, and improving process management, which collectively contributes
significantly to customer/employee satisfaction and profitability (Javed
et al: 2019).

Supply management entails lowering and improving the efficiency of
supplier relationships to manage the supplier base, developing strategic
alliances with suppliers (Javed et al| 2019), "collaborating with suppli-
ers so that expectations are met” and engaging suppliers early in the
product development process to capitalizing on their capabilities and
expertise (Zaid et al! 2020). Inputs from suppliers make up the first
stage of a company’s product and/or service production. High-quality
input yields high-quality outputs in the form of goods and/or services.
To actively participate in this process, suppliers should adopt TQM
practices. Suppliers can implement quality management and deliver
dependable, high-quality goods and/or services on schedule by using
effective supply management techniques.

In terms of operational performance, inventory management perfor-
mance, innovation performance, and overall firm performance, supplier
management is advantageous (Chienwattanasook and Jermsittiparsen
2019, Hassan and Jaaron 2021, Dawabsheh et al! 2019, Zehir and
Sadikogly 2012), thus:

Hypothesis 4: There is a positive relationship between Supplier
Management practices and customer satisfaction.

2.5 | The mediating role of EIWB on TQM
and customer satisfaction.

Using survey methods and statistical analysis such as correlation and
multiple regression analysis, Topalovid (2015) examined the implemen-
tation of total quality management to enhance the performance of
production and the level of customer satisfaction. It was found that
top management commitment, courtesy, and responsibility towards the
customer are significant drivers of customer satisfaction. Talhg (2004)
explained that TQM practices “are set of activities of management and
processes designed to focus an entire organization and all of its em-
ployees on providing products and services that do the best possible
job of satisfying customers”. Customer Satisfaction, as argued earlier,
is influencing a repurchase or the intention to repurchase a product
or a service by a customer. TQM practices seek continuous improve-
ment in the quality of the organization’s processes, services, products,
and people. Therefore, organizations that practice TQM establish and
accomplish high customer satisfaction.

According to Zaid et al| (2020), in practicing TQM, top manage-
ment’s strong commitment is crucial. This leads to customer satisfac-
tion and higher-quality performance. More so, continuous training and
education had a positive impact on the organizational culture and per-
formance and achieving customer satisfaction. This makes Al-Fawaeer
et al! (2012) conclude that there is a positive significant influence of
practices of TQM on customer satisfaction.

When knowledge workers seek to explore opportunities with open-
ness and creativity, they exhibit innovative employee work behavior
(EIWB) (Zaid et al: 2020). Kim and Park (2017) found that when knowl-
edge workers are given resources and time to begin generating and im-
plementing beneficial innovation alternatives, they demonstrate EIWB.
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Strong competitive drivers are causing significant changes in the health-
care delivery industry, prompting existing organizations to investigate
how to increase EIWB to accelerate innovative approaches to meet mar-
ket demands, build customer relationships, and increase performance,
market share, and profitability while lowering the cost of doing business
(Gerstein and Friedman 2017). Organizational leaders must foster an in-
novative (constant research and development) culture that responds to
fluctuating market demand for the organization to survive (A. Agarwal
2014). Thus, the above studies suggest that TQM practices positively af-
fect customer satisfaction and also EIWB affects customer satisfaction,
hence:

Hypothesis 5a-d: The positive relationship between all the dimen-
sions of TQM practices with customer satisfaction will be partially
mediated by EIWB.

2.6 | The Moderating Role of Employee
Empowerment.

