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[bookmark: _Toc533754665]ABSTRACT
For the long term sustainability and to ensure success in operations, every single organization strives to remain relevant and up to date in her operational environment. In order to remain sustainable in the long term, organizations must continuously improve on their operations, satisfy both their customers and employees and ensure measures are established to ensure they remain competitive and at least attain some level of competitive advantage over their competitors. In order to attain this, organizations must continually revised their modes of operation and adopt creativity and innovativeness including adopting appropriate TQM innovations. Successfully implemented innovative methods of total quality management give the possibility for organizations to better adapt to changing surrounding and easier adapt different kinds of innovations. This study aimed at assessing the impact of total quality management innovations on organization performance of the non-governmental organizations in Nairobi, Kenya. The study adopted a descriptive – correlational designs and targeted employees of the NGOs and randomly sampled 235 employees who were given self – constructed questionnaire to fill out. The data was analyzed using SPSS and established that the organizations have experienced various performance indicators either to a very great or to a great extent and that the organizations have adopted the various TQM innovations considered in the study. The study has established that the TQM innovations studied can explain 69.64% of the organizational performance and they can be related to performance through a regression model with the best performance predictors being business continuity and top-down implementation innovations. The study recommends that training on statistical analysis tools for the frontline employees should be enhanced.
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[bookmark: _Toc533754672]INTRODUCTION
[bookmark: _Toc533754673]Background of the Study
Business environment has undergone tremendous changes and enhancement in quality and has become as one of the essential strategies that could be implemented in any organization in order to achieve organizational competitive advantage. In addition, because of the continuous increase in global labor market, organizations must improve their product and services quality in order to survive within other competitors. In order to enhance organizational performance, and for the purposes of improving customer satisfaction; several total Quality management practices were implemented, (Kaynak, 2003; Gayah, 2012). Total Quality Management (TQM) is based on; that all organization staff should collaborate with each other for the purposes of producing high quality products and services in order to meet customers' demands. One strategy that could be implemented in order to minimize errors is by controlling processes of manufacturing.
In response to increase global pressures – customers’ demanding superior quality of products and services, the global marketplace has become very competitive, many organizations have adopted practices such as total quality management (TQM), and benchmarking. Many scholars claim that managers can implement TQM in any organization in any sectors of the economy such as manufacturing, service, education, and government (Dean & Bowen, 1994), and that it generates improved products and services, more satisfied customers and employees, reduced costs, improved financial performance, enhanced competitive, and increased productivity (Zu, 2009; Kaynak, 2003).
According to Gayah (2012), there have been observed tendency of organizational managers evaluating organizational competitive strategies and management practices with the aim of improving organizational performance. Gayah (2012), further asserts that as a result of a diminished workforce and the need to sustain performance, organizations are striving to define, implement and sustain TQM practice that can help them develop sustainable competitive advantage and remain competitive in the market place.
Total quality Management is considered as a relatively new management philosophy integrating strategy, management practice and organizational outcomes to create a quality organization that continuously improves and sustains performance (Gayah, 2012).
Arora (2007), posits that the introduction of total quality management plays an important role in innovations and development of contemporary management practices to the extent that today quality is considered as a key strategic factor in achieving business success. Arora (2007), further points out that, in order to enhance the competitive position and improve business performance, companies from all sectors and industries regardless of their sizes have adapted to and applied the principles of total quality. However in the knowledge-based society, high quality alone is not sufficient. The basis for sustainable competitive advantage has shifted from quality to innovation as a fundamental component of entrepreneurship.
Organizations that adopt a quality management strategy focus on achieving and sustaining a high quality outputs using management practices as the inputs and quality performance as the outputs (Flynn, Schroeder, & Sakakibara, 1994). The pioneers in TQM, such as Deming, Juran, Cosby and Feigenbaum, highlighted the importance of the quality philosophy as an essential competitive weapon for the transformation of an organization.
TQM practitioners are expected to focus their attention on work processes rather than on outcome measures and to use scientific methods to continually improve these processes. If TQM programs do increase the degree to which customer requirements are met and in the process, improve the performance capability of the organization and the well-being of individual members, then global and economic measures of organizational effectiveness surely should improve over the long term as well (Nafula, 2012).
Letica (2007), define innovation as production or adoption, assimilation and exploitation of a value added novelty in economic and social spheres, renewal and enlargement of products, services and markets, development of new methods of production and establishment of new management system. It is both a process and an outcome. Successful implementation of innovative quality management methods gives the possibility to better adapt to changing conditions and to better adapt to different innovations. 
Letica (2007), argue that innovation has two parts. The first part is the process for creating ideas and properly implementing them and second is the outcomes which are the end result of implementation. The process is the manner and techniques in which an idea is created and implemented while outcomes are the products, services or business process. According to Nafula (2012), there are three topological innovation approaches which are dominant; (1) technological and administrative innovation; (2) product and process innovation; (3) radical and incremental innovations. Generally, for organizations to survive and prosper, they need to be innovative. 
Some advocates of TQM suggest that TQM provides the necessary platform for inculcating innovation in an organization. TQM practices enable organizations to develop a culture of innovation. Such innovations include Business Continuity, Training, Customer focus and supplier Management, Top down implementation and Information and Communication systems and Technology. The relationship between TQM and innovation is therefore complex. Conflicting arguments do exist that the impact of TQM innovation depends on both the specific quality management elements under consideration and on the type of innovation.
Total Quality management innovations consist of several quality instruments and technique, in addition to various values and beliefs that all staff within the same organization shares (Gharakhani, Rahmati, Farrokhi, & Farahmandian, 2013).TQM can be defined as a strategy that aims to generate and transfer more efficient and superior services, through achieving cooperation between organizational members (Lakhal, Pasin, & Liman, 2006).
Performance can be defined as the process of quantifying the efficiency and effectiveness of action. Performance measure is the metric used to quantify the efficiency and/or effectiveness of an action. The terms efficiency and effectiveness are used precisely in this context. Effectiveness refers to the extent to which customer requirements are met, while efficiency is a measure to how economically to firms’ resources are utilized when providing customer satisfaction (Miller & Hartwick, 2002). The criteria for total quality management based on the Quality awards models include: quality leadership, human resource development, quality strategy, information resources, quality assurance in process and product, people satisfaction, customer satisfaction, social and environmental impact and, the results (i.e. performance).
One of the main elements to achieve an effective organizational management processes is the performance measurement. The performance of one organization can be directly related to its ability to achieve their strategic and financial objectives (Li, Ragu-Nathan, Ragu-Nathan, & Subba Rao, 2006). A number of researchers have concentrated on the market and financial performance indicators of organizations while ignoring mostly the aspect of operational performance of organizations. For instance, researchers such as Katou, (2008) have considered organizational performance with reference to the financial performance only while others such as Stock, Greis & Kasarda (2000), have considered organizational performance by factoring both financial and market harmonic performance which includes the return on investment measures (ROI), sales profit and growth and market share progress. However, it is also important to consider measuring organizational performance based on the operational performance that encompasses the whole performance of one organization that includes financial performance, customer satisfaction, employee satisfaction and effectiveness of product quality (Brah, Wong, & Rao, 2000).
TQM has been widely regarded as a tool for improving performance through measures observed such as waste, quality of product, product of service as well as efficiency. Performances such as profit and market share, customer satisfaction, people satisfaction, business performance, and impact on society and environment due to a quality management program may also be observed.
Quality is not a static attribute, it is constantly changing target because it represents a delighted customer. As the customer’s expectations rise, so must the product’s quality. This tenet leads to the principle of continuous improvement directed at the inputs and processes that the manager can directly control. Consequently, managers should stop focusing on the short – term profitability measure and instead focus on improving organizational processes and inputs in order to improve quality, to facilitate customer loyalty, and long – term profitability (Scholtes & Hacquebord, 2008).
Non-Governmental Organizations (NGOs) in Nairobi
Non-governmental organizations are voluntary and autonomous organizations whose life exists between the citizens on one hand and the state and market on the other. NGOs are sometimes confused with Community Based Organizations (CBOs). CBOs only benefit their own members and hence they are membership organizations. NGOs, though generally founded out of private initiatives can also be public entities benefiting the other person. They can be “client-oriented” versus “member-oriented” organizations (Kameri-Mbote, 2008).
Non-governmental organizations in Kenya gather their membership from international, regional and national NGOs operating in Kenya and working with a host of CBOs and groups. These NGOs are active in a cross section of sectors including: agriculture, water, education, environment, health, human rights, gender and development, children’s rights, poverty alleviation, peace, population, training, counseling, small scale enterprises, disability and many others.
The NGOs council provides overall leadership to the NGO sector and champions the key values of probity, transparency, accountability, justice and good governance. Most of NGOs in Kenya are registered under the Ministry of culture and social services, (Kameri-Mbote, 2008).
NGOs in Kenya play important roles, and operate programs of education, health, social welfare and economic improvement, especially among disadvantaged sectors. NGOs have also long been involved in pioneering new approaches to meeting needs and solving problems in society. In recent years, they have also been at the center of renewed searches for sustainable processes of social, environmental and economic development and action on issues such as peace, democracy, human rights, gender equity and poverty eradication (Amutabi, 2006).
[bookmark: _Toc533754674]Statement of the Problem
For the long term sustainability and to ensure success in operations, every single organization strives to remain relevant and up to date in her operational environment. In order to remain sustainable in the long term, organizations must continuously improve on their operations, satisfy both their customers and employees and ensure measures are established to ensure they remain competitive and at least attain some level of competitive advantage over their competitors. In order to attain this, organizations must continually revised their modes of operation and adopt creativity and innovativeness including adopting appropriate TQM innovations. Successfully implemented innovative methods of total quality management give the possibility for organizations to better adapt to changing surrounding and easier adapt different kinds of innovations. A large majority of organizations using TQM modify their performance measurement and reward systems can be assessed and improvement rewarded (Prajogo, 2004).
Non-governmental organizations are now increasingly important in international development. Greater attention is being paid to the total quality management of NGOs, which is often claimed to be ‘participatory’ in character. In the present world TQM has turned to be a globally strategic force, which may result in numerous benefits including: improved customer satisfaction, superior employee focus and enthusiasm, decreased waste and enhanced overall performance (Kameri-Mbote, 2008).
Organizations have adopted several TQM innovations in order to improve on their operations and overall productivity and enhance their performance. However, as various organizations continue adapting TQM innovations, there is inadequate documentation of the impact that such on the overall performance and specifically from the NGO sector. There is no documentation and research to indicate that the continued adoption of TQM innovations by the NGOs in Kenya have improved or not improved their performance. Available researches have also failed to directly discuss performance improvement as a result of TQM innovations. In all the studies accessed there is little discussion on the TQM as an innovation and its relationship with performance of the NGOs. Consequently, there is a need to assess the impact that the adoption of the TQM innovations has on the performance of the NGOs, hence the need for this particular study.
[bookmark: _Toc533754675]Research Questions
In order to address the problem of this study adequately, the following set of research questions have been addressed:
1. What are the organizational performance levels of the NGOs in Nairobi County?
2. To what extent have the NGOs in Nairobi County adopted business continuity innovation, training innovation, top – down implementation innovation and information and communication systems technology innovation?
3. Is there a significant relationship between selected TQM innovations and organizational performance among NGOs in Nairobi County?
4. What is the impact of selected TQM innovations on organizational performance among NGOs in Nairobi County?
[bookmark: _Toc533754676]Hypothesis
H0: There is no significant relationship between the selected TQM innovations and organizational performance among NGOs in Nairobi County
[bookmark: _Toc533754677]Conceptual FrameworkTQM Innovations 
1. Business Continuity Innovation
2. Training Innovation 
3. Top-Down Implementation Innovation 
4. Information and communication systems technology innovation


