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Abstract

Previous studies have showed that selecting the influential factors related to knowledge management (KM) uses and
total quality management (TQM) practices has been always a critical task for researchers. To the best of the authors’
knowledge, there are few papers that review the concept of knowledge management uses on total quality
management practices. Based on a comprehensive literature review, this study aims to highlight the important factors
related to knowledge management uses on total quality management practices. This study identified knowledge
acquisition, knowledge storage, knowledge transfer and knowledge application as the most important knowledge
management uses. While customer satisfaction, training and employees education, commitment of top management,
team work and continuous improvement were considered to be the most important TQM practices. This study
provides a holistic picture for future researchers in selecting the popular related KM uses and TQM practices. This
will help them build a strong knowledge in this area in order to develop theoretical basis for their future research.
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1. Introduction

In the past two eras, absence of knowledge prevailed two times: first, when a great number of employees were fired
as a result of reducing their numbers and consequently, most of the needed knowledge was not available in the
organizations (Abbasi et al, 2015; Alenezi et al, 2015). Second, when machines started to take the place of human
workers in production lines. So, organization flexibility became absent (Obeidat et al., 2014). Just like knowledge
itself, knowledge management is difficult to define (Al-Busaidi, 2010). The working definition of knowledge is that
knowledge must involve an agent, who uses it to perform the actions necessary to reach a goal (Abu-Shanab et al,
2014). Knowledge can and should be assessed by the choices or activities to which it leads (El-Masri et al., 2015;
Altamony et al., 2016). Though, describing what knowledge management understands may be somewhat
unpretentious than defining knowledge on its own. The idea of management gives us a preliminary idea when
considering, for example, the actions that make it up, clarifying the procedures for creating and displaying its key
objectives without the need to express what is understood by knowledge. Therefore, there are more concepts and
explanations on knowledge management than just on knowledge (Masa’deh et al., 2015), while these are not always
clear as there are many expressions associated with the concept (Al-Busaidi & Olfman, 2005; Lloria, 2008).

The effective adoption of KM in an organization works as a change agent that could simplify the achievement and
development of quality practices (Al-Salti & Hackney, 2011). But to confirm the achievement in launching a KM
initiative, the first thing to do, is to learn from the successful and unsuccessful implementation of total quality
management (Shannak et al., 2014). The second thing to be aware of is that 80% of the efforts of a KM initiative
must be made on the people aspect of it and only 20% of efforts needs to be dedicated to technology (Hajar et al.,
2016). Technology is an enabler for successful KM as well as a catalyst for its emergence (Wilson, 2010).

Knowledge serves several capacities, such as complexity, ancient sense, judgment and elasticity which considered as
an important tool to achieve success in a highly fast growing global economy. On the other hand, total quality
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management (TQM) may be defined as a holy organization philosophy which seeks always to be upright in
organizational improvement (Kaynak, 2003). When leaders of a society want to reflect the idea of knowledge
management, they must develop precise policies in accordance with that idea and provide the staff with adequate
needed capitals (Masa’deh et al., 2016). However, the leaders can neither control the course of the knowledge nor
control to what degree they are following these policies. The only thing they can do is to inspire the workers to
follow the selected strategies or encourage them to self-organize and how they should work with knowledge
management (Danish et al. 2014). There is no single path to achieve total quality within an organization. There are
no hard and fast rules to follow to become a world class company. The only constants are basic guidelines, that,
when followed, lead to success. This is because all organizations have their own cultures, people, and technologies.
What may work well for one company will not necessarily work for another (Pekar, 2005).

To the best of the authors’ knowledge, there are few papers that review the concept of knowledge management uses
on total quality management practices. Based on a comprehensive literature review, this study aims to highlight the
important factors related to knowledge management uses on total quality management practices. This study provides
a holistic picture for future researchers in selecting the popular related KM uses and TQM practices. This will help
them build a strong knowledge in this area in order to develop theoretical basis for their future research.

The rest of the paper is organized as follows. Section 2 provides a review of the literature related to the concept of
knowledge management and identify the most important KM uses in the literature. Section 3 reviews the concept of
total quality management. Before concluding the paper in section 5, section 4 study the relation between KM uses
and TQM practices.