The notion of employee employment states that an employee has the
"capacity to mobilize resources to get things done” when working for a
company (Kanter 1993). For an organization to achieve customer satis-
faction, the organization’s human resource department should prioritize
smart hiring and employee empowerment (Siegall and Gardner 2000).
Human resource management contributes significantly to customer sat-
isfaction through recruiting and developing top-tier personnel, as well
as training and empowering this talent. Daoud Abu-Doleh (2012) as-
serts that human resource policies such as employee empowerment
when combined with other TQM techniques, have a major impact on
an organization’s desire to achieve customer satisfaction. In addition,
Daoud Abu-Doleh (2012) asserted that employee empowerment has
an impact on the application of TQM procedures in organizations. Em-
ployee empowerment is beneficial to the organization because it allows
for the efficient application of TQM procedures, which in turn improves
the overall quality performance of the organization. In his view, empow-
ered employees would "create an environment in which employees can
make educated judgments.” Thamizhmanii and Hasan (2010) went on to
argue that empowered employees will improve the effective application
of TQM methods by eliminating role ambiguity, boosting job satisfac-
tion, encouraging job involvement, and decreasing employee turnover
intentions (Thamizhmanii and Hasan 2010) . These characteristics will,
over time, have a favorable impact on the overall performance of the
company and, as a result, will improve the business’s ability to achieve
customer satisfaction through the application of TQM practices.

To be effective, Total Quality Management necessitates the full par-
ticipation of all stakeholders in the organization, particularly employees.
Adza-Awude (2012) argued that everyone in the company should be
structured to allow for improvement in how they execute their jobs
and meet customer requirements and needs. Employee involvement can
thus be defined as the degree to which employees are given the freedom
to participate in the production process decision-making, thus:

Hypothesis 6: The positive relationship between Total quality man-
agement (TQM) and customer satisfaction is moderated by employee
empowerment.

Employees who are completely dedicated to their jobs are engaged.
Physical, cognitive, and emotional commitment are examples of em-
ployee engagement. Empowerment is also another important precur-
sor to engagement, according to Stander and Rothmann (2010), even
though empowered employees are much more engaged and commit-
ted to their jobs and roles. According to Stander and Rothmann (2010),
more research is needed to better understand how LMX impacts em-
powerment and job commitment, both of which can promote EIWB.
Leaders can achieve workplace engagement/job commitment through
higher-level, trust-based LMX relationships., thus:

Hypothesis 7: The positive relationship between innovative em-
ployee work behavior and customer satisfaction is moderated by em-
ployee empowerment.

The conceptual framework for the study was underpinned by the
theories used in the study (Structural Empowerment theory and Leader-
Member Exchange theory) to describe the direct effects of TQM on
customer satisfaction, and the mediating effect of IEWB on the direct
path. Employee empowerment was modeled as the moderator in this
study (see figure 1).

The framework has two (2) groups of control variables. The first
group of control variables related to the mediator (Innovative Employee
Work Behavior) were gender, sex, and education. On the other hand,
the second group of control variable were related to the outcome vari-
able (Customer Satisfaction). These were the size of an organization,

customer service, type of organization, and brand of the organization.

3 | RESEARCH METHODOLOGY

The research approach was quantitative, and the research design used
in the study was a cross-sectional study design. The study used the
five (5) teaching hospitals in Ghana; Korle Bu Teaching Hospital (KBTH),
Komfo Anokye Teaching Hospital (KATH), Cape Coast Teaching Hospi-
tal (CCTH), Ho Teaching Hospital (HTH), and Tamale Teaching Hospital
(TTH). The target population used for the study was the staff of the
teaching hospitals who are in management positions (Supervisors, Man-
agers, Senior Managers, and Directors). In all, the study used 400
participants: 177 Supervisors, 95 Managers, 70 Senior Managers and
58 Directors. The study participants were selected using a multi-staged
sample procedure. That is, the study employed the stratified random
sampling procedure, proportionate sampling procedure, and simple ran-
dom sampling procedure. Self-administered structured questionnaires
were used to collect data from the study participants. The questionnaire
was designed to cater to common method variance using the recom-
mendations made by Podsakoff and Organ (1986), such as the use of
multiple scale formats and reverse-coded items. The questionnaire was

constructed with items from the literature, see table 1.
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FIGURE 1 Conceptual framework.

TABLE 1 Operational Variables and Sources

Operational Variable Number of Items

Source

Top Management Commitment 5 items
Performance Management System 7 items
Training and Education 6 items
Process Control & Continuous Improve- 4 items
ment

Supplier Management 8 items
Innovative Employee Work Behaviour 10 items
Employee Empowerment 18 items
Customer Satisfaction 6 items

Adapted from Were (2003); Kerry and Nathaniel (2006).
Adapted from Tziner & Kopelman, (2002); Pulakos &
O'Leary, (2011).