Organizational Performance 
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Customer management 
New Product Development 
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[bookmark: _Toc517790819]Figure 1 Conceptual Framework; Source: Author, (2018)
Evidence from research as argued by Brah, Lee, & Rao (2002), has shown that TQM-adopting firms obtain a competitive advantage over those that do not adopt TQM. These researches further revealed that firms that focus on continuous improvement, involve and motivate employees to achieve quality output and focus on satisfying customers’ needs are more likely to outperform firms that do not have this focus (Brah et al., 2002). Thus, it is expected that to the extent an organization implements TQM practices, performance should be enhanced.
Recent research on total quality management has examined the relationships between the Total quality management and organizational performance. Many researchers have examined the link between total quality management (TQM) and financial performance. Omagwa (2011), while citing various authors such as Ittner and Larcker, Hendricks and Singhal, and Easton and Jarrell, reasoned that previous research have provided evidence to show that effective TQM implementations improve long-term profitability and stock returns and while citing Flynn et al, Omagwa (2011), asserted that higher intensity of TQM practices results in improved quality performance. In a review of the literature covering the relationship between TQM and innovation, Prajogo and Sohal (2001), identified two competing arguments whereby the first argument suggests that TQM is positively related to innovation performance because it establishes a system and culture that will provide a fertile environment for organizations to innovate while the second argument that seems to oppose the first one holding that the implementation of TQM principles and practices could hinder organizations from being innovative. While research shows a growing body of empirical research supporting a direct relationship between the adoption of Total Quality Management (TQM) and improved firm performance (Brah, et al, 2002; Omagwa, 2011; Nafula, 2012 ), little is shown on the relationship between TQM innovations and organizational performance.
[bookmark: _Toc533754678]Significance of the Study
This study is considered to be of significant benefit to various stakeholders in the Non – Governmental Organizations sector as well as other sectors in Kenya due to the fact that in almost every organization Total quality management principles and in particular TQM innovations are being adapted as a means of improving on organizational competitiveness in such a highly competitive business environment. Generally, this study is significant to both the private and public sectors in Kenya as it helps them gain a deeper understanding of the effect of TQM innovations on their competitiveness and consequently help organizations in effectively planning for formulation and implementation of TQM innovations. Additionally, the findings are significant in helping organizations review their TQM innovation policies formulation and implementation as well as to review their TQM innovation strategies. Additionally, the findings of this study are beneficial to the Government of Kenya by providing policy guidelines on Quality management for enhanced NGO sector roles in complimenting government efforts.  Significantly, managers in other organizations will be able to use the findings of this study as a reference point to help in adopting best practices in TQM innovations management. Additionally, the study is beneficial to academic institutions, as it will enhance the existing body of TQM innovations management knowledge as well as providing insights to those in academia and business policy research and practice regarding the impact of TQM innovations on organizational performance.
[bookmark: _Toc533754679]Justification of the Study
The core ideas of total quality management (TQM) were introduced in the mid-1980s by, most notably, W. Edwards Deming, Joseph Juran and Kaoru Ishikawa (Nafula, 2012). Nafula (2012), while citing Hackman and Wageman argued that TQM is not a clear-cut concept, and while citing Waldman, Nafula (2012), asserted that it is generally understood to be an integrated organization strategy for improving product and service quality. Since the mid-eighties TQM has been (over) sold as a near-universal remedy for a range of organizational problems, including improved organization performance. A number of studies have been undertaken in total quality management in organizations. Gayah (2012), in his study tries to show how human resource planning practices are affected by TQM and what needs to be improved for implementing TQM in any firm, but his study did not focus on TQM innovation. Oriare (2011), investigated the application of TQM and found out that despite the fact that quality management has been addressed within a firm, Total Quality Management and its underlying assumptions could also be applicable to strategy management. However the study shows application of TQM in a business set up, results of which may not be applicable in a Non-Governmental organization. Mwangi (2013), in his study found that stakeholders including non - governmental organizations continue to focus their attention on education but he does not mention what other areas are focused on for performance improvement, more so by the NGOs. Similarly the relationship between TQM innovations on NGO performance needs to be studied.
With regard to the relationship between quality management practices including Total quality management innovations, a large body of literature highlights the positive impact of Quality management practices on performance (Zu, 2009; Kaynak, 2003; Kaynak & Hartley, 2005; Sila& Ebrahimpour, 2005; Prajogo & Sohal, 2003; 2006), but others have not found a relationship between QM practices –TQM- and performance (Nair, 2006; Agus, 2003).
Given that Nafula’s (2012), study was on a banking institution, there is a need for a similar study to be undertaken in the NGO set up. Owino (2007), found out factors that influence success in TQM implementation in Kenyan organizations but did not mention specific TQM innovations used by the organizations. Omagwa (2011), examined the role of employees in implementing Total Quality Management towards improving organization performance. However, there is evident of very little study having been done to underscore the role of TQM in improving service delivery in the NGO sector particularly in Kenya. Further, there is a need to study on the role of specific TQM innovations on the performance of organizations.  
[bookmark: _Toc533754680]Scope of the Study
	This study was limited to those NGOs that have their head office situated within Nairobi County and specifically those that have been in operation for a period of more at least five years as annexed in appendix 2. Additionally, the study focused on specific TQM innovations namely, the business continuity innovations, training innovations, top- down implementation innovations and the information and technology innovation and employee satisfaction as the measure of performance. This study also coveredthe aspect of general organizational performance.
[bookmark: _Toc533754681]Limitations of the Study
The findings of this particular study have a limitation that they are based on the perceptions of those NGOs that have their head offices situated within Nairobi county, thus the findings could be either the same or different if NGOs from other regions are incorporated. Additionally, the study has been based on the views of members of NGOs that have been in operations for at least 5 years from the year of the study, i.e. 2018. The views of the NGOs that have been in operation for less than five years could give different findings if incorporated.
[bookmark: _Toc533754682]Operational Definition of Terms
Business Continuity Innovation: Organizations adopting systems that will enable them remain consistent with the founder’s ideas while developing means for assessing their customer’s preferences, altering relationships with suppliers, and using teams (both cross-functional and within-function) to solve problems.
Customer satisfaction: Customers being contented with the level of service delivery accorded them by the organization and out of them consuming the products or services of the organization. This is generally determined by the organizations meeting and exceeding the expectations of the customer.
Employee satisfaction: The state of the employee’s expectations being satisfied by the organization leading to them having no intention to leave the services of the organization.
Information and communication systems technology innovation: The continuous adaptation of modern computer technology to enhance the operations of an organization.
Performance: Performance can be defined as the process of quantifying the efficiency and effectiveness of action.
Profitability: The ability of an organization to maximize on their operational profit or surplus
Top-Down Implementation Innovation: Systems that allows for the transferability of ideas, knowledge and information from the top management to employees at all levels of the organization with the aim of improving on their overall productivity as well as individual employee productivity 
Total quality management innovations: defined as production or adoption, assimilation and exploitation of a value added novelty in economic and social spheres, renewal and enlargement of products, services and markets, development of new methods of production and establishment of new management system.
Training Innovation: Continuous development and investing heavily in training and development programs of employees to improve on their productivity 
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[bookmark: _Toc533754684]REVIEW OF RELATED LITERATURE AND STUDIES
[bookmark: _Toc533754685]The Concept of TQM
This chapter presents the review of the related literature and studies on the relationship between TQM innovations and organizational performance. The chapter begins by presenting a review of the concept of TQM, TQM innovations and then organizational performance. Finally, the chapter presents a review of related literature and studies on the relationship between the selected TQ innovations and organizational performance.
[bookmark: _Toc533754686]The Concept of TQM and TQM Innovations
According to Paton (2003), TQM is a philosophy and not a science due to the seldom and sudden birth and the fact that over years it has never died and have experienced a series of improvements. Additionally, he argues that TQM is a philosophy given that it can be negotiated and renegotiated, adapted to differences within an organization and cannot be a simple formula or solution to organizational problems. Miller and Hartwick (2002), have argued that the structure of TQM in an organization lies in the basic values that a manager has to figure out in order to implement it in the organization change. They argue that it is a set of values or a way to reorganize a business, and not a cut-and-paste technique. For example, one TQM ideology says “find the problems; constantly improve the system of production and service” (Wilson& Collier, 2000).The TQM philosophy is built on the belief that firms should encourage their employees to continuously search for new ideas and improvements, a process linked to creativity and knowledge management to enhance innovation, (Wilson & Collier, 2000).
According to Juran (1988), a TQM guru, the TQM strategy for achieving its normative outcomes is rooted in four interlocked assumptions, about quality, people, organizations, and the role of senior management. The first assumption is about quality. A fundamental premise of TQM is that the costs of poor quality (such as inspection, rework, lost customers, and so on) are for greater than the costs of developing processes that produce high-quality products and services. The view is that organizations that produce quality goods will eventually do better even on traditional measures such as profitability than will organizations that attempt to keep costs low by compromising quality (Juran, 1988).
The second assumption is about people. Employees naturally care about the quality of work they do and will take initiatives to improve it, so long as they are provided with the tools and training that are needed for quality improvement, and management pays attention to their ideas. Organizations must remove all organizational systems that create fear, such as the punishment for poor performance, appraisal systems that involve the comparative evaluation of employees, and merit pay, (Juran, 1988).
The third assumption is that organizations are systems of highly interdependent parts, and the central problems they face invariably cross traditional functional lines. To produce high-quality products efficiently, for example product designers must address manufacturing challenges and trade-offs as part of the design process. Juran (1988), insists that cross-functional problems must be addressed collectively by representatives of all relevant functions. He states that cross-functional teams should set its own goals using local objective setting procedures.
The fourth and final assumption concerns senior management. Quality is viewed as ultimately and inescapably the responsibility of top management. The quality improvement process must begin with management’s own commitment to total quality, (Juran, 1988).
According to Talib (2012), a number of literature provide various concept on TQM; however all of them share similar basic elements that leads to the assumption that all TQM practices and innovations considers customer as the key focus in this managerial strategy. Additionally, one of the most important elements that ensure the success of TQM practices is the management commitment (Talib, 2012). Other essential organizational situations to achieve TQM success are organizational culture and alterations. Therefore, total quality management is a managerial strategy that aims to enhance organizational performance and efficiency through enhancing the quality of services and products in the organizations (Arumugam, 2008).
Soltani and Wilkinson (2010), found that there exist four main TQM propositions namely; affirmation of quality, individual, firm and the senior managers' functions and thus they conclude that TQM is still considered as a new strategy, with the main approach used to implement TQM within an organization being that of quality control approach (Soltani & Wilkinson, 2010).
[bookmark: _Toc533754687]Total Quality Management Innovations
TQM innovation is the adaptation of management systems to the changing conditions of the environment. It is a key factor for organizations if they wish to survive and grow. Total quality management has demonstrated its potential to be a successful way for organizations to eliminate costs, improve productivity and gain a competitive edge in the market place, (Prajogo, & Sohal, 2001).
According to Sandven, and Smith (2000), innovation can take several forms; in products, production processes or management systems. Innovation in products is related with research & design and consumer’s needs. Innovation with processes relates to changes in machinery and other elements not directly related with employees and have the aim of increasing productivity (i.e. increasing quality and reducing costs). Innovation in management systems has the aim of adapting these systems to new environmental conditions and improving the way in which people are managed and work is organized. This form of innovation can become necessary by changes in the process, such as automation and the application of mistake proofing devices, (Takeuchi, & Nonaka, 2000).
Business Continuity Innovation as a TQM Innovation
Organizations that implement TQM are consistent with the founder’s ideas in developing means for assessing their customer’s preferences, altering relationships with suppliers, using teams (both cross-functional and within-function) to solve problems. A recent survey reports that the single most commonly used TQM practice is formation of short-term problem-solving teams with the overall objective of simplifying and streamlining work practices (Omagwa, 2011). Nearly all manufacturing firms using TQM use such teams which ensure continuities, and 90 per cent of service firms do so. Problem solving teams work on a wide variety of tasks, ranging from cross-functional involvement in product design to solving within-unit workflow problems (Omagwa, 2011; Nafula, 2012).
Training and Skill Improvement Innovation as TQM Innovation
The second most commonly used practice is training. Organizations that implement TQM invest heavily in formal training for a large proportion of their employees. According to Nafula (2012), and Omagwa (2011), majority of both manufacturing and service companies implementing TQM use some form of training as part of their change effort. Typically, nearly all senior and middle managers are trained in quality practices. More and more organizations are investing in training in problem-solving tools and, to a lesser degree, teaching statistical analysis to front-line employees’. Training using the top-down implementation strategy in organizations is congruent with the founders’ assumption that quality is ultimately a management responsibility and that attempts to improve quality must begin at the top, (Garvin, 2000; Gayah, 2012).
Research (such as, Garvin, 2000; Gayah, 2012, Nafula, 2012, Omagwa, 2011; Mwangi, 2013) have shown that about 80percent of first-line supervisors and 50 percent of non-management employees receive a median eight hours of training and further that the most common training content to be (in order of frequency)- interpersonal skills, quality-improvement processes and problem-solving, team leading to building, running meetings, statistical analysis, supplier qualification training, and benchmarking.
Training forever emphasizes the urgency of enlightenment as a means towards achieving continuous empowerment. Quality education and training at all levels in the organization becomes imperative as the quest for empowerment heightens. It must be emphasized, that empowerment in the TQM sense also involves sustained education and training of senior executives about total quality management (Gayah, 2012).
Customer Focus and Suppliers Management Innovation as a TQM Innovation
The third practice is developing relationships with suppliers. At least 50 percent of TQM organizations collaborate with their suppliers in some way to increase the quality of component ports (Brah et al., 2002), often by sending “quality action teams” to consult with their major suppliers. The objective is to help suppliers use TQM to analyze and improve their own work processes.
Benchmarking for suppliers and customers serves multiple functions consistent with TQM philosophy; such as determining what customers can expect from the competition, as part of assessing customer requirements; learning alternative work processes, and in some cases, guiding the establishment of quality-improvement goals (Akinboye, 2000; Arora, 2007).
TQM is a philosophy which emphasizes that continuous improvement is a process with customer satisfaction as its ultimate goal. This has generated much interest and the quest for implementation globally. “Customer” starts with self, then with the people at work and finally, with the end-user of products and services. In an organization the first target for improvement is one’s own performance and how this can affect the work of others within the company. Therefore within the organization knowledge of customer-supplier (Internal) requirements are important determinants in planning for continuous improvement (Gayah, 2012).
Top-Down Implementation Innovation as a TQM Innovation
The fourth practice is top-down implementation. In keeping with the TQM authorities view that quality is ultimately the responsibility of top management, most TQM programs begin with the training of top managers in the quality philosophy, followed by the articulation of an organization-wide quality vision and communication of that vision throughout the organization. Both education about TQM and implementation of TQM practices typically take place in cascading fashion, with each layer carrying the message to the next lower level of the organization (Nafula, 2012).
Teamwork collaboration between managers and non-managers is quite important in TQM practice. The first type of teamwork is based on the familiar assumption that non managerial employees can make important contributions to organizations when they have power and necessary preparation. Teamwork is a necessary top-down implementation practice in TQM, and is based on the notion that organizations as systems cannot be effective if subunits emphasize their own outcomes over those of others. Teamwork practices include identifying the needs of all groups and organizations involved indecision making, trying to find solutions that will benefit everyone involved, and sharing responsibility and credit (Garvin, 2000).
Zhang (2007), argue that TQM is a way of life for a company and as such it has to be championed by being introduced and led by top management. Zhang (2007), reasons that often times, attempts to implement TQM have failed due to lack of leadership and commitment to them by the top management of an organization. Instead Zhang (2007), observe that they always delegate and pay lip service. Commitment and personal involvement is required from top management in creating and deploying clear quality values and goals consistent with the objectives of the company, and in creating and deploying well defined systems, methods and performance measures for achieving those goals. These systems and methods guide all quality activities and encourage participation by all employees (Zhang, 2007).