2. Knowledge Management (KM)

The participation incompetent knowledge is an advantage for achieving success (Masa’deh et al., 2016). Hence, great
attention must be given to proper methods of knowledge management, KM is just like the absolute knowledge,
difficult to define (Al-Busaidi et al., 2010). The proper definition of knowledge must involve an agent, who uses
knowledge to perform the necessary actions to reach a goal (Obeidat et al., 2016). Knowledge must be evaluated
according to decisions and actions which will lead to achieving success (Davenport and Pruzak, 1998). However, as
mentioned before, defining what involves knowledge management may be easier than defining knowledge in general.
The subject matter of management provides us a starting point when considering, for instance, the activities which
make it successful, explaining the processes of innovation or showing its main goals and objectives without the need
to define what is understood by knowledge. However, in literature there are many ideas and definitions for KM than
just on the absolute knowledge, although these definitions are not always clear as there are many terms related to the
concept (Loria, 2008). KM is a significant factor for organizations to make sound decisions about how and when to
come up with new acknowledges and utilize it in its activities (Frey, 2001). Accordingly, the role played by
knowledge management through operations and practice achieve great results in the regulatory area as being the
factors which enrich and enhance productivity (Shannak et al., 2012).

The number of definitions for knowledge management which researchers have come up with reflects their views
toward the way they conduct their activities. Knowledge management deals with any intentional set of practices and
processes designed to optimize the use of knowledge, in other words, to increase allocative efficiency in the area of
knowledge production, distribution and use" (Young, 2013, p. 3). Also knowledge management is "the process of
capturing, organizing, and storing information and experiences of workers and groups within an organization and
making it available to others (Masa’deh et al., 2016). Knowledge management is also defined as a set of activities
organized by which is to find the best combination and linking of information and intellectual resources, by entering
a room focused and complex operations, which include access to the underlying and the implicit of the human mind
knowledge and turn it into knowledge of the phenomenon can be stored and shared with beneficiaries, and then apply
the best, to be the competitive ability of the organization (Frey, 2001, p.39). Cheung et al (2008) view the concept of
KM from the perspective of the customer service management, as has been represented in the form of a pyramid of
three layers: First layer: data assimilation and public information services which provide services to customers on the
data and information form, any knowledge of the phenomenon of support for the decisions they make, as in most of
the banks. The second layer: Consulting services which provide customers with advisory services with proposed
solutions to the problems, and use knowledge-based industrial in the system design systems. The third layer:
knowledge and service managers and no experience in organizations that provide their customers experience, and
specialists here have to keep up that business developments, and the ongoing work of the quality of service
improvements.

Although knowledge is a complicated concept to be defined and measured, the definitions of knowledge range from
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conceptual to practical and from narrow to broad (Masa’deh et al., 2015). Then knowledge will be defined as truth,
beliefs, personal experience, information, and data (Wiig, 1993; Yang, 2003). The concentration in this study is on
the definition that covers the most aspect of knowledge which defines knowledge as “a fluid mix of framed
experience, values, contextual information, and expert insight that provides a framework for evaluating and
incorporating new experiences and information” (Davenport and Prusak, 1998, p.5).

Hibbard (1997) assumed as a fact that KM to be the process of apprehend, an organization’s collective expertise and
distribute it in order to come up with the best of it as much as possible. According to Tiwana (2010), KM is the
supervision of creative knowledge to place commercial values and lead to a reasonable advantage. KM simplifies the
conception, communication, and request of all types of knowledge to attain business objectives. Darroch and
McNaughton (2005) considered that knowledge management is the management purpose that generates, detects, and
manages the idea of knowledge within a society to encompass that knowledge is used efficiently for the long-term
benefits of the organization. As a result, KM is a policy of granting the right knowledge to the right people in a
timely manner to help people share and put that knowledge into action in ways that attempt to expand organizational
performance (O’Dell and Grayson, 2008; Tayal, Coleman & Li, 2013).

The description which was adopted is that knowledge management discusses a methodical and integrative procedure
that helps organizations to find, organize, allocate and transfer important evidence, knowledge, and expertise which
is essential for actions such as problem resolving, self-motivated learning, strategic planning, and decision-making to
accomplish the goals of the organization (Gupta et al. 2000; Danish et al. 2014).