Adapted from Cervend (2011); Stavrou et al. (2004).
Adapted from Balbastre and Moreno Luzén (2003); Schalk
and Dijk (2005).

Adapted from Hoegl & Wagner, (2005); Flynn et al., 1995,
Goo et al. (2006)

Adapted from Janssen, (2000); Scott & Bruce (1994)
Adapted from Pilerot & Limberg (2010); Bock et al. (2007).
Adapted from Khadka & Maharjan (2017); Oliver (1997).

Data collected was entered, managed, and analyzed using SPSS v26
and AMOS v24. Data were inspected for both completeness and consis-
tency. The data collected were subjected to Kolmogorov-Smirnov Test,
Kaiser-Meyer-Olkin (KMO) measure of sampling adequacy test, and
Bartlett Test of Sphericity. Then, reliability and validity tests were run
using the guidelines recommended by Hair Jr et al| (2014). To ensure
that ethical principles were upheld, the researcher obtained an introduc-
tory letter from the Institution. Again, approvals were sought from the
various Institutional Review Boards (IRB) of the various Teaching Hospi-
tals. Written informed consent was sought from the study participants

after a full explanation of the study and their role in the study had been
given. Also, participants were not coerced to participate and were made
to understand that can withdraw from the study at any point in time
and for whatever reason without prejudice. Confidentiality of any infor-
mation provided by the participants was upheld and their privacy and
anonymity were ensured in the collection, storage, and publication of
the data.
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3.1 | Demographic characteristics

Table 2 shows the demographic characteristics of the respondents
used for the study regarding their sex, age, highest educational level,
job title/role, job description, years worked, size of the organization,
brand of the organization, perceived performance of the organization,

organization’s customer service and the name of the organization.

3.2 | Test of Normality
The Shapiro-Wil test suggested that the data set for all of the constructs
used in the study were normally distributed, as evident from Figure 2

below.

3.3 | Descriptive statistics

A clear description of the data shows that each item was intact and free
from errors. Wrong entries were corrected, and missing value anoma-
lies were also resolved. Subsequently, the individual constructs were
used to assess the normality of the data. A test of normality was con-
ducted on the data spread for all the measures in the questionnaire. The
tests for skewness and kurtosis are shown in Table 2. The data were nor-
mally distributed since the skewness and kurtosis were approximately
between -1 and +1 (Table 2).

4 | RESULTS

4.1 | Regression Analysis (Mediating)

The study conducted a regression analysis which looked at the path-
way of the hypothesis. From the results, the researcher examined the
direct effect of the control variables (Gender, Age, Education, and Po-
sition) of the mediator (ie IEWB) and the outcome variable (Customer
satisfaction). From table 3, none of the control variables had a direct
effect on customer satisfaction. That is, Gender (B = 0.094; t-value =
1.495, p > 0.05), Age (B = -0.042; t-value = -1.143, p > 0.05), Educa-
tion (B = 0.045; t-value = 1.356, p > 0.05), and Position (B = 0.020;
t-value = 0.013, p > 0.05) did not have a direct effect on customer
satisfaction. Table 3 indicates that Top Management Commitment (8
= 0.454; t-value = 10.144, p <0.000), showed a direct effect on cus-
tomer satisfaction. Further, with innovative behavior as a mediator, Top
Management Commitment (B = 0.323; t-value = 8.372, p <0.000). Also,
innovative employee behavior (B = 0.247; t-value = 4.603, p <0.000), af-
fected customer satisfaction. Top Management Commitment, mediated
by innovative employee behavior, which affected customer satisfac-
tion, showed an R2 =34.8% which explains the variance in customer
satisfaction. Also, Training and Education (B = 0.292; t-value = 6.222,
p <0.000), showed a direct effect on customer satisfaction. Further,