A study by Ahmad, Rushami, and Shahimi (2008), investigated top management commitment role in maintenance of ISO 9001:2008 and in outcomes of QM system in Algeria, practices and implementation in two large service organizations. The investigation focused on the top management commitment and leadership from different approaches such as involvement in quality improvement, providing necessary resources and showing steady commitment to quality perfection. Through applying different analysis techniques, the results showed a variation in extent of top management commitment role in ISO 9001:2008 maintenance and TQM system and practices between the two organizations. The respondents of the first company reflected higher positive statements on their top management. The study concluded that the top management of an organization has a positive role of positively influencing ISO 9001:2008 maintenance and TQM system outcomes (Ahmad et al., 2008).
Additionally, Tan (2001), concluded that top management leadership as a TQM dimension in Libyan service firms has been found to have a significant positive impact in enhancing customer satisfaction. In essence, the study established, especially within service context, that the critical role of top management leadership is based on one critical core principle, that of making the right management decisions in order to please customers by creating one-vision and culture in the organization through reflecting high commitment and effective leadership (Tan, 2001). Wiklund and Edvardsson (2003), in their study aimed at determining the constructs of TQM in the R&D context from academic researchers’ perspectives and involving researchers in the field of science and technology from the largest four public South African universities concluded that top management leadership is a major factor in TQM programs and initiative especially in the context of Research and Development (R&D).  
Various studies have concluded that top down management innovation through effective leadership is important in influencing groups of people and mobilizing resources. Effective leadership promotes the strategic direction of the company to achieve customer satisfaction and business results. These studies have indicated the existence of very strong evidence that the leadership factor is relevant in a quality management such as Top management accepts quality responsibility; evaluated on quality; participate in quality improvement efforts; makes strategies and goals for quality; alignment of IS strategy with business strategy; considering market demands and consumer needs; and organizational performance and profitability (Kaynak, 2003; Prajogo & Sohal, 2003; Sila & Ebrahimpour, 2005; Wilson & Collier, 2000).
Information and Communication Systems and Technology as Innovation
The fifth practice is on Information and Communications Technology (ICT). Previous studies have focused on the services sector and examined the relationship between ICT and firm performance (Akinboye, 2000). Gotzamani, and Tsiotras, (2002), argue that simply purchasing advanced technologies doesn’t necessarily lead to success. A firm’s performance may be improved through ICT, improvement of workers’ skills as well as organizational innovations. 
Akinboye(2000),argues that the interest in the adoption of ICT to provide information services emerged in Sub-Saharan Africa (SSA), including Kenya, for three reasons: one, the revolution in ICT has resulted in computer hardware becoming cheaper and, therefore, more widely available. Secondly the substantial, value-added, utility of ICT in the provision of, and access to, information services for improved planning and organizational management has become more widely recognized. Thirdly, the international development agencies and donor countries have exerted significant pressure upon many governments, institutions of higher learning and other recipients of their aid, covertly and overtly, in developing countries to adapt the extensive use of ICT to improve their workforce performance and organizational management.
According to Gotzamani, and Tsiotras (2002), ICT plays a key role in growth of customer relations. For example organizations use websites in communicating organizational information and in the recent past a lot of organizations have adopted portals to support in applications for jobs and tenders. Organizations have also adopted e learning to assist both their employees as well as other interested parties. Data storage and exchange has also been enhanced through various ways using latest technology. ICT also plays a major role in monitoring and evaluation, a key issue in the NGOs, (Amutabi, 2006; Abagi, 2006). Use of mobile phone platforms for communication, alerts, reminders as well as payments has been a plus, not forgetting that most organizations have now adopted e-banking to minimize cash handling, (Amutabi, 2006; Abagi, 2006). The lack of trained and experienced technical personnel to manage control and maintain the increasingly large numbers of these resources means that their utility values, effectiveness and efficiency, cannot be ascertained. ICT support and training must be made available at the beginning to ensure continuity, (Nafula, 2012; Mwangi, 2013; Omagwa, 2011).
[bookmark: _Toc533754688]Organizational Performance
Malik, Iqbal, Shaukat, and Yong (2008), argue that organizational performance comprises the actual output or results of an organization as measured against its intended outputs (or goals and objectives). Consequently, Malik et al., (2008), assert that organizational performance encompasses three specific areas of firm outcomes: financial performance (profits, return on assets and return on investment), product market performance (sales, market share), and shareholder return (total shareholder return and economic value added). Malik et al., (2008), have further asserted that specialists from various fields within the area of business and management such as strategic planners, operations, finance, legal, and organizational development have shown a lot of interests in the wider field of organizational performance. In recent years, many organizations have attempted to manage organizational performance using the balanced scorecard methodology where performance is tracked and measured in multiple dimensions such as financial performance (such as shareholder return), customer service, social responsibility (such as corporate citizenship and community outreach) and employee stewardship (Malik, et al., 2008). 
According to Malik et al., (2008), organizational performance is the ultimate dependent variable of interest for researchers concerned with just about any area of management. This broad construct is essential in allowing researchers and managers to evaluate firms over time and compare them to rivals. In short, organizational performance is the most important criterion in evaluating organizations, their actions, and environments. This importance is reflected in the pervasive use of organizational performance as a dependent variable. Organizational performance encompasses three specific areas of firm outcomes: financial performance ,market sales and market share and shareholder return, organizational effectiveness is broader and captures organizational performance plus the plethora of internal performance outcomes normally associated with more efficient or effective operations and other external measures that relate to considerations that are broader than those simply associated with economic valuation (either by shareholders, managers or customers), such as reputation (Malik et al, 2008).
Measurement of performance is considered as an essential element at all managerial approaches. Cost and quality are the two main measurements of organizational performance which directly affected by the total quality management practices. Both Sadikoglu (2009), and Brun (2010), concur in their arguments that applying various TQM practices such as training, process management, customer management, etc. influence employees performance which then directly affect the whole organization performance. Gharakhani et al., (2013), also indicated that TQM greatly influence the organizational performance especially in their financial performance.
TQM is often used as a multidimensional approach to measuring organizational performance, where both financial and non-financial measures assume equal importance (Sila, 2007).
Key Performance Results, in the EFQM Excellence Model (2010), are defined as “What the organization is achieving in relation to its planned performance.” Essentially, “the results document the relationship between what organizations do in terms of quality management practices and the results they achieve in several types of outcomes” (NIST, 2010).
The business results' category in all quality award models looks at key measures of organizational performance as multiple dimensions, including product and service outcomes, financial and market outcomes, customer-focused outcomes, process effectiveness outcomes , workforce-focused outcomes, and leadership outcomes.
Some of the performance measurement that have been studied previously include: Customer retention (Improved satisfaction of our clients) (NIST, 2010; Sila, 2007); Reliability and timely delivery of products/services reaches the customer faster (Wilson & Collier, 2000, Sila, 2007); Personalized service (Sila, 2007); Value for the money spent (A reduction in the number of customer complaints and grievances) (NIST, 2010; Sila, 2007).
[bookmark: _Toc533754689]TQM Innovations and Organizational Performance
According to Prajogo, Power and Sohal (2004), a number of studies covering a wide scope of areas such as various industries such as service industries and manufacturing as well as covering diverse areas of business such as finance, operations and quality management and performance have been conducted in order to distinguish the relationship between practices of total quality management and the performance of organizations which is the main aim of this research. Such studies indicated that there are positive relation between the effective implementation of TQM and the organizational performance, in which when one organization applies total quality management practices in effective way then it's organizational and employees' performance will largely enhanced (Prajogo, et al., 2004), its productivity will increase and its operational costs will decrease.
According to European Foundation for Quality Management EFQM, performance is a measure of attainment achieved by an individual. Mwangi (2013), while citing the work of Samson and Terziouski posits that the relationship between TQM practice and performance is significant in cross-sectional sense in that TQM practice intensity explains significant proportion of variance in performance. Mwangi (2013), further posits that the categories of leadership, management of people and customer focus are the strongest significant predictors of organizational performance. Since the goal of TQM is to improve performance, firms must align their TQM innovations and implementation to improve performance.  
Although many researchers suggest that total quality management (TQM) is likely to improve a company’s competitive position, particularly with regard to performance improvement, little evidence is available to support this hypothesis. It is difficult to generalize about the extent to which the implementation of TQM along with related business strategies actually impact on a firm’s performance, (Mwangi, 2013; Nafula, 2012).
Firms with effective TQM implementation can accomplish the internal benefits such as improving quality, enhancing productivity enhancement, or realizing better operating income (Zu, 2009; Kaynak, 2003; Kaynak& Hartley, 2005). From the financial performance perspective, careful design and implementation of consistent and documented quality management systems can contribute significantly to superior financial performance (Zu, 2009). Many highly competitive and world class organizations have implemented TQM strategy in order to continually seek better performance (Zu, 2009; Kaynak & Hartley, 2005)
According to Omagwa (2011), and Oriare (2011), the business balanced score approach which is an overall method of evaluating performance helps to focus on both the qualitative and quantitative measures, which are the main philosophies of performance measurement and as such they argue that a company’s performance is of importance when investigating the effectiveness of TQM innovations. Prajogo, et al., (2004), stated that different practices embodied in TQM show a different role in predicting different types of performance namely employee satisfaction indicators , Customer satisfaction indicators, Financial performance, Operational performance and Organizational performance. This study shall measure performance through employee satisfaction indicators alone. 
Omagwa (2011), posits that a successful TQM environment requires a committed and well-trained work force that participates fully in quality improvement activities. Such participation is reinforced by reward and recognition systems which emphasize the achievement of quality objectives. On-going education and training of all employees supports the drive for quality, (Omagwa, 2011).According to Oakland (2005), TQM is user-driven, recognizing efforts in furthering the Total Quality Management (TQM) goals of a firm and rewarding outstanding accomplishments by individuals, teams and working groups using TQM stresses that quality is a team effort.
According to Miller, and Hartwick (2002), in the adoption and implementation of TQM innovations to enhance organizational performance, customer satisfaction is pivotal since for any business the customer comes first. Customer satisfaction is seen as the company’s highest priority. The company believes it will only be successful if customers are satisfied. A firm should be sensitive to customer requirements and respond rapidly to them. In the TQM context, being sensitive to customer requirements' goes beyond defect and error reduction, and merely meeting specifications or reducing customer complaints.
However, according to Kameri-Mbote (2008), for NGOs their customers would be their donors, beneficiaries, stakeholders as well as their vendors. Feedback is important as a performance measure. Internally, management should let employees know in what areas they are doing well and in what areas they need to improve. Externally an organization can get feedback on its performance through feedback from stakeholders such as donors, vendors and customers. They must in turn use the feedback to strengthen and improve on key areas. They may also provide evidence as to whether an organization is fulfilling its goals and meeting stakeholder expectations, thus enjoying good reputation through performance and prudent use of donor funds. Performance measurement allows greater comparability over time and between units; it helps to identify best practice and facilitate new learning (Omagwa, 2011; Nafula, 2012; Paton 2003).
Firms generally strive for profit maximization, creating as much shareholder value as possible. To be able to show to their shareholders the value created, performance measurement serves as an important tool. Evidently, businesses and organizations are under great pressure from external actors to perform optimally and make profits, (Nafula, 2012).
According to Miller, and Hartwick (2002), effectiveness refers to the extent to which customer requirements are met, while efficiency is a measure to how economically to firms’ resources are utilized when providing customer satisfaction. Minimization of extent of expenditure and resources (money, time, information) in a process to get an output (result) is known as efficiency. Effectiveness is how well the process achieves its desired output and the desired output is what its user requires. The idea of organizational effectiveness is especially important for non-profit organizations as most people who donate money to nonprofit organizations and charities are interested in knowing whether the organization is effective in accomplishing its goals, (Miller & Hartwick, 2002).
Many organizations define TQM elements, in some format, as a set of core values and principles on which the organization is to operate. There is no standard or hard-line procedure for implementing TQM, (Sandven, & Smith, 2000). 
Every company can practice TQM in a manner it deems best for its organization. However, a company’s TQM program must always be structured and internally standardized, this means everyone within an organization must practice TQM in the structured manner set forth by management, (Takeuchi, & Nonaka, 2000). 
A management commitment to improvement will be pointless if the workforce is not motivated enough to get involved in this effort. Documented procedures for all key processes must be in place and must be clear to all, (Prajogo, & Sohal, 2001).
According to Rad (2006), an organization measures its performance by the number of new innovations not just introduced but also successfully carried out. This may be based on previous recommendations or in the spirit of continuous improvement and as such Sandven and Smith (2000), posit that organizations should learn from past mistakes, whether their own or others. This also gives a chance not only for remedy but also for improvement and reduces inefficiencies. 
In considering organizational performance from the project perspective, Mohnen and Dagenais (2002), assert that project outcomes describe to what degree the organization has achieved its missions both in the short and long term. This is indicated through satisfaction of the various stakeholders. Measuring impact will show all the changes both intended and unintended derived from an organization’s activities. This also gives rise to effectiveness of an organization.
Oakland (2005), emphasizes that TQM is about teamwork; every functional department must work cohesively together and support each other in order to achieve business excellence. The effectiveness of teamwork determines the success of TQM in each organization
According to Nair (2006), organizational performance has been related to the measurement of the extent to which set goals and objectives have been met. To become a world-class organization, companies must know what others are doing in the market. Therefore it is important for them to search for best practices and methods to manage their activities. One way to achieve best practices is through benchmarking. The basic tenet of benchmarking is that, for an organization, to improve its performances, it must be able to measure its current performance against that of others as well as against its own previous performance (Gayah, 2012).Bench-marking is a process whereby organizations pursue enhanced performance by measuring their processes and practices against those in other organizations. Comparisons may be made with competitors, partners, and organizations with similar processes operating in different spheres, and even other parts of the same organization (Gayah, 2012). Benchmarking as a strategy can be used to measure performance and identify performance gaps, as well as bring innovative ideas into organizational processes, thus improving organizational management (Rad, 2006).
Wen, Ken, Binshan, and Alin (2009), together with Letica (2007), clarified the impact of TQM practices on the level of customer satisfaction especially in the sector of public services and from the managers' perspective and with a focus on strategic planning, management of processes and employees, leadership, customer concern, and measuring of both internal and external customers' satisfaction levels on the perceived quality of goods and services. The study by Wen et al., (2009), indicated that there is a positive relationship between TQM practices and employees’’ focus on customers’ satisfaction. The research findings also clarified that there is a strong relation between manager commitment and satisfaction of customers. On the other hand, some TQM practices such as planning in a strategic way and management of processes has less effect on satisfaction levels of customers.
Lakhal et al., (2002), and Talha (2004), indicated that the practices of TQM is directly contributing in enhancing the performance of organizations by minimizing costs , enhancing the performance of staff members , and increasing the degree of customer satisfaction . Additionally, Saizarbitoria (2006), clarified that TQM directly impact the performance of organizations in positive way. However, Dooyoung, Kalinowskiand El-Enein (1998), indicated that in some cases the implementation of TQM cannot achieve the desired organizational goals.
[bookmark: _Toc533754690]Summary of Review and Research Gap
The review of the related literature and other studies in the previous sections has provided adequate evidence on the existence of a positive relationship between total quality management and organizational performance. Additionally, the review has shown the existence of significant positive relationship between the adoption of various forms of TQM innovations and improved organizational performance. However, the review and research available have not indicated many studies conducted to establish the relationship between TQM innovations and the performance of the NGOs particularly in Kenya. While there is evidence of studies done on TQM implementation in both service and manufacturing sectors (such as Nafula, 2012, Omagwa, 2011 and Mwangi, 2013) on the local front and (Brah, et al, 2002) on the global front, there seems to be very little evidence of research or studies conducted to assess the relationship between TQM innovations and the performance of the Non – Governmental organizations with a focus on the operational non – financial and non – market harmonic performance parameters, thus the need to undertake this particular study. Consequently, this study aims at assessing the impact of TQM innovations on the performance of the Non – Governmental organizations in Nairobi County, in Kenya. 