Based on extensive review of previous research, the following Knowledge Management Uses are considered to be
the most important uses (knowledge acquisition, knowledge storage, knowledge transfer and knowledge application).

2.1 Knowledge Acquisition

Pacharapha and Vathanophas (2012) defined knowledge acquisition as the process of the development and creation
of insight, skill and relationships. For knowledge to be acquired, there should be willingness and ability of a recipient
to acquire and use knowledge are crucial elements (Gupta, 2000). During the process of knowledge acquisition, it is
important that both source and recipient should be willing to share. There are five motivational drivers that should be
taken into consideration: attitude towards knowledge sharing, cost and benefit, subjective norms and organizational
climate and perceived value of knowledge (Ford and Staples, 2010). Knowledge acquisition envisages learning from
others through interaction between recipient and source. Nonaka and Takeuchi (1995) opine that the SECI
(socialization, externalization, combination, and internalization) and models play important roles in knowledge
acquisition through interaction and collaboration with other individual systems. In knowledge-intensive institutions
such as banks, enabling environments are envisaged that allow different departments or individuals to acquire insight,
skill and relationships. Management should counter the silo mentality and allow departments to share information,
notwithstanding the privacy and secrecy policies of banks. Training and development programs inherent in banks
should pave ways for knowledge acquisition, which is consistent with the SECI and models. So knowledge
acquisition is the process used to define the rules and ontologies required for a knowledge-based system. The phrase
was first used in conjunction with expert systems to describe the initial tasks associated with developing an expert
system, namely finding and interviewing domain expert and capturing their knowledge via rules, objects, and
frame-based ontologies.

2.2 Knowledge Storage

Ernst and Young (1998) refer to knowledge management as an expansion of procedures which tie knowledge
application to business strategies. The related signification is given by Debowski (2006) who has stated that KM is a
procedure of finding, taking, organizing and distributing the intelligence assets to achieve maintainable
organizational performance. KM is also defined as a procedure which helps business to recognize, select, establish
and hand over critical information which resides within the organization (Turban, 2011). Stein and Zwass (2005)
have highlighted that storage and retrieval of organizational knowledge are referred as administrative memory which
includes knowledge residing in numerous form such as written records, documented managerial policies and
measures, and organized knowledge stored in database, data warehouse or other business intelligence tools. So
knowledge storage is the process of recognizing new information as relevant and essential for current and future use
and storage it in reasonable forms so that anyone in the organization can access it.

2.3 Knowledge Transfer

Knowledge transfer is the knowledge wherever the data recipient acquires identical data because the data supplied
and internalizes the data to create his/her new data (Krogh and Roos, 2005). The basic framework needed to research

Published by Sciedu Press 20 ISSN 1923-3965 E-ISSN 1923-3973



http://jms.sciedupress.com Journal of Management and Strategy Vol. 7, No. 4; 2016

information transfer among a corporation involves three areas of interest: the information characteristics, the
activities of information transfer, and also the actual transfer performance (Cummings, 2002). Knowledge transfer
performance includes such aspects as knowledge sharing (Tsai, 2011), knowledge flow (Gupta, 2000). Supported
these premises, the influencing factors on data transfer embody structural factors of front/back workplace, like
structure and structure distance, psychological feature factors like common understanding, data distance, and data
sharing, and factors within the relative dimension, like relationship quality and credibleness. This can be kind of like
the essential analytical framework of the Social Capital Theory, that is additionally applicable within the analysis of
structured data transfer. So information transfer is that the sensible drawback of transferring information from one a
part of the organization to a different. Like information management, information transfer seeks to arrange, create,
capture or distribute information and guarantee its availableness for future users. Information transfer is additional
complicated as a result of information resides in structure members, tools, tasks, and their sub networks and far
information in organizations is understood or arduous to articulate.

2.4 Knowledge Application

Knowledge application or reuse to decision-making processes, related to business strategy, task implementations,
service delivery, and organizational performance and effectiveness. Knowledge application processes are those
processes oriented toward the actual use of knowledge (Gold et al., 2001). Wiig (1997) noted that the value of
knowledge assets is realized when the assets are used to create products or deliver services, or when they are sold or
traded for value. Davenport (1998) also argued that the effective application of knowledge has helped companies
improve their efficiency and reduce costs. Furthermore, Alavi and Leidner (2001) noted that while the processes of
knowledge creation, storage/retrieval, and transfer do not necessarily lead to enhanced organizational performance,
effective knowledge application does. The underlying assumption is that if an organization does not find it easy to
locate the right kind of knowledge in the right form, the organization may find it difficult to sustain its competitive
advantage.