with innovative behavior as a mediator, Training, and Education (B =

0.289; t-value = 7.405, p <0.000). Also, innovative employee behavior
(B = 0.335; t-value = 5.929, p <0.000), affected customer satisfaction.
Top Management Commitment, mediated by innovative employee be-
havior, which affected customer satisfaction, showed an R2 =34.8%
which explains the variance in customer satisfaction. Supplier Manage-
ment (B = 0.217; t-value = 4.553, p <0.000), showed a direct effect
on customer satisfaction. Further, with innovative behavior as a media-
tor, Supplier Management (B = 0.301; t-value = 7.917, p <0.000). Also,
innovative employee behavior (B = 0.360; t-value = 6.179, p <0.000), af-
fected customer satisfaction. Top Management Commitment, mediated
by innovative employee behavior, which affected customer satisfaction,
showed an R2 =0.369 which explains the variance in customer satisfac-
tion. Lastly, the Performance Management System (8 = 0.306; t-value =
6.555, p <0.000), showed a direct effect on customer satisfaction. Fur-
ther, with innovative behavior as a mediator, Supplier Management (B =
0.285; t-value = 7.280, p <0.000). Also, innovative employee behavior (B
=0.331; t-value = 5.903, p <0.000), affected customer satisfaction. Sup-
plier management, mediated by innovative employee behavior, which
affected customer satisfaction, showed an R2=34.3% which explains
the variance in customer satisfaction.

4.2 | Moderation Analysis

The moderation analysis was performed to analyze the moderation ef-
fect of employee empowerment on the relationship between IEWB and
Customer Satisfaction. The data was analyzed using the enter method
procedure. The results of the regression analysis in Table 4 present the
R2 to show the proportion of variance accounted for by the variables.
The F-value presents a number from zero and above to indicate the ra-
tio of the mean of regression of squares when divided by the mean of
the error sum squares. The AF-Value indicates the test of AR2 with an
F-test where a significant change in the F-value signifies how the addi-
tion of variables in the regression model improved the model prediction.
While the degree of freedom (df) shows the estimate of independent
values used in the estimation, the Durbin-Watson was used to test
the key assumption of independence of the residuals. Even though the
value of Durbin-Watson should not be less than 1 or greater than 3,
the rule of thumb indicates that values between 1.5 and 2.5 are rela-
tively considered normal. Table 4 presents the regression analysis of the
direct effect of innovative employee work behavior on customer satis-
faction and how this effect is moderated by employee empowerment.
Employee empowerment is measured by three constructs; Line of infor-
mation, Availability of support and resources, and opportunity to learn
and grow. The regression analysis was conducted in four models. From
the table below, the interaction effects between the mediator (IEWB)
and the constructs of employee empowerment were not significant. The
plausible explanation for this finding is that the proxy-dependent vari-
able (IEWB) and the TQM constructs may have aspects that cut across

the employee empowerment constructs.
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TABLE 2 Descriptive Statistics of the Scales
Scales No. of items M (SD) Skewness Kurtosis
Total quality management practice
Top management commitment 5 3.36(.76) -.116 -.82
Training and education 5 3.5(.73) -.026 -.634
Supplier management 8 3.3(.72) .074 -.704
Performance management system 7 3.6 (.76) -.254 -.557
Innovative Employee Work Behaviour 10 3.7 (.66) -421 -.106
Employee empowerment 18 3.5(.71) -.215 -.691
Customer satisfaction 6 3.5(.73) -.179 -.534
5 | DISCUSSION 51 | A positive relationship between total

The study focused on assessing the impact of TQM practices on cus-
tomer satisfaction. Also, the study focused on understanding the rela-
tionship between TQM practices and customer satisfaction through the
mediating route of innovative work behaviors as well as the moderating
role of employee empowerment. All the hypothesis were validated, ex-
cept one (see table 5). Below is a discussion of the relationship between

the identified TQM practices and innovative work behavior.

management commitment practices and inno-
vative employee work behavior

Firstly, the data analysis supported the assertion that top-quality man-
agement (i.e. a component of TQM) positively influences innovative
work behaviors. Top management through its leadership and commit-
ment style facilitates innovative behaviors in the organization by en-

lightening the various managers of the different directorates to pay full
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FIGURE 3 Confirmatory Factor Analysis.