[bookmark: _Toc533754691]CHAPTER THREE
[bookmark: _Toc491420243][bookmark: _Toc533754692]RESEARCH METHODOLOGY
This chapter presents the methodology used in the study. It highlights the research design, target population, sample and sampling design, the data gathering procedures, the research instrument and the reliability and validity tests. Finally the chapter highlights on the statistical treatment of data and ethical considerations.
[bookmark: _Toc467673860][bookmark: _Toc491420245][bookmark: _Toc533754693]Research Design
In order to address the main concerns of this particular study and to establish the correlation among the variables, the study adopted the use of the descriptive – correlation research design. The descriptive - correlation design was adopted due to its ability to describe the various characteristics of both the dependent and independent variables from the respondents’’ perspective. Additionally, it has the capacity to establish the correlation among the various variables (Mugenda & Mugenda, 2003).The adoption of the descriptive – correlation design is further considered appropriate since it allows for the interaction between the researcher and the respondents (NGO employees) to gather information (Mugenda & Mugenda, 2003). Besides, correlation design has been adopted in order to establish the relationships between the implementation of the various TQM innovations and the various performance indicators as adopted by the NGOs within Nairobi County. The correlation method has also been used to describe in quantitative terms the degree to which variables are related. 

[bookmark: _Toc465693682][bookmark: _Toc467673862][bookmark: _Toc491420246][bookmark: _Toc533754694]Population and Sampling Design
This study target employees from all the NGOs, that meet the inclusion criteria set out in the scope section, specifically, the NGOs targeted were those that have their head offices situated within Nairobi County and those that have been in operation for a period of at least twenty years excluding this year of research. The total number of NGOs registered and having their head offices situated within Nairobi County and that meets the inclusion criteria set out stands at 47 as listed in appendix 2.
In order to ensure that there is fair representation of the views of employees from all the institutions and given that the average number of employees in most of the NGOs stands at around 20 fulltime employees, the study randomly sampled five employees from each of the participating NGO as listed in appendix 2. The sample thus established is 235 respondents. Additionally, the study excluded all respondents who declined to give verbal consent to participate in the study. 
[bookmark: _Toc467673867][bookmark: _Toc491420248][bookmark: _Toc533754695]Research Instrument
[bookmark: _Toc464800047][bookmark: _Toc471224155]Data for the study was collected by means of a self - constructed questionnaire that was administered to the respondents through the help of carefully selected and trained research assistants. The questionnaire was designed to elicit questions as per the study research questions. The questionnaire is divided into 3 sections. Section 1 covers the socio-demographic characteristics; section 2 covers the various TQM innovations by considering the extent to which the organizations have adopted various elements of the respective TQM innovations namely the business continuity innovation, training innovation, top-down implementation innovation and information and communication systems technology innovation. Section3 covers the aspects of organizational performance based on the measurement parameter adopted in this study. Organizational performance has been measured by considering a number of performance elements regarding organizational efficiency, employee management, teamwork, customer management and new product development 
Validity and reliability
Validity of the instrument aims to ascertain relevant and quality information for the study ( Lewis, et al., 2011). In order to ascertain the content validity of the instrument, the researcher received advice and input from the thesis supervisors and later subjected the instrument to assessment by a team of five individuals with a professional background in management field and also practices management and five individuals who are neither management professionals nor practitioners so as to ensure that the instrument has contents that can be understood by both experts and non – experts as well as all cadre of employees in the same way and with the same understanding. 
Reliability of the instrument ensures that there is consistency in the analytical procedure (Orodho, 2004). The process ensures that instrument is accurate by giving the same results when used (Sullivan, 2011). It gives confidence to the results obtained because it confirms or corroborates the results ensuring their trustworthiness, (Cooper, & Schindler, 2006; Orodho, 2004). The questionnaire was pilot tested among 30 senior managers and supervisors from Non – Governmental organizations operating in both Kiambu and Kajiado Counties given that they are the counties bordering Nairobi County thus expected to share some characteristics and are not subject of the final study.Cronbach’s alpha was used to assess the reliability of the questionnaire and the following are the established Cronbach alpha for each of the sections of the questionnaire: Business Continuity Innovation - .909; Training Innovation - .628; Top-down Implementation Innovation - .886; Information and Communication Systems Technology Innovation - .737; Organizational Performance - .720, thus with every section having a Cronbach alpha of above .600, the instrument is considered to be highly reliable 
[bookmark: _Toc467673868][bookmark: _Toc491420249][bookmark: _Toc533754696]Data Gathering Procedures
Prior to the study, permission was sought from and approved by University of Eastern Africa Baraton (UEAB). This was followed by seeking permission from the administration of the various firms using the ethical approval letter before data collection starts. The data was collected by a team of ten research assistants who were carefully selected based on their previous experience in data collection and management of data and their knowledge of the location of the various NGOs selected for the study. The research assistants were closely supervised by a research coordinator who paid random visit to the various sites during the entire data collection period to ensure that the correct data was being gathered and that the research assistants were adopting the use of the correct procedures. 
The respondents of each company, who meet the eligibility criteria, were invited to participate. This was done after informed consent was granted. On the appointed date each respondent was given time based on their requests to fill in the questionnaire by way of self-administration. The questionnaires were then checked for completeness at the study site to minimize instances of missing data.
[bookmark: _Toc491420250][bookmark: _Toc533754697]Statistical Treatment of Data
Before data analysis commences, the process of data entry and cleaning was done. On completion, the data set was analyzed using IBM SPSS version 23. For discrete variables, frequencies and percentages have been provided and the information has been presented using table. The continuous variables have been analyzed by the use of means and standard deviations and the information also presented in tables. 
Specifically, the study has adopted the use of frequencies and percentages in establishing the spread of the respondents with regard to the various demographic traits considered and have adopted the use of both mean and standard deviation to establish the extent to which the various organizational performance elements have been realized within the organizations. Additionally, mean and standard deviations have been used to determine the extent to which the various elements of the selected TQM innovations have been adopted by the organizations.
In order to establish the nature of relationship between selected TQM innovations and organizational performance among NGOs in Nairobi County, the study has adopted the use of the Pearson – correlation using the 2 – tailed significance levels of 0.005. Finally, in determining the impact of implementing the TQM innovations on organizational performance, and the predictors of the organizational performance among the selected TM innovations, the study adopted the use of both analysis of variance (ANOVA) and the use of regression model/analysis.
[bookmark: _Toc467673870][bookmark: _Toc491420251][bookmark: _Toc533754698]Ethical Considerations
[bookmark: _Toc439755285][bookmark: _Toc479013714]To ensure that the study adheres to the principles of respect, beneficence and justice and to protect and prevent unnecessary risk to respondents, the proposal was reviewed and approved at by University of Eastern Africa, Baraton (UEAB) Institutional Research and Ethics Committee (IREC). The researcher then secured approval letters and relevant authorizations from the Director of Graduate studies and Research of UEAB and research permit from the National Council for Science and Technology (NACOSTI) before administering the research. Additionally, the researcher has ensured that the following ethical considerations are made:
[bookmark: _Toc439755286][bookmark: _Toc479013715]Informed Consent: All respondents had the study explained to them prior to being required to give a decision on whether or not they would participate in the study.
[bookmark: _Toc439755287][bookmark: _Toc479013716]Voluntary Participation: Respondents were informed that their participation in the study was on a voluntary basis. Further, it was explained to them that they could leave the study at any time without suffering any penalties.
[bookmark: _Toc439755288][bookmark: _Toc479013717]Privacy: The privacy of all study participants have been protected. Each participant was assigned a unique serial number (code) to correspond with their name. After data collection, the list containing codes and names were destroyed. After being stripped of all identifiers, all the questionnaires were filed and stored safely under lock and key. 
Confidentiality: Measures have been put in place to ensure that all respondent answers have been kept strictly confidential and will not be shown to anyone not authorized for purposes of the study.



[bookmark: _Toc533754699]CHAPTER FOUR
PRESENTATION OF FINDINGS, ANALYSIS AND INTERPRETATION
This section of the thesis presents the analysis and interpretation of the findings of the study. The section begins with an analysis of the demographic characteristics of the respondents and then presents the analysis and interpretation of the findings based on the specific research questions.
The study recorded a response rate of 81.28%. Out of 235 questionnaires that were given out to the respondents, 191 questionnaires were retrieved by the research assistants. Since the mode of administrating the questionnaire was drop and pick for most respondents, the research assistants were unable to collect some of the questionnaires since they were not either ready or respondents were not available as agreed in the schedule. In terms of the distribution by categories of employees, the respondents were distributed to all the levels.
[bookmark: _Toc533754700]Analysis of Demographic Information
	The study considered a number of demographic variables that are perceived to be critical in influencing the views of the respondents on the various aspects that are being investigated in this particular study. These variables include the levels of management, years of establishment of the NGO, years of service in the organization and the sector of the NGOs operations as presented in tables 1 – 4.