3. Total Quality Management (TQM)

Total quality management is a management viewpoint that pursues to incorporate all organizational purposes
(marketing, finance, design, engineering, and production, customer service, among other characteristics) to emphasis
on gathering customer needs and organizational objectives (Bemowski, 1992; Obeidat et al., 2016). TQM is a
technique by which management and employees can become involved in the continuous development of the
construction of goods and services. It is a mixture of quality and management tools targeted at increasing business
and decreasing losses due to wasteful performs. Quality management not only emphases on product and service
quality, but also on the means to achieve them. Total quality management is defined as “a management approach of
an organization, centered on quality, based on participation of all members and aimed at long-term success through
customer satisfaction, and benefits to all members of the organization and the society"(ISO 8402:1994). TQM is a
constant procedure of development for individuals, and the whole organization. Commercial organizations yield a
product that is intangible. Usually, the completed product cannot be seen or touched; rather, it is experienced (Wang
and et al, 2012).

The immaterial nature of the product makes defining quality a hard task. Also, since a check is experienced,
sensitivities can be highly subjective. In addition to tangible factors, quality of services is often defined by perceptual
factors. These include responding to customer needs, courtesy and friendliness of staff, promptness in resolving
complaints, and atmosphere. Other definitions of quality in the services included time-the amount of time a customer
has to wait for the service; and consistency-the degree to which the service is the same each time. For these reasons,
defining quality in services can be especially challenging (Hales, 2010).

TQM is extensively recognized as a management attitude. Many controversies exist regarding the fundamentals,
planned by different investigators and professionals in relation to TQM. These fundamentals do not fully coincide,
and not all such fundamentals that compose the total quality management theoretical framework can be called TQM
without management factors being applied in the organizations where they are based (Montes et al., 2003). TQM
focuses on constant process development within organizations to provide larger customer value and meet customer
needs. Meeting customer needs includes company processes focused on accepting, sharing, and replying to
customers through marketing concept. Firms approving and applying the marketing concept are said to display a
market orientation (Wanga and et al, 2012).

Total quality management is a comprehensive concept and has numerous definitions. Deming (1986) and Crosby
(1996) concerned that customers define quality and so, quality produces customer satisfaction leading to a better
competitive position. They further stressed that, in combination with customer focus, the elimination of the high
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costs of waste, and rework are equally important to the organization in achieving its strategy. Antony et al. (2002)
and Maguad (2006) added that besides meeting customer pleasure, the highlight of total quality management is about
more than customer expectation, continuously improvement, and long-term organizational success. It includes
problem prevention, process improvement, and a team-based approach to problem solving and product improvement
incorporating all departments in the organization.

Total quality management is one of numerous quality-based methods, began in Japan after the Second World War
and spread to USA in the 1980s, mostly in US manufacturing companies facing competition from Japan (Easton &
Jarrell, 1998). When fully assumed and efficiently practiced, total quality management conveys many advantages,
including improving employees involvement, improving infrastructures, increasing efficiency, improving quality and
less rework, enhance customer satisfaction, decreasing the cost of poor quality, and strengthening the organizational
business performance and competitive advantage (Antony et al. 2002).

Based on extensive review of previous studies, the following TQM practices are considered to be the most important
practices. The following subsections discuss these practices:

3.1 Customer Satisfaction

Rai (2013) defined satisfaction as a buyer’s emotional or cognitive answer to be post-subjective assessment then
comparing pre-purchase expectations with normal performance subsequent by consuming the good or service, as
evaluating the expenses incurred and benefits reaped in a definite purchase over or even time relating to transacting
with an organization. Most studies highlight the significance of customer satisfaction. For example Kassim and
Abdullah (2010) mentioned that the customer happiness is a vital tendency to develop the managerial performance.
Fotopoulos and Psomas's (2010) study also reflects that customer focus and satisfaction are positively and
significantly related to the performance of the organization. While Chen et al. (2014) assured that perfect-established
relationship among clients would increase financial and financial product. At the same time Dadfar et al. (2013)
indicate that it is necessary to build an effective relationship with the clients and service producer in order to produce
an efficient co-as well as production.