attention to employees and carve in the hearts of employees what is ex-  building work-relevant knowledge, and skills, and generating novel ideas
pected from them. Also, top management qualities such as an efficient ~ (Steffens et al| 2021). Moreover, acknowledging employees’ distinct

loop system between management and employees serve as capital for  contribution to an organization (which is also a top management quality)
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TABLE 3 A hypothesized path
Hypothesized path Direct effect ()  t-values Indirect RZ2 95% CL  95% CL  Hypothesis
effect Lower Upper testing
B
Gender = IEWB .094 1.495 NA
Age - IEWB -.042 -1.143 NA
Education = IEWB .045 1.356 NA
Position = IEWB .020 .013 NA
Top Mgt Commitment — Cus- .454 10.144™ .387 Accepted
tomer Satisfaction
Top Mgt Commitment = Innova-  .323 8.372"" NA
tive Employee Work Behavior
Innovative Employee Work Be- .247 4.603™ NA
havior = Customer Satisfaction
Top Mgt Commitment = IEWB .080 .037 129 Partial
— Customer Satisfaction Media-
tion
Training Education — .292 6.222"" .348 Accepted
Customer Satis-
faction
Training Education - .289 7405 NA
Innovative Em-
ployee Work
Behavior
Innovative Employee Work Be- .335 5929 NA
havior = Customer Satisfaction
Training Education .097 .052 154
- |IEWB -
Customer Satis-
faction
Partial Mediation
Supplier Mgt. = Customer Satis- .217 4553 .369 Accepted
faction
Supplier Mgt. — Innovative .301 7917 NA
Work Behavior
Innovative Work Behavior —  .360 6.179"" NA
Customer Satisfaction
Supplier Mgt. - IEWB — Cus- .108 .065 .163 Partial
tomer Satisfaction Media-
tion
Performance Mgt. System — .306 6.555"" .343 Accepted
Customer Satisfaction
Performance Mgt. System = In- .285 7280 NA
novative Work Behavior
Innovative Work Behavior —  .331 5903 NA
Customer Satisfaction
Performance Mgt. System — .094 .051 146 Partial
IEWB — Customer Satisfaction Media-
tion
**p<0.05, ** p<0.01, *** p<0.001.
Tfield data (2022).
further enhances the creativity of the employee and other workers (Lee 52 | A positive relationship between Train-

et al! 2021). These qualities positively influence the productivity and
innovation in the organization which consequently enhances the pro-
ductivity of the organization. The study depicts that top management
practices by the management of Korle Bu Teaching Hospital affect em-
ployees’ innovative work behaviors positively. This finding is validated
by studies (Rehman et al! 2019).

ing and Education practices and innovative em-
ployee work behavior

The findings further assert a positive relationship between training and
education programs, and employee innovative work behaviors. As en-

shrined in prior studies (Battistelli et all 2019), training and education
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TABLE 4 Analysis of Customer Satisfaction across Models

Variables Model 1 Model 2 Model 3 Model 4
B (t-values) B (t-values) B (t-values) B (t-values)
Customer service .068 (1.317) .059 (1.229) .007 (.171) .013(.350)
Type of organization -.154(-2.844)* -.063(-1.214) -.106 (-2.540)* -.108 (-2.582)*
Brand .065 (1.201) .005 (.107) .052(1.277) .056 (1.384)
Size of organization .063 (1.167) .014 (.274) -.007 (-.170) -.007 (-.186)
Innovative Work Behaviour 373 (7.475)*** 079 (1.797)* .053 (1.095)
Line of Information (LI) 408 (8.245)*** 405 (8.130)***
Support Resources (SR) .106 (2.020)*
115 (2.177)*
Opportunity to Learn Grow (OLR) .239 (4.895)***
221 (4.497)*
Innovative Work Behaviour * LI -.003 (-.052)
Innovative Work Behaviour * SR .077 (1.281)
Innovative Work Behaviour * -.144 (-2.449)*
OLR
R? .030 159 481 491
F value 2.847 13.794 42.105 31.546
Delta R? 128 .323 .010
Delta F value 55.880*** 75.290*** 2.240***
Degrees of freedom 4/367 5/366 8/363 11/360
Durbin Watson Test 2.240
* p<0.05, ** p<0.01, *** p<0.001.
Tfield data (2022).
TABLE 5 Summary of Hypothesis Testing
Hypothesis Outcome
Hypothesis 1 Accepted
Hypothesis 2 Accepted
Hypothesis 3 Accepted
Hypothesis 4 Accepted
Hypothesis 5a Accepted
Hypothesis 5b Accepted
Hypothesis 5¢ Accepted
Hypothesis 5d Accepted
Hypothesis 6 Accepted
Hypothesis 7 Not accepted
enhance innovative performance. The study portrays that at the organi- 5.3 | The positive impact of Performance