[bookmark: _Toc533754798]Table 1
Level of management
	
	Frequency
	Percent

	Valid
	Senior management
	81
	42.4

	
	Head of department
	50
	26.2

	
	Head of unit
	27
	14.1

	
	Supervisor
	33
	17.3

	
	Total
	191
	100.0


The study in table 1 indicates that the respondents were drawn from all the management levels that were considered. Specifically, the proportionate distribution of the respondents indicates that 42.4% of the respondents were drawn from the senior management level, 26.2% were drawn from the heads of departments, while 17.3% and 14.1% were drawn from the supervisory and head of unit levels respectively. This distribution has ensured that the study considers a cross – sectional views and not dependent on views from one particular level of management.
[bookmark: _Toc533754799]Table 2
Year of establishment
	
	Frequency
	Percent

	
	5-10 years
	120
	62.8

	
	11-15 years
	64
	33.5

	
	16-20 years
	7
	3.7

	
	Total
	191
	100.0


The study as presented in table 2 indicates that the respondents were also drawn from the various groupings of the years of establishments of the organizations with those that were established between 5 – 10 years constituting 62.8% of the respondents, and those established between 11 – 15 years and 16 – 220 years constituting 33.5% and 3.7% of the respondents respectively. 
[bookmark: _Toc533754800]Table 3
Years of service in the organization
	
	Frequency
	Percent

	
	less than 5 years
	106
	55.5

	
	5-10 years
	78
	40.8

	
	11-15 years
	7
	3.7

	
	Total
	191
	100.0


With regard to the years of service in the organization of the respondents, table 3 indicates that 55.5% of the respondents have less than 5 years of service while 40.8% have 5 – 10 years of service and 3.7% have 11 – 15 years of services in their respective organizations. Considering the number of years of service in the organization ensures that the views are also informed by knowledge gained while in service at the organization and experiences gained while serving the organization. Thus the distribution of the respondents ensures that the study gets views from respondents with varied levels of experiences with the organization and varied levels of acquaintances with the operations of the organization.   
[bookmark: _Toc533754801]Table 4
Sector where the NGO belongs
	
	Frequency
	Percent

	
	Agriculture
	49
	25.7

	
	Water
	9
	4.7

	
	Environment
	44
	23.0

	
	Health
	21
	11.0

	
	Human Rights
	47
	24.6

	
	Gender and Development
	4
	2.1

	
	Children's Rights
	5
	2.6

	
	Poverty Alleviation
	5
	2.6

	
	Peace
	7
	3.7

	
	Total
	191
	100.0


Table 4 indicates that the respondents were further drawn from various sectors. The sectoral distribution is vital in ensuring that the views received are multi –sectoral based and not drawn from just a particular sector. Consequently, the findings of the study can therefore be generalized to the entire NGO fraternity since it represents the views from all the considered sectors. In terms of sectoral distribution, 25.7% were drawn from the agricultural sector, 24.6% from Human rights groups, while 23.0% and 11.0% were drawn from the Environment and health sectors respectively. Additionally, 4.7% from water sector, and 3.7% from peace initiatives while Children’s rights and poverty alleviation had 2.6% each and gender and development had 2.1%
[bookmark: _Toc533754701]Analysis based on Specific Research Questions
This section presents the analysis and the interpretation of the findings based on the specific research question in the sequential order as presented in chapter one outlining the research questions.
Research question 1: What are the organizational performance levels of the NGOs in Nairobi County?
Since the study had an interest in establishing the correlation between the selected TQM innovations and the organizational performance, various aspects organizational performance indicators have been considered. The respondents were required to rate their views on a Likert scale of 1 – 4 on the extent to which they considered that their respective organizations have experience various organizational performance indicators and the following scale of interpretation has been adopted:
1.0 – 1 .49 – Very small extent; 1.50 - 2.49 – Small extent; 2.50 – 3.49 – Great extent; and 3.50 – 4.00 - Very great extent 
With regard to the extent to which the respondents considered that their respective organizations have experience various organizational performance indicators, the study reveals that this has been to a very great extend with a mean of  3.5187 and standard deviation of .19145 as presented in table 5. 
[bookmark: _Toc533754802]Table 5
Organizational Performance
	
	Mean
	Std. Deviation

	The employees have been inducted into and are clear about our organization’s vision and strategy
	3.65
	.477

	Employees are regularly provided with training in their areas of work and have the skills and knowledge to do their job well
	3.31
	.465

	The financial sustainability has been enhanced within the organization in the past five years
	3.61
	.488

	Our organization has enhanced asset utilization in the past five years
	3.70
	.459

	Our organization has enabled our employees to be adequately rewarded for their work
	3.14
	.349

	Our organization has enhanced new product development cycles
	3.70
	.459

	Employees have been given the opportunity to develop new skills over the last five years of our operations
	3.69
	.465

	We have been able to create team work within the organization over the last five years of our operations
	3.14
	.349

	We have been able to achieve our strategic business units (SBUs) objectives consistently over the last five years of our operations
	3.27
	.444

	We have been able to ensure efficiency in all our operations and activities consistently over the last five years of our operations
	3.83
	.379

	We have been able to ensure effectiveness in all our operations and activities consistently over the last five years of our operations
	3.65
	.477

	Over the past five years of our operations, we have managed to improve on our clientele base.
	3.56
	.498

	Over the past five years of our operations, we have managed to improve on our funding and donor support.
	3.00
	.000

	Our organization serves our clients satisfactorily in the past five years
	4.00
	.000

	Organizational Performance
	3.5187
	.19145

	N = 191
	
	


Table 5 further reveals that with regard to the specific performance indicators, the respondents generally consider that the employees have been inducted into and are clear about our organization’s vision and strategy to a very great extent with a mean of 3.65 and standard deviation of .477. Additionally, the respondents view that the financial sustainability has been enhanced within the organization in the past five years to a very great extent with a mean of 3.61 and standard deviation of .488. Further, the respondents consider that their organizations have enhanced asset utilization in the past five years to a very great extent with a mean of 3.70 and standard deviation of .459. Also, the respondents consider that their organizations have enhanced new product development cycles to a very great extent with a mean of 3.70 and standard deviation of .459. The respondents further consider that employees have been given the opportunity to develop new skills over the last five years of our operations to a very great extent with a mean of 3.69 and standard deviation of .465.
Additionally, the respondents consider that they have been able to ensure efficiency in all our operations and activities consistently over the last five years of our operations to a very great extent with a mean of 3.83 and standard deviation of .379 and that they have been able to ensure effectiveness in all our operations and activities consistently over the last five years of our operations to a very great extent with a mean of 3.65 and standard deviation of .477. Finally the respondents consider that over the past five years of their operations, they have managed to improve on our clientele base to a very great extent with a mean of 3.56 and standard deviation of .498 and that their organizations have served their clients satisfactorily in the past five years to a very great extent with a mean of 4.00 and standard deviation of .000.
However, the respondents considers that the employees are regularly provided with training in their areas of work and have the skills and knowledge to do their job well to a great extent with a mean of 3.31 and standard deviation of .465 and that their organizations have enabled their employees to be adequately rewarded for their work to a great extent with a mean of 3.14 and standard deviation of .349. also the respondents consider that they have been able to create team work within the organization over the last five years of their operations to a great extent with a mean of 3.14 and standard deviation of .349 and that they have been able to achieve their strategic business units (SBUs) objectives consistently over the last five years of their operations to a great extent with a mean of 3.27 and standard deviation of .444. Finally, they consider that over the past five years of their operations, they have managed to improve on our funding and donor support to a great extent with a mean of 3.00 and standard deviation of .000.
These findings are consistent with the observations by Wen, et al., (2009), and Letica (2007), who observed that there exist a positive relationship between TQM innovations and the level of customer satisfaction especially in the sector of public services and from the managers' perspective and with a focus on strategic planning, management of processes and employees, leadership, customer concern, and measuring of both internal and external customers' satisfaction levels on the perceived quality of goods and services. The findings are consistent with the findings of Wen et al., (2009) that established that there is a positive relationship between TQM practices, and employees’’ focus on customers’ satisfaction and that there is a strong relation between manager commitment and satisfaction of customers. 
The findings are further consistent with the assertions by Lakhal et al., (2002), and Talha (2004), that the practices of TQM innovations are directly contributing in enhancing the performance of organizations by minimizing costs, enhancing the performance of staff members, and increasing the degree of customer satisfaction. Additionally, the findings are in agreement with the observations by Saizarbitoria (2006), that TQM innovations directly impact the performance of organizations in positive way.
Research question 2.  To what extent have the NGOs in Nairobi County adopted business continuity innovation, training innovation, top – down implementation innovation and information and communication systems technology innovation?
Analysis and interpretation of the variables addressing specific research question, the following scale of interpretation has been adopted: 1.00 – 1.49 – Very small extent; 1.50 - 2.49 - Small extent; 2.50 - 3.49 – great extent; 3.50 - 4.00 – Very great
[bookmark: _Toc533754803]Table 6
Business Continuity Innovation
	
	Mean
	Std. Deviation

	Our organization has problem solving teams to review work practices
	3.07
	.837

	Our organization has problem solving teams in product design
	2.53
	.500

	Our organization has problem solving teams to solve problems within units
	2.95
	.910

	Our organization has problem solving teams to access customer preferences
	2.51
	.501

	Our organization has problem solving teams to review supplier relations
	3.21
	.719

	Business Continuity Innovation
	2.8555
	.62615

	N = 191
	
	


The study as presented in table 6 has observed that the respondents generally consider that to a great extent business continuity innovation has been adopted by the organizations with a mean of 2.8555 and standard deviation of .62615. With regard to the specific aspects of the business continuity innovation, the study shows that with a mean of 3.07 and standard deviation of .837, the respondents to a great extent consider that their organizations have problem solving teams to review work practices. Additionally, the respondents to a great extent consider that their organizations have problem solving teams in product design with a mean of 2.53 and a standard deviation of .500 and that to a great extent their organizations have problem solving teams to solve problems within units with a mean of 2.95 and standard deviation of .910 and to a great extent, their organizations have problem solving teams to access customer preferences with a mean of 2.51 and standard deviation of .501 and finally to a great extent, the organizations have problem solving teams to review supplier relations with a mean of 3.21 and standard deviation of .719.
These findings are in harmony with the findings by Omagwa (2011), in a survey reports that the single most commonly used TQM practice is formation of short-term problem-solving teams with the overall objective of simplifying and streamlining work practices. The findings are also consistent with the assertions by Omagwa (2011), and Nafual (2012), that nearly all manufacturing firms using TQM use such teams which ensure continuities, and 90 per cent of service firms do so. Problem solving teams work on a wide variety of tasks, ranging from cross-functional involvement in product design to solving within-unit workflow problems.


[bookmark: _Toc533754804]
Table 7
Training Innovation
	
	Mean
	Std. Deviation

	Our organization provide training in problem solving tools
	3.12
	.802

	Our organization trains on statistical analysis to front line employees
	2.31
	.465

	Our organization trains on using the top down implementation strategy
	2.83
	.379

	Our organization provides training opportunities for workers at all levels
	3.86
	.349

	Our organization regularly reviews the training programs to take into consideration changes in the environment.
	3.41
	.493

	Our organization emphasize training to improve quality of delivery
	3.55
	.499

	Our organization provides training on customer service
	3.59
	.493

	Our organization regularly provide training on changing technology
	3.09
	.578

	Our organization regularly provide training on changing work processes and systems
	2.52
	.663

	Training Innovation
	3.1425
	.16096

	N = 191
	
	


The study as presented in table 7 shows that the respondents generally consider that to a great extent training innovation has been adopted by the organizations with a mean of 3.1425 and standard deviation of .16096. With regard to the specific aspects of the business continuity innovation, the study shows that the respondents consider that their organizations provide training opportunities for workers at all levels to a very great extent with a mean of 3.86 and standard deviation of .349 and also that their organizations emphasize training to improve quality of delivery to a very great extent with a mean of 3.55 and standard deviation of .499 as well as that their organizations provide training on customer service to a very great extent with a mean of 3.59 and standard deviation of .493.
Further, table 7 reveals that the respondents consider that their organization provide training in problem solving tools to a great extent with a mean of 3.12 and standard deviation of .802 and that their organizations regularly review the training programs to take into consideration changes in the environment to a great extent with a mean of 3.41 and standard deviation of .493. Additionally, the respondents consider that their organizations train on using the top down implementation strategy to a great extent with a mean of 2.83 and standard deviation of .379. Further, the respondents consider that their organization regularly provides training on changing technology to a great extent with a mean of 3.09 and standard deviation of .578 and that their organizations regularly provide training on changing work processes and systems to a great extent with a mean of 2.52 and standard deviation of .66. However, the respondents consider that their organization trains on statistical analysis to front line employees to a small extent with a mean of 2.31 and standard deviation of .465.
These findings are in agreement with the findings of researchers such as, Garvin (2000), Gayah (2012), Nafula (2012), Omagwa (2011), and Mwangi (2013), who have shown that about 80 percent of first-line supervisors and 50 percent of non-management employees receive a median eight hours of training and further that the most common training content to be (in order of frequency)- interpersonal skills, quality-improvement processes and problem-solving, team leading to building, running meetings, statistical analysis, supplier qualification training, and benchmarking.
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Table 8
Top-down Implementation Innovation
	
	Mean
	Std. Deviation

	Our organization undertakes training of top managers in the quality philosophy
	3.61
	.488

	Our organization articulates the organization-wide quality philosophy and communicates the vision throughout the organization
	3.14
	.349

	Our organization involves workers from all levels in every decision beginning with the top management cascading downwards
	3.61
	.488

	Our organization encourages open office philosophy that ensures the top management is always part of every activity
	3.14
	.349

	Our organization encourages supervisors and managers on empowering workers under their supervision.
	3.61
	.488

	Top-down Implementation Innovation
	3.4241
	.36309

	N = 191
	
	


Table 8 shows that the study has observed that the respondents generally consider that the top – down implementation innovation has been adopted by the organizations to a great extent with a mean of 3.4241 and a standard deviation of .36309. With regard to the specific indicators of the top – down implementation innovation, with a mean of 3.61 and standard deviation of .488 for all cases, the respondents consider that their organization undertakes training of top managers in the quality philosophy, and that their organization involves workers from all levels in every decision beginning with the top management cascading downwards and that their organization encourages supervisors and managers on empowering workers under their supervision to a very great extent.
Additionally, with a mean of 3.14 and standard deviation of .349 for both cases, the respondents consider that their organization articulates the organization-wide quality philosophy and communicates the vision throughout the organization and that their organization encourages open office philosophy that ensures the top management is always part of every activity to a great extent.
These findings are consistent with the argument by Nafula (2012), that both education about TQM and implementation of TQM practices typically take place in cascading fashion, with each layer carrying the message to the next lower level of the organization. The findings are also in agreement with the assertions by Garvin (2000), that teamwork practices enhanced by TQM innovations include identifying the needs of all groups and organizations involved in decision making, trying to find solutions that will benefit everyone involved, and sharing responsibility and credit.
[bookmark: _Toc533754806]Table 9
Information and Communication Systems Technology Innovation
	