3.2 Training and Employees Education

Training and Education Employees is the most important factor in any institution even if this institution includes a
small or a big number employee (Silva, 1997). Better employees most of the time leads to good performance. To
achieve this, companies should educate their staff through training them to help them get the latest skills and
knowledge which will lead to a better efficient and effective workplace (Cervena, 2011; Al-Sarayrah et al., 2016).
International and fashionable amendment in technology desires innovative technique of providing education and
coaching programs for workers (Vargas & Tian, 2013). Coaching refers to a planned effort by an organization to
facilitate employees learning of job-related competencies, as well as information, skills, or behaviours that are vital
for winning job performance (Mondy, 2013). Coaching and education creates productive staff and helps in increasing
employee's skills and information to extend job satisfaction (Gagnon et al., 2013).

3.3 Commitment of Top Management

It is “a force that binds an individual to a course of action of relevance to one or more targets” (Meyer & Herscovitch,
2011, p.299). Top management commitment plays a significant role in constructing trust with staff. It should
transcend adopting slogans of rising quality, so become a lot of concerned in quality efforts at numerous designing
and implementation and observation phases. High level managers should target developing people’s skills and
capacities through the engagement of workers in many varieties of coaching programs, which give the organization
with a skillful sales-force and promoting team (Jones and Grimshaw, 2012). Moreover, high level managers should
involve all staff within the construction and style stages to be ready to meet the expectations of stakeholders,
customers, and to achieve a high level of quality and satisfaction (Pencarelli et al., 2013). Managers ought to have
profound data of TQM, a disposition to actively participation and enthusiasm. They have clearly outlined terms
permanently understanding of the work; otherwise staff could develop their own definitions which could result in
unfavorable outcomes for organizations and stakeholders (Sanzo et al., 2012).

3.4 Team Work

Teamwork was defined as a “process to fulfill the employee’s need for control over their work environment”
(Doorewaard, 2012, p.81). It holds a common task requiring interdependent work and action (Thompson, 2011).
Subsequently cooperation may be a set of activity skills operating along to come up with best outcomes (Hughes and

Jones, 2011). Cooperation is an important facet for the success of the organization. It leads the organization to speak
with the goal and mission of the organization, encourages ability, shares data, builds trust and openness and
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empowers staff (Gupta et al., 2001). Salas et al. (2010) found that cooperation helps maintain a competitive
advantage within the face of challenges caused by many world events and conjointly by international marketplaces.

3.5 Continuous Improvement (CI)

CI was seen as binary, i.e. no CI or CI (Bessant et al, 2001), but it is increasingly considered as an evolutionary
process where organizations reaches different levels as continuous improvement work matures (Bessant et al, 2001,
Gertsen, 2001). For instance, Bessant et al (2001) proposed that the ultimate level of CI is the learning organization.
Linking continuous improvement and learning is essential for facilitating organizational change processes
(Busk-Kofoed et al, 2002) and the ultimate goal is to build a learning organization (Liker & Hoseus, 2010). Related
to this is that managers at companies that successfully implement continuous improvement tend to have a process
oriented focus, whereas managers at less successful firms had a result-oriented focus. Explanations for the detected
differences is that process oriented managers tend to be more patient and focus on constant improvements that render
long-term improvements (Liker & Hoseus, 2010). Moreover, Davidson et al. (2006, p. 197) argued that CI is “more
than a manufacturing approach, it needs to be a way of life”, while Ehie and Sheu (2005) put a greater emphasis on
CI in relation to methods such as six sigma and theory of constrains that improves manufacturing system
performance. Rather than emphasizing philosophy or method used, this view stresses output in relation to the
probability that improvements will continue over time. Others emphasize that continuous improvement must be a
bottom-up approach such as Gertsen (2001, p. 304) who argues that CI is “an improvement process that is
systematically applied, carried out in small steps, and to a large extent relies on employee participation”. All in all,
there are different elements of continuous improvement and key elements include context in which improvements
take place (i.e. manufacturing), kind of improvement that is realized (i.e. small steps), how it is realized (i.e.
endurance, systematic principles), and by whom (i.e. employee participation). In fact, it is plausible to argue that a CI
definition, as well as practical work, must entail all these elements if changes are going to improve organizational
performance. In addition, the employees, creativity and knowledge are the basis for continuous improvement (Liker
& Hoseus, 2010). TQM is mainly concerned with constant improvement in all work, from high level planned
planning and decision-making, to full execution of work elements. The defects can be prevented, as they lead to
continuously improving results of people, processes, and technology (Ijaz et al., 2012). The continuous improvement
may be a dynamic method, specialize in improvement programs, services, materials and their relationship with the
organization’s customers, suppliers, competitors, and capital markets (Singh, 2013).