zation (KBTH), learning is promoted through training and development
activities (such as taking courses, teamwork, work experience, and un-
dertaking projects). There is wide evidence that training and education
increase job skills and knowledge as well as enhance performance (My-
ers 2018). Task-related learning promotes innovative behaviors as it
fosters employees’ sense of belonging in the organization. Employees
also take advantage of the organization and surrounding coworkers to
facilitate vicarious and observational learning (Egloffstein and Ifenthaler
2017) which enhances innovative work behavior. The results show
similar findings, through the comprehensive education and training pro-
grams launched by Korle Bu Teaching Hospital, employees benefit by
learning new job-relevant skills and thus promoting their innovative

work behaviors as well as productivity.

Management System practices and Supplier
Management practices

The findings also supported the assertion that performance manage-
ment systems (a component of TQM practices) positively influence em-
ployee innovative work behavior. TQM practices are where employees
have incorporated strategies of organizational effectiveness in accom-
plishing their visions and goals. Tracking and evaluating individual and
organizational performance on account of meeting set goals can influ-
ence innovative work behaviors in the organization since it establishes a
bar for employees need to exceed to be recognized as productive in the
organization. Moreover, incorporating employees in strategic organiza-
tional effectiveness planning highlights the importance of the employ-
ees in accomplishing the missions of the organization, thus, fostering

innovative behaviors by the employees (Lissillour; 20213). Performance
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management such as performance appraisal has been documented to
positively influence work behaviors as it identifies individual responsi-
bilities, objectives, and required behaviors to achieve the organization’s
goals, indeed these appraisals pressure or compel employees to be inno-
vative and ultimately result in individual creativity and innovation in the
workplace (Curzi et al: 2019). The results imply that using performance
management appraisals to measure the competence and importance
of employees in their role in the organization positively affects their
innovative work behavior and ultimately the productivity of the organi-
zation. Supplier management practices were found to positively affect
innovative work behavior which is essential for organizations to have a
competitive advantage in the modern world market. With globalization,
organizational processes have become more dynamic and complex re-
quiring organizations to engage with suppliers so this study aligns with
several previous studies that argue that supply management is essential

for an organization’s innovativeness (Azadegan and Dooley 2010).

54 | Employee empowerment boosts the
impact of TQM on customer satisfaction.

The study also assessed the relationship between total quality manage-
ment and customer satisfaction moderated by employee empowerment.
This implies that employee empowerment reinforces the positive im-
pact of TQM practices and customer satisfaction. Organizational TQM
has been found to positively affect the quality of products and health
services (Dubey et al! 2018) which adds value to the organization and im-
proves its capacity in the competitive market. The study not only found
a positive relationship between TQM and customer satisfaction, but it
also showed that employee empowerment reinforces this positive re-
lationship. Yue et al! (2011) also documented a relationship between
empowerment and the success of TQM practices. Customer satisfaction
improves when they have confidence in the expert and technical ser-
vices they receive, and empowering staff makes them more confident

in the services they render to the customers.

6 | CONCLUSION

This study contributes by showing that TQM practices particularly top
management commitment and performance management systems have
a positive statistical impact on customer satisfaction. That is, an im-
provement in these practices increases customer satisfaction in the
facilities. Also, using innovative employee work behavior as a mediat-
ing factor, there was a positive significant impact of top management
commitment, training and education, supplier management, and perfor-
mance management system on customer satisfaction among the teach-
ing hospitals in Ghana. Lastly, it is concluded that the impact of TQM
practices on customer satisfaction through innovative employee work
behavior is increased or improved through employee empowerment.