	Mean
	Std. Deviation

	Our organization has invested in IT
	3.86
	.349

	Our organization uses ICT services for improved planning and organizational management.
	3.69
	.465

	Our organization uses ICT to improve employees’ performance
	3.70
	.459

	Our organization uses our own website and uses it to communicate organizational information
	3.86
	.349

	Our organization has a portal for official operations such as recruitment and tender applications
	3.86
	.349

	Our organization uses e – banking platform
	3.69
	.465

	Our organization uses mobile phone platforms for communication, alerts, and reminders
	2.81
	.637

	Information and Communication Systems Technology Innovation
	3.6372
	.30206

	N = 191
	
	


Table 9 shows that the respondents generally consider that information and communication systems technology innovation has been adopted by the organizations to a very great extent with a mean of 3.6372 and a standard deviation of .30206. With regard to the specific aspects of the information and communication systems technology innovation, the study reveals that the respondents consider that their organizations have invested in IT to a very great extent with a mean of 3.86 and a standard deviation of .349 and that their organizations use ICT services for improved planning and organizational management also to a very great extent with a mean of 3.69 and standard deviation of .465. Additionally, the respondents consider that their organizations use ICT to improve employees’ performance to a very great extent with a mean of 3.70 and standard deviation of .459 and also that their organizations use their own website and uses it to communicate organizational information to a very great extent with a mean of 3.86 and standard deviation of .349. further, the respondents consider that their organizations have a portal for official operations such as recruitment and tender applications to a very great extent with a mean of 3.86 and standard deviation of .349 as well as that their organizations use e – banking platform to a very great extent with a mean of 3.69 and standard deviation of .465 and finally that their organizations use mobile phone platforms for communication, alerts, and reminders to a very great extent with a mean of 2.81 and standard deviation of .637.
These findings are consistent with the arguments by Gotzamani, and Tsiotras (2002), that ICT plays a key role in growth of customer relations. The findings are also in agreement with the assertions by Amutabi (2006), and Abagi (2006), that that have adopted ICT Innovations use websites in communicating organizational information and in the recent past a lot of organizations have adopted portals to support in applications for jobs and tenders. Organizations have also adopted e learning to assist both their employees as well as other interested parties. Data storage and exchange has also been enhanced through various ways using latest technology. ICT also plays a major role in monitoring and evaluation, a key issue in the NGOs. Use of mobile phone platforms for communication, alerts, reminders as well as payments has been a plus, not forgetting that most organizations have now adopted e-banking to minimize cash handling, (Amutabi, 2006; Abagi, 2006). 
Research question 3: Is there a significant relationship between selected TQM innovations and organizational performance among NGOs in Nairobi County?
[bookmark: _Toc533754807]Table 10
Relationship between TQM innovations and organizational performance among NGOs
	
	Organizational Performance

	Business Continuity Innovation
	Pearson Correlation
	.684**

	
	Sig. (2-tailed)
	.000

	
	N
	191

	Training Innovation
	Pearson Correlation
	-.092

	
	Sig. (2-tailed)
	.204

	
	N
	191

	Top-down Implementation Innovation
	Pearson Correlation
	-.257**

	
	Sig. (2-tailed)
	.000

	
	N
	191

	Information and Communication Systems Technology Innovation
	Pearson Correlation
	-.227**

	
	Sig. (2-tailed)
	.002

	
	N
	191


**. Correlation is significant at the 0.01 level (2-tailed).
With regard to the question as to the existence of a significant relationship between TQM innovations and organizational performance among NGOs in Nairobi County, the study in table 10 reveals that using the Pearson correlation with correlation being significant at the 0.01 level (2-tailed), there is a significant relationship between organizational performance and business continuity innovation (sig. 2 tailed - .000) and top – down implementation innovation (sig. 2 tailed - .000). However, the study reveals that there is no significant relationship between organizational performance and training innovation (sig. 2 tailed - .204) and information and communication system technology innovation (sig. 2 tailed - .002) using the Pearson correlation with correlation being significant at the 0.01 level (2-tailed).
However, it is important to take cognizant of the fact that relationship does not suggest causation. When two variables are related, it is important to investigate which variable precedes the other one in occurrence.  With top-down implementation innovation and information communication systems technology innovation having a negative (inverse) relationship with organizational performance not necessarily mean that when these two innovations are adopted, organizational performance decreases.  It can mean that NGOs that do not perform as expected would tend to adopt top-down implementation and ICT innovations in order to improve their performance.
Research question 4: What is the impact of TQM innovations on organizational performance among NGOs in Nairobi County?
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Regression of the impact of TQM innovations on organizational Performance among NGOs – Model Summary
	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.684a
	.468
	.465
	.14007

	2
	.994b
	.987
	.987
	.02156

	3
	.997c
	.995
	.995
	.01405

	4
	.997d
	.995
	.995
	.01385

	a. Predictors: (Constant), Business Continuity Innovation

	b. Predictors: (Constant), Business Continuity Innovation, Top-down Implementation Innovation

	c. Predictors: (Constant), Business Continuity Innovation, Top-down Implementation Innovation, Information and Communication Systems Technology Innovation

	d. Predictors: (Constant), Business Continuity Innovation, Top-down Implementation Innovation, Information and Communication Systems Technology Innovation, Training Innovation


Table 11 indicates that while with an adjusted R square of .465, business continuity innovation independently is not a good predictor of organizational performance, the other models that comprises the Business Continuity Innovation, Top-down Implementation Innovation, and Information and Communication Systems Technology Innovation and one that combines the Business Continuity Innovation, Top-down Implementation Innovation, Information and Communication Systems Technology Innovation, and Training Innovation are considered to be good predictor of organizational performance. However, the best predictor model is the one that combines the business continuity innovation and the top-down implementation innovation with the adjusted R square of .997, thus the best predictors of organizational performance are the business continuity and top-down implementation innovations. 
These findings are in harmony with the assertions by both Mwangi (2013), and Nafula (2012), that it is difficult to generalize about the extent to which the implementation of TQM innovations along with related business strategies actually impact on a firm’s performance. Additionally, these findings are consistent with the assertion by various authors that firms with effective TQM implementation can accomplish the internal benefits such as improving quality, enhancing productivity enhancement, or realizing better operating income (Zu, 2009; Kaynak, 2003; Kaynak& Hartley, 2005).
	[bookmark: _Toc533754809]Table 12
ANOVAa

	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	6.928
	4
	1.732
	9022.887
	.000b

	
	Residual
	.036
	186
	.000
	
	

	
	Total
	6.964
	190
	
	
	

	a. Dependent Variable: Organizational Performance

	b. Predictors: (Constant), Information and Communication Systems Technology Innovation, Training Innovation, Business Continuity Innovation, Top-down Implementation Innovation


Table 12 indicates that through analysis of variance that the predictor variables namely Information and Communication Systems Technology Innovation, Training Innovation, Business Continuity Innovation, and Top-down Implementation Innovation can significantly explain up to 69.64% of the organizational performance. 
[bookmark: _Toc533754810]Table 13
Coefficientsa
	Model
	Unstandardized Coefficients
	Standardized Coefficients
	T
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	.308
	.094
	
	3.275
	.001

	
	Business Continuity Innovation
	.560
	.005
	1.832
	113.378
	.000

	
	Training Innovation
	-.020
	.008
	-.017
	-2.519
	.013

	
	Top-down Implementation Innovation
	.624
	.013
	1.183
	48.878
	.000

	
	Information and Communication Systems Technology Innovation
	-.127
	.008
	-.200
	-16.383
	.000

	a. Dependent Variable: Organizational Performance


Table 13 shows that the relationship between the dependent variable – organizational performance and the independent variables namely the business continuity innovation, training innovation, top – down implementation innovation, and information and communication technology systems innovation are significant and can be represented through a regression model with a constant of 0.308 as follows:
Organizational Performance = .308 + .560BCI – .020TI + .624TII –.127ICSTI
Where:
BCI = Business continuity innovation
TI = Training innovation
TII – Top – down implementation innovation
ICSTI = Information and Communication systems technology innovation 