Consistent with Besterfield (2003), total quality management practices contain instilling a quality culture, the
so-called quality chain (treating each element as a customer and producer simultaneously), quality assurance,
commitment to continuous improvement, and the support of top management. Furthermore, total quality
management principles cover a planned link to the organizational objectives, recognizing customers and
understanding their prospects, employees' contribution, top management provision, and continuous improvement.
Oakland and Porter (2004) planned a new generation of total quality supervision concentrating on relationships
between hard and soft foundations. The soft substance, including effective management, commits to meet customer
necessities, communicates the quality message and recognizes the need to change the culture, achieve total quality,
and encase the hard basics (four Ps), which is consisting of planning, performance, process, people, and to ensure
successful implementation (Oakland and Porter, 2004).

4. Knowledge Management- Total Quality Management Relationship

Few researchers recently expressed their interest in the relationship of TQM and KM, but, they have not achieved a
consensus toward conceptualizing this relation. These practical studies are the ones conducted by (Molina et al.,
2007; Hung et al., 2011) considered this relationship related to innovation. However, these results have different
settings in respect of the nature of the relationship. Hung et al., (2010) showed that TQM is a mediator in the
relationship between KM and innovation, while Molina et al., (2007) considered knowledge transfer as a mediator
between TQM and performance. However, in respect of the methodical aspect of the mediator concept, the mediator
represents the general mechanism by which the focal independent variable is able to influence the dependent variable
of interest. These results assure credibility of the relate literature of the relationship. On the other hand, some
researchers considered KM as a facilitator to TQM (Barber et al., 2006; Stewart Waddell, 2008) while other scholars
concerned TQM as an antecedent of KM (Lin and wu, 2005; Molina el al., 2007; Choo el al., 2007; Colurcio, 2009;
Jayawara and Holt, 2009). The relationship between TQM and KM understood in different ways. From one
perspective Km is determined as an activator to TQM. Stewart and Waddell (2008) said that widening the concept of
quality for product and service specifications as a quick response to customer needs, clear the relationship between
KM and TQM. Gaining the knowledge and spreading it brings about a quality culture which creates understandable
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frame work according to quality programs and KM.

On other hand, there are many approaches supposes that TQM is a supporter for KM. Lin and Lee (2005) presented
ISO 9000 process-based knowledge management system architecture, which support knowledge flow in the
organization. Colurcio (2009) in a case study research revealed that TQM practices are facilitators of Knowledge
Creation and dissemination. Choo et al. (2007) introduces a conceptual framework based on quality programs and
KM. Jayawarana and Holt (2009) analyzed the relationship between knowledge creation and transformation in the
research and development context. Based on their case study research, they concluded that TQM practices improve
knowledge creation and transformation. In an empirical study that was conducted by Molina et al. (2007), the
relationship between TQM practices and knowledge transformation is examined.

5. Conclusion

Previous studies showed the selection of an influential factor has been always a critical task for researchers. To the
best of the authors’ knowledge, there are few papers that review the concept of knowledge management uses on total
quality management practices. Based on a comprehensive literature review, this study aimed to highlight the
important factors related to knowledge management uses on total quality management practices. Based on a
comprehensive review, knowledge acquisition, knowledge storage, knowledge transfer and knowledge application
were considered to be the most important knowledge management uses. While customer satisfaction, training and
employees education, commitment of top management, team work and continuous improvement were found to be
the most important TQM practices. This study provides a holistic picture for future researchers in selecting the
popular related the KM uses and TQM practices. This will help them build a strong knowledge in this area in order to
develop theoretical basis for their future research.
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