As empirically demonstrated in the study, management commitment

enhances employees’ innovative behaviors. Managers’ readiness to re-
dress issues faced by employees was highly evident in the study. This
generally improves employees’ well-being (both physical and mental),
consequently boosting their productive capabilities and input to the or-
ganization. Moreover, the strategic leadership style has been known
to combine various productive factors efficiently. This can potentially
promote innovative behaviors (such as identifying key problems and
creating novel ideas). This study further demonstrates the importance
of training and education in organizations and the use of special-
ized structures to systematically deliver on-the-job training is essential
for enhancing workers’ productivity (Rodriguez-Escobar and Lissillour
2022). It equips workers, particularly junior and new staff with the
right knowledge and skill set to efficiently perform their assigned tasks.
Health facilities must organize training programs and give opportuni-
ties to further their education. The benefits of training and education
are not limited to individual employees but also contribute to boosting
organizational capabilities. The findings assert a positive relationship
between suppliers’ management and innovative employee work behav-
ior. The goal of every organization is to meet customer satisfaction.
Suppliers are vital for achieving the goal. Quality suppliers guarantee
the provision of high-quality and standard inputs that streamline oper-
ating procedures. Quality suppliers guarantee the provision of quality
and standard input materials that facilitate operational processes. Ad-
ditionally, involving suppliers in product development can result in the
development of new methods for new tasks and the implementation
of creative ideas. Health facilities are encouraged to put measures in
place to ensure proper supply management and involve them in prod-
uct development. One of the efficient ways to promote innovative work
behaviors among employees is performance appraisal. Through perfor-
mance, review employees realize their strengths and weaknesses and
consequently improve upon themselves. Also, it creates an avenue for
managers to acknowledge and commend employees on their good work.
This fuels employees to be more productive in their respective tasks.
Moreover, having an appraisal system in place keeps workers in check
since their actions do not go unnoticed. Hospitals must ensure proper
performance management systems. Employees’ effort-reward fairness
perception should be important to hospitals. Overall total quality man-
agement is highlighted to affect customer satisfaction through its in-
fluence on innovative employee work behaviors. Quality management
enhances employee innovative behaviors. As discussed earlier, a man-
ager’s orientation to encourage knowledge-sharing behaviors among
employees has an impact on employees’ innovative behaviors. Quality
management practices such as commitment, coordination, supply man-
agement, and performance appraisal have an impact on innovative work
behaviors. The first point of interaction between customers and the
organization (in this case healthcare facilities) is the workers. Manage-
ment can enhance customer satisfaction through its employees. Thus,
promoting innovative behaviors among employees results in consumers’
patronage of services and products. Even though the study posits a

positive relationship between total quality management and customer
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satisfaction, the asserted relationship exists only when there is a promo-
tion of employee empowerment above a certain threshold. This implies
that total quality management does not significantly influence customer
satisfaction at all levels. Health organizations are therefore encouraged
to promote EIWB and the competence of their staff actively. More-
over, high levels of EIWB can result in job satisfaction as well as strain
turnover intentions. This can consequently have a significant positive
toll on customer satisfaction. Finally, this study is not without limitations
which lead to venues for future research. Although the sample size was
rightfully specified using sampling techniques, a much larger sample size
may have yielded more significant results. The study employed a cross-
sectional study design, which focused on a particular group of people
drawn from the various teaching hospitals and as such makes it diffi-
cult to draw inferences about the direction of causality. Future studies
may examine the impact of TQM practices on customer satisfaction in
a longitudinal approach. The study was limited to the five main teaching
hospitals in Ghana, so future studies could gather data from different
countries and compare results across markets (Cui et al. 2022). Future
studies may include data from other healthcare facilities such as primary
and secondary healthcare facilities. Lastly, future studies should engage
in collective research (Beaulieu et al! 2024)to investigate the influence
of TQM practices on customer satisfaction while providing a more soci-
ological understanding of the power structure (Lissillour 20213, Monod
et all 2023) and institutional context (Lissillour and Rodriguez-Escobar
2020, Wang 2024)within which these practices take place.
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