[bookmark: _Toc533754702]CHAPTER FIVE
[bookmark: _Toc533754703]SUMMARY, CONCLUSIONS AND RECOMMENDATIONS
This section presents the summary of the findings. It also presents the conclusions of the study based on the problem of the study as well as on the specific research questions. Finally, the section presents both the recommendations based on the findings and the recommendations for further study.
[bookmark: _Toc533754704]Summary of Findings
Summary of the study
Non-governmental organizations are now increasingly important in international development. Greater attention is being paid to the total quality management of NGOs, which is often claimed to be ‘participatory’ in character. In the present world TQM has turned to be a globally strategic force, which may result in numerous benefits including: improved customer satisfaction, superior employee focus and enthusiasm, decreased waste and enhanced overall performance (Kameri-Mbote, 2008).
Organizations have adopted several TQM innovations in order to improve on their operations and overall productivity and enhance their performance. However, as various organizations continue adapting TQM innovations, there is inadequate documentation of the impact that such on the overall performance and specifically from the NGO sector. There is no documentation and research to indicate that the continued adoption of TQM innovations by the NGOs in Kenya have improved or not improved their performance. Available researches have also failed to directly discuss performance improvement as a result of TQM innovations. In all the studies accessed there is little discussion on the TQM as an innovation and its relationship with performance of the NGOs. Consequently, there is a need to assess the impact that the adoption of the TQM innovations has on the performance of the NGOs, hence the need for this particular study. In order to address the primary objective and the problem of the study, this study adopted the following set of research questions: 
i. What is the organizational performance of the NGOs in Nairobi County?
ii. To what extent have the NGOs in Nairobi County adopted business continuity innovation, training innovation, top – down implementation innovation and information and communication systems technology innovation?
iii. Is there a significant relationship between TQM innovations and organizational performance among NGOs in Nairobi County?
iv. What is the impact of TQM innovations on organizational performance among NGOs in Nairobi County?
The study adopted a descriptive – correlation and case study research designs and targeted all the employees within the NGOs sector and specifically those NGOs that satisfied the inclusion criteria and made a number of findings as presented in the summary of findings section of this thesis.
Summary of findings
The study considered a number of demographic variables that are perceived to be critical in influencing the views of the respondents on the various aspects that are being investigated in this particular study. These variables include the levels of management, years of establishment of the NGO, years of service in the organization and the sector of the NGOs operations. Respondents were drawn from all the management levels that were considered, the various groupings of the years of establishments of the organizations and from the various groupings of the years of service in the organization as well as from the various sectors. 
1. Since the study had an interest in establishing the correlation between the selected TQM innovations and the organizational performance, various aspects organizational performance indicators have been considered and the following are the findings:
a. With regard to the extent to which the respondents considered that their respective organizations have experience various organizational performance indicators, the study has established that this has been to a very great extend  and specifically, the respondents consider that the employees have been inducted into and are clear about our organization’s vision and strategy to a very great extent, the financial sustainability has been enhanced within the organization in the past five years to a very great extent  and the organizations have enhanced asset utilization in the past five years to a very great extent. Additionally, the organizations have enhanced new product development cycles to a very great extent and employees have been given the opportunity to develop new skills over the last five years of our operations to a very great extent. Further, the organizations have been able to ensure efficiency in all their operations and activities consistently over the last five years of their operations to a very great extent as well as they have been able to ensure effectiveness in all their operations and activities consistently over the last five years of our operations to a very great extent. Also, over past five years of their operations, the organizations have managed to improve on their clientele base to a very great extent and the organizations have served their clients satisfactorily in the past five years to a very great extent. However, the employees are regularly provided with training in their areas of work and have the skills and knowledge to do their job well to a great extent and the organizations have enabled their employees to be adequately rewarded for their work to a great extent as well as the organizations have been able to create team work within the organization over the last five years of their operations to a great extent. Additionally, the organizations have been able to achieve their strategic business units (SBUs) objectives consistently over the last five years of their operations to a great extent and over the past five years of their operations, the organizations have managed to improve on their funding and donor support to a great extent.
2. With regard to the extent that the NGOs have adopted the various TQM innovations, the study has established that:
a. To a great extent business continuity innovation has been adopted by the organizations and specifically, the organizations have problem solving teams to review work practices, the organizations have problem solving teams in product design, the organizations have problem solving teams to solve problems within units, the organizations have problem solving teams to access customer preferences and the organizations have problem solving teams to review supplier relations all to a great extent.
b. The organizations have adopted training innovations to a great extent and specifically, the organizations provide training opportunities for workers at all levels, emphasize training to improve quality of delivery and provide training on customer service to a very great extent. Further, the organization provide training in problem solving tools, regularly review the training programs to take into consideration changes in the environment, train on using the top down implementation strategy, regularly provide training on changing technology and regularly provide training on changing work processes and systems to a great extent. However, the organizations train on statistical analysis to front line employees to a small extent.
c. The top – down implementation innovation has been adopted by the organizations to a great extent and specifically, the organization undertakes training of top managers in the quality philosophy, and involves workers from all levels in every decision beginning with the top management cascading downwards and encourages supervisors and managers on empowering workers under their supervision to a very great extent. Additionally, the organizations articulate the organization-wide quality philosophy and communicates the vision throughout the organization and encourages open office philosophy that ensures the top management is always part of every activity to a great extent.
d. Information and communication systems technology innovation has been adopted by the organizations to a very great extent and specifically, the organizations have invested in IT, use ICT services for improved planning and organizational management, use ICT to improve employees’ performance, use their own website and uses it to communicate organizational information, have a portal for official operations such as recruitment and tender applications, use e – banking platform and use mobile phone platforms for communication, alerts, and reminders to a very great extent. 
3. With regard to the question as to the existence of a significant relationship between TQM innovations and organizational performance among NGOs in Nairobi County, the study has observed that using the Pearson correlation with correlation being significant at the 0.01 level (2-tailed), there is a significant relationship between organizational performance and business continuity innovation (sig. 2 tailed - .000) and top – down implementation innovation (sig. 2 tailed - .000). However, there is no significant relationship between organizational performance and training innovation (sig. 2 tailed - .204) and information and communication system technology innovation (sig. 2 tailed - .002) using the Pearson correlation with correlation being significant at the 0.01 level (2-tailed).
4. With regard to the impact of TQM innovations on organizational performance among NGOs in Nairobi County, the study has established that:
a. While with an adjusted R square of .465, business continuity innovation independently is not a good predictor of organizational performance, the other models that comprises the Business Continuity Innovation, Top-down Implementation Innovation, and Information and Communication Systems Technology Innovation and one that combines the Business Continuity Innovation, Top-down Implementation Innovation, Information and Communication Systems Technology Innovation, and Training Innovation are considered to be good predictor of organizational performance. However, the best predictor model is the one that combines the business continuity innovation and the top-down implementation innovation with the adjusted R square of .997, thus the best predictors of organizational performance are the business continuity and top-down implementation innovations. 
b. Through analysis of variance that the predictor variables namely Information and Communication Systems Technology Innovation, Training Innovation, Business Continuity Innovation, and Top-down Implementation Innovation can significantly explain up to 69.64% of the organizational performance. 
c. The relationship between the dependent variable – organizational performance and the independent variables namely the business continuity innovation, training innovation, top – down implementation innovation, and information and communication technology systems innovation are significant and can be represented through a regression model with a constant of 0.308 as follows:
Organizational Performance = .308 + .560BCI – .020TI + .624TII –.127ICSTI
Where:
BCI = Business continuity innovation
TI = Training innovation
TII – Top – down implementation innovation
ICSTI = Information and Communication systems technology innovation 
[bookmark: _Toc533754705]Conclusions
i. Since the study had an interest in establishing the correlation between the selected TQM innovations and the organizational performance, various aspects organizational performance indicators have been considered the study conclude that organizations have experience various organizational performance indicators either to a very great extend  or to a great extent. 
2. With regard to the extent that the NGOs have adopted the various TQM innovations, the study concludes that:
i. Business continuity innovation has been adopted by the organizations to a great extent and has influenced the performance of the NGOS through the establishment of problem solving teams in various areas namely, work practices, product design, Strategic business units (SBUs), customer care and relationship management and supplier relations.
ii. The organizations have adopted training innovations and has impacted the performance of the organizations through the provision of training opportunities for workers at all levels, emphasize training to improve quality of delivery and provide training on customer service, provide training in problem solving tools, regularly review the training programs to take into consideration changes in the environment, train on using the top down implementation strategy, regularly provide training on changing technology  and regularly provide training on changing work processes and systems to a great extent. 
iii. The top – down implementation innovation has been adopted by the organizations to a great extent and has impacted the performance of the organizations through training of top managers in the quality philosophy, involving workers from all levels in every decision beginning with the top management cascading downwards, encouraging supervisors and managers on empowering workers under their supervision, articulating the organization-wide quality philosophy and communicating the vision throughout the organization and encouraging open office philosophy that ensures the top management is always part of every activity.
iv. Information and communication systems technology innovation has been adopted by the organizations to a very great extent and it impacts the performance of the organizations through the organizations investing in IT, use ICT services for improved planning and organizational management, use ICT to improve employees’ performance, use their own website and uses it to communicate organizational information, have a portal for official operations such as recruitment and tender applications, use e – banking platform and use mobile phone platforms for communication, alerts, and reminders. 
3. With regard to the question as to the existence of a significant relationship between TQM innovations and organizational performance among NGOs in Nairobi County, the study concludes that there is a significant relationship between organizational performance and business continuity innovationand top – down implementation innovation while there is no significant relationship between organizational performance and training innovation and information and communication system technology innovation.
4. With regard to the impact of TQM innovations on organizational performance among NGOs in Nairobi County, the study concludes that:
i. The best predictors of organizational performance are the business continuity and top-down implementation innovations. 
ii. Information and Communication Systems Technology Innovation, Training Innovation, Business Continuity Innovation, and Top-down Implementation Innovation can significantly explain up to 69.64% of the organizational performance. 
iii. The relationship between the dependent variable – organizational performance and the independent variables namely the business continuity innovation, training innovation, top – down implementation innovation, and information and communication technology systems innovation are significant and can be represented through a regression model with a constant of 0.308 as follows:
Organizational Performance = .308 + .560BCI – .020TI + .624TII –.127ICSTI
Where:
BCI = Business continuity innovation
TI = Training innovation
TII – Top – down implementation innovation
ICSTI = Information and Communication systems technology innovation 
[bookmark: _Toc533754706]Recommendations
1. Based on the findings and the conclusions drawn from the study, the study recommends that the organizations should enhance training innovations in the area of training the frontline employees on statistical analysis since it has been implemented to a small extent.
2. Since the study has established that information and Communication Systems Technology Innovation, Training Innovation, Business Continuity Innovation, and Top-down Implementation Innovation can significantly explain up to 69.64% of the organizational performance, organizations should enhance the implementation of these TQM innovations. 
[bookmark: _Toc533754707]Recommendations for Further Studies
Since the study has established that information and Communication Systems Technology Innovation, Training Innovation, Business Continuity Innovation, and Top-down Implementation Innovation can significantly explain up to 69.64% of the organizational performance, it is recommended that further studies should be conducted to determine the other variables that could independently or jointly explain the remaining 30.36% of the performance. These variables could be other TQM innovations not considered in this study or even non TQM innovations such as internal or external factors 
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[bookmark: _Toc533754710]Appendix 1: Questionnaire

Level of Management 
1. Senior Management [ ]	2. Head of Department [ ]	3. Head of Section [ ] 	4.  Head of Unit [ ]     5. Supervisor	[ ] 6. Operational Worker [ ]

Year of establishment (of NGO)…………………………………………………
1) Less than 5 Years 	[ ] 	2) 5-10 Years [ ]	3) 11-15 Years [ ]   4) 16-20 Years [ ]     5) 20 Years and above [ ]

How many years have you worked for this organization? (Tick () where appropriate).
1) Less than 5 Years 	[ ]	2) 5-10 Years 	[ ]	3) 11-15 Years   [ ]   4) 16-20 Years [ ]     5) 20 Years and above [ ]

Kindly indicate the sector that the NGO belongs to? (Tick () where appropriate).
1) Agriculture 	[ ]   2) Water [ ]	3) Environment [ ] 4) Health	[ ] 5) Human rights [ ]   6) Gender and development 	[ ] 7) Children’s rights [ ]   8) Poverty alleviation [ ]   9) Peace [ ]  

SECTION B: TQM innovations used by in NGOs in Nairobi County, Kenya
To what extent has your NGO implemented the following aspects of TQM Innovation (use scale where 1 is very small extent 2 is small extent 3 is great extent 4 is very great
	
	1
	2
	3
	4

	Business continuity innovation
	
	
	
	

	Our organization has problem solving teams to review work practices
	
	
	
	

	Our organization has problem solving teams in product design
	
	
	
	

	Our organization has problem solving teams to solve problems within units
	
	
	
	

	Our organization has problem solving teams to access customer preferences
	
	
	
	

	Our organization has problem solving teams to review supplier relations
	
	
	
	

	Training innovation
	
	
	
	

	Our organization provide training in problem solving tools
	
	
	
	

	Our organization trains on statistical analysis to front line employees
	
	
	
	

	Our organization trains on using the top down implementation strategy
	
	
	
	

	Our organization provides training opportunities for workers at all levels
	
	
	
	

	Our organization regularly reviews the training programs to take into consideration changes in the environment.
	
	
	
	

	Our organization emphasise training to improve quality of delivery
	
	
	
	

	Our organization provides training on customer service
	
	
	
	

	Our organization regularly provide training on changing technology
	
	
	
	

	Our organization regularly provide training on changing work processes and systems
	
	
	
	

	Top down implementation innovation 
	
	
	
	

	Our organization undertakes training of top managers in the quality philosophy
	
	
	
	

	Our organization articulates the organisation- wide quality philosophy and communicates the vision throughout the organisation
	
	
	
	

	Our organization educates about TQM and implementation of TQM practices in a cascading fashion with each layer carrying message to the next lower level
	
	
	
	

	Our organization involves workers from all levels in every decision beginning with the top management cascading downwards 
	
	
	
	

	Our organization encourages open office philosophy that ensures the top management is always part of every activity 
	
	
	
	

	The top management in our organization is always involved in articulating any change that affects our operations 
	
	
	
	

	Our organization encourages supervisors and managers on empowering workers under their supervision.
	
	
	
	

	Information and communication systems technology innovation 
	
	
	
	

	Our organization has invested in IT 
	
	
	
	

	Our organization uses ICT services for improved planning and organizational management.
	
	
	
	

	Our organization uses ICT to improve employees’ performance
	
	
	
	

	Our organization uses our own website and uses 67it to communicate organisational information
	
	
	
	

	Our organization has a portal for official operations such as recruitment and tender applications
	
	
	
	

	Our organization uses e – banking platform
	
	
	
	

	Our organization uses mobile phone platforms for communication, alerts, and reminders
	
	
	
	

	SECTION C: Organizational Performance
To what extent has your organisation experienced the following organizational performance indicators (use scale where 1 is very small extent 2 is small extent 3 is great extent and 4 is very great extent
	
	
	
	

	The employees have been inducted into and are clear about our organization’s vision and strategy
	
	
	
	

	Employees are regularly provided with training in their areas of work and have the skills and knowledge to do their job well
	
	
	
	

	Managers/supervisors give people the authority they need to do their work effectively
	
	
	
	

	The financial sustainability has been enhanced within the organization in the past five years
	
	
	
	

	Our organization has ensured that the management provides good leadership and direction for employees
	
	
	
	

	Our organization has enhanced asset utilization in the past five years 
	
	
	
	

	Our organization has enhanced creativity and innovations within the past five years
	
	
	
	

	Our organization has enabled our employees to be adequately rewarded for their work
	
	
	
	

	Our organization has enhanced new product development cycles
	
	
	
	

	We have been able to achieve our strategic and corporate objectives consistently over the last five years of our operations
	
	
	
	

	Employees have been given the opportunity to develop new skills over the last five years of our operations
	
	
	
	

	We have been able to create team work within the organization over the last five years of our operations
	
	
	
	

	We have been able to achieve our strategic business units (SBUs) objectives consistently over the last five years of our operations
	
	
	
	

	We have been able to ensure efficiency in all our operations and activities consistently over the last five years of our operations
	
	
	
	

	We have been able to ensure effectiveness in all our operations and activities consistently over the last five years of our operations
	
	
	
	

	Over the past five years of our operations, we have managed to improve on our clientele base.
	
	
	
	

	Over the past five years of our operations, we have managed to improve on our funding and donor support.
	
	
	
	

	Our organization serves our clients satisfactorily in the past five years
	
	
	
	












[bookmark: _Toc533754711]Appendix 2: List of NGOs Operating in Nairobi County, Kenya
1. ACDI/VOCA
2. Action Against Hunger
3. Action Aid
4. Adeso
5. ADRA International
6. African Medical & Research Foundation (AMREF)
7. Bill & Melinda Gates Foundation
8. CARE
9. Catholic Relief Services (CRS)
10. Chemonics
11. Child Fund International
12. Concern Worldwide US Inc
13. Deutsche Welthungerhilfe
14. Elizabeth Glaser Pediatric AIDS Foundation
15. Engender Health
16. FHI 360
17. Futures Group International
18. GOAL
19. Handicap International
20. International Rescue Committee (IRC)
21. Internews
22. IntraHealth International
23. Islamic Relief
24. Jhpiego
25. John Snow, Inc. (JSI)
26. Land O'Lakes International Development
27. Lutheran World Federation
28. Management Sciences for Health (MSH)
29. Marie Stopes International
30. Mercy Corps
31. National Democratic Institute (NDI)
32. Norwegian Refugee Council (NRC)
33. Oxfam
34. Pact
35. PATH
36. Pathfinder International
37. Plan
38. Population Council
39. Population Services International (PSI)
40. RTI International
41. Save the Children
42. SNV Netherlands Development Organization
43. Tearfund
44. William J. Clinton Foundation
45. Winrock International
46. World Vision
47. World Wildlife Fund (WWF)





















[bookmark: _Toc533754712]Appendix 3: Reliability Tests and Results
Reliability (Business Continuity Innovation)
	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.909
	5



	Item-Total Statistics

	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	Our organization has problem solving teams to review work practices
	10.61
	4.885
	.914
	.855

	Our organization has problem solving teams in product design
	11.13
	6.937
	.582
	.924

	Our organization has problem solving teams to solve problems within units
	10.78
	4.814
	.832
	.881

	Our organization has problem solving teams to access customer preferences
	11.09
	6.719
	.662
	.912

	Our organization has problem solving teams to review supplier relations
	10.48
	5.170
	.950
	.848




	Scale Statistics

	Mean
	Variance
	Std. Deviation
	N of Items

	13.52
	8.715
	2.952
	5









Reliability (Training Innovation)
	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.628
	9



	Item-Total Statistics

	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	Our organization provide training in problem solving tools
	25.24
	2.522
	.000
	.638

	Our organization trains on statistical analysis to front line employees
	27.24
	2.522
	.000
	.638

	Our organization trains on using the top down implementation strategy
	26.24
	2.522
	.000
	.638

	Our organization provides training opportunities for workers at all levels
	25.24
	2.522
	.000
	.638

	Our organization regularly review the training programs to take into consideration changes in the environment.
	25.78
	1.844
	.309
	.610

	Our organization emphasise training to improve quality of delivery
	25.53
	1.421
	.821
	.414

	Our organization provides training on customer service
	25.71
	1.375
	.755
	.428

	Our organization regularly provide training on changing technology
	25.96
	1.707
	.509
	.536

	Our organization regularly provide training on changing work processes and systems
	27.00
	2.333
	.000
	.690




	Scale Statistics

	Mean
	Variance
	Std. Deviation
	N of Items

	29.24
	2.522
	1.588
	9







Reliability (Top-down Implementation Innovation)
	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.886
	5



	Item-Total Statistics

	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	Our organization undertakes training of top managers in the quality philosophy
	13.51
	1.883
	.876
	.823

	Our organization articulates the organisation- wide quality philosophy and communicates the vision throughout the organisation
	13.98
	2.600
	.510
	.904

	Our organization involves workers from all levels in every decision beginning with the top management cascading downwards
	13.51
	1.883
	.876
	.823

	Our organization encourages open office philosophy that ensures the top management is always part of every activity
	13.98
	2.600
	.510
	.904

	Our organization encourages supervisors and managers on empowering workers under their supervision.
	13.51
	1.883
	.876
	.823




	Scale Statistics

	Mean
	Variance
	Std. Deviation
	N of Items

	17.12
	3.296
	1.815
	5





Reliability (Information and Communication Systems Technology Innovation)
	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.737
	7



	Item-Total Statistics

	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	Our organization has invested in IT
	21.48
	3.261
	.763
	.657

	Our organization uses ICT services for improved planning and organizational management.
	21.70
	2.767
	.817
	.612

	Our organization uses ICT to improve employees’ performance
	21.74
	4.565
	-.228
	.847

	Our organization uses our own website and uses 67it to communicate organisational information
	21.48
	3.261
	.763
	.657

	Our organization has a portal for official operations such as recruitment and tender applications
	21.48
	3.261
	.763
	.657

	Our organization uses e – banking platform
	21.70
	2.767
	.817
	.612

	Our organization uses mobile phone platforms for communication, alerts, and reminders
	22.52
	3.352
	.176
	.814




	Scale Statistics

	Mean
	Variance
	Std. Deviation
	N of Items

	25.35
	4.328
	2.080
	7











Reliability (Organizational Performance)
	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.720
	14



	Item-Total Statistics

	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	The employees have been inducted into and are clear about our organization’s vision and strategy
	45.61
	5.492
	.655
	.659

	Employees are regularly provided with training in their areas of work and have the skills and knowledge to do their job well
	45.95
	6.713
	.105
	.734

	The financial sustainability has been enhanced within the organization in the past five years
	45.65
	6.187
	.312
	.708

	Our organization has enhanced asset utilization in the past five years
	45.56
	7.090
	-.048
	.752

	Our organization has enabled our employees to be adequately rewarded for their work
	46.12
	6.528
	.299
	.709

	Our organization has enhanced new product development cycles
	45.56
	5.353
	.763
	.644

	Employees have been given the opportunity to develop new skills over the last five years of our operations
	45.58
	6.351
	.263
	.714

	We have been able to create team work within the organization over the last five years of our operations
	46.12
	6.528
	.299
	.709

	We have been able to achieve our strategic business units (SBUs) objectives consistently over the last five years of our operations
	45.99
	6.816
	.074
	.736

	We have been able to ensure efficiency in all our operations and activities consistently over the last five years of our operations
	45.43
	5.500
	.866
	.643

	We have been able to ensure effectiveness in all our operations and activities consistently over the last five years of our operations
	45.61
	5.492
	.655
	.659

	Over the past five years of our operations, we have managed to improve on our clientele base.
	45.70
	6.168
	.311
	.709

	Over the past five years of our operations, we have managed to improve on our funding and donor support.
	46.26
	7.184
	.000
	.724

	Our organization serves our clients satisfactorily in the past five years
	45.26
	7.184
	.000
	.724



	Scale Statistics

	Mean
	Variance
	Std. Deviation
	N of Items

	49.26
	7.184
	2.680
	14
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Promoting Trade through County to County trainings and advocacy for implementation of Access to 30% Government procurement Opportunities and Women Enterprise Fund by women from 30 Counties and the County Governments respectively.  
Promotes National and County level policy inclusion for youth, women and people with disability in the trade within the private sector in Kenya   
Trains/speaks in various Global, National and County Level forums on topics touching on Women in Trade and leadership in business such as ITC and Barclays partnership launch #She Trades 
Advocates for gender sensitivity and inclusivity during High level Trade Expert &Stakeholder meetings such as UNCTADS Expert Meeting on Gender and Trade in Geneva, Switzerland, Inclusive trade and digital economy 
Champions the EMPRETEC program in Kenya; a capacity-building program of theUnited Nations Conference on Trade and Development (UNCTAD), coordinated from Geneva, Switzerland, by the Enterprise Branch of theDivision on Investment and Enterprise.
Promoting profitability in Kenya’s private Sector by sharing best practice drawn from in International Workshops such as July 2017, Colombo Workshop in Sri Lanka organized by International Trade Centre.  
Representing Kenya’s Private sector in expert Group meetings such as EMPRETEC expert group meetings July 2017 (attended by other EMPRETEC Hosting Countries in the World) at THE Ministry of Trade (Kenya). 
As Director representing the Mt Kenya region, Mary has been engaged in Civic education on the need to vote through the online and mainstream media with special focus in Embu &Kirinyaga Counties. 
Board Member, County Elections Board 
In the Party Nomination process, Mary undertook some of the responsibilities coordinating the Jubilee party nominations process at County level including; overseeing the nomination procedure. Providing necessary and relevant information to Jubilee contestants, maintaining order during campaign rallies, polling, and counting of ballots, coordinating campaign rallies as deemed necessary. 
Board member, Tobacco Control Board, Ministry of Health  
Mary is the representative of Kenya National Chamber of Commerce and Industry in the board above. Collectively, the board advises the Cabinet Secretary of Health on the national policies to be adopted with regard to the production, manufacture, sale, advertising, promotion, sponsorship and use of tobacco and tobacco products. This way, Mary voices gender and trade related health concerns not only as private sector representative but also to promote health in Tobacco trade. 
Board Chair, St Petroc Premier School, Embu County (Kenya) 
Mary, established the premier boarding primary school with a population of 200 Students to improve access and provide affordable quality early education services. The primary School is located in Runyenjes, Embu County. The school is currently leading is leading the 2016 Kenya Certificate of Primary Education (KCPE) exams in Embu County. Through this social enterprise, Mary provides an early age proactive approach (at County Level) of nurturing enthusiasm of young girls & boys for learning and developing character of next generational leaders in Trade, Civil, Public and Private Sector.
English Teacher, Moi High School, Mbiruri and Moi Girls School Nairobi for 10 years
Mary has taught the English subject to at least 10,000 teenage boys and girls. This way, she has directly enhanced communication skills to young boys & girls on the sole international trade language and the dominant mode of communication worldwide hence instilling a globally competitive element useful in international trade, corporate world & labor market in line with vision 2030 to students drawn from the 47 Counties. 
Volunteer/Non-Paid Work 
Chairperson, Women in Business – Kenya, KNCCI 
Mary chairs the Women in Business Kenya (WIB) a subsidiary that integrates empowerment of women in business and Trade from all the 47 Counties with the Kenya National Chambers of Commerce & Industry mandate. WIB – Kenya convenes over 10,000 women active in Trade, entrepreneurship, business and professionals across the 47 Counties. The women led initiative in conjunction with KNCCI WIB continues the quest help women stir their potential and accelerate the growth of their Trade activities as follows; 
Promoting, coordinating and protecting commercial and industrial interests of women in Business 
Promoting women participation in trade within and outside Kenya 
Capacity building, Mentorship, Networking, organizing trade and industrial exhibitions  
Voice Policy concerns such as Women Access to Government Procurement Opportunities (WAGPO) 
Conduct research of women in business related issues in all the 47 Counties of Kenya.  
Advisory, for business/Trade related issues for women in conjunction with KNCCI advocates and access to regional and International Markets.  
Patron, Youth in Business –Kenya, KNCCI 
In response to need to empower young women and men in trade, business and SME’s, Mary fostered establishment of a youth led network of young entrepreneurs. YIB-Kenya integrates empowerment of youth (aged 18-35) in business with the Kenya National Chambers of Commerce & Industry mandate. YIB – Kenya has representation of young men and women from all the 47 Counties. Through this network young entrepreneurs are benefit in;  
Peer learning and Synergy through a nationwide, County to County Network of young entrepreneurs 
Training and advisory services on essential business and trading skills such as Tax Compliance, business development etc
An advocacy platform to voice youth related issues such as Youth Access to Government Procurement (YAGPO) 
Promoting inclusivity of young men and women in Business/entrepreneurship in regional and international trade  

Board member, Kabare Girls High School, Ministry of Education 1year 
On education, Mary has played a key role in setting direction, establishing an effective and efficient structure, providing support, ensuring accountability and quality education of a National school with a population of for over 700 teenage girls aged between 14-18 years drawn from all parts of the 47 Counties.  Board member, Kirinyaga Health and 
Wholeness Foundation, Office of the First Lady’s 3 years 
Mary is a board member to the aforementioned foundation formed to compliment the Beyond Zero Campaign by the First lady, H.E Marget Kenyatta. Here Mary is directly involved in enhancing the voice of the defenseless and vulnerable members of the communities (especially women) in Kirinyaga County.  She provides social and economic empowerment including promoting local trade activities that deliver holistic life and wellbeing of the residents of Kirinyaga County. 
Vice Chair, Kirinyaga Chapter (Kenya National Chambers of Commerce & Industry) 
As Vice Chair at County level, Mary provides support to the Chairperson in carrying out their responsibilities as per the Chairpersons role description. This includes but is not limited to chairing general and/or executive meetings, managing Executive Committee roles and responsibilities, and so on. 
She also represents the Chairperson at external meetings and/or functions as required.  She also assists the Chairperson in the trade related negotiations, dialogues, advocacy on behalf of members and in ensuring the Chamber is represented on special projects. 

Committee Member, (Kenya Chapter) International Conference on Great Lakes Region. 
Mary served at Kenya’s Private Sector team coordinating The International Conference on the Great Lakes Region (ICGLR). This is an inter-governmental organization of 12 African Countries whose mandate is to promote sustainable peace and development.  

AWARDS, HONORS & ACHIEVEMENTS 
· Current holder of the Africa Business Leaders award in regards to gender, June 2018
· March 2017, Awarded The Devolution Warrior Award (Kenya), Gender Response Delivery Category. A national award recognizing the work of individuals who have played a critical role promoting Devolution organized by the by the Council of Governors (Kenya).  
· Noted to be among the 6 most influential women in Kenya, 2017
· Best performing director  in the Kenya National Chamber of Commerce 2017
· Representative of Sub-Saharan Africa (with lead Music Group-Sauti Sol) in London (Corn Wall). By the British Council. 2011 
· 2008, Patron of the year, Research Club Kenya Chapter Awarded  by IPSOS/Synovate’s
· Diligent Service at Student Leadership Council, Awardedfor serving diligently in the students’ leadership council (SRC). 
· Several awards throughout the years both as a student and a professional 
· Current holder of the Africa Business Leaders award in regards to gender, June 2018
Membership & Professional Affiliations 
· Life Member of the Federation For Women Educationist (FAWEK) 
· Member of the Kenya National Chamber of Commerce  
· Member of the Mombasa Golf Club 
Other Skills & Accreditations 
	Leadership Skills:  
	International Trade, Corporate Governance, Executive and board relations 

	Research skills:  
	Basic market research 

	Training skills:  
	Executive Coaching & Mentoring, Organization Training, Electoral Mgt& Good practice, Certificate In EMPRETEC Skills, Women In Trade_2017 (Colombo, Sri-Lanka) 

	Languages:  	
	English (Fluent), Swahili, Native 

	Computer:  
	Microsoft Office application, experience with Windows 2000/2003/2007, Windows XP, Windows VISTA, Windows 8  




Personal Attributes 
Interpersonal  
· Team player 
· Optimistic 
· Confident 
· Efficient communicator 
Intra personal  
· Efficient Time management skills 
· Emphasis on Stress management  
· Building confidence and self-esteem in me and my employees 
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THE DIRECTOR OF GRADUATE STUDIES
AND RESEARCH
UNIVERSITY OF EASTERN AFRICA, BARATON

OFFICE OF

O, Box 2500-30100, Kldoret, Kenya, Fast Africa

v
November 13, 2018
Murlull Muthoni Mary
Unlversity of astern Africa, Baraton
School of Business

Denr Muriuled,
Re: BTHICS CLEARANCE FOR RESEARCH PROPOSAL (REC: UEAB/07/11/2018)
Your masters thesis proposal entitled “Assessing the Impact of Total Quality Management

Innovations on Organizationsl Performance of the Non-Governmental Organizations in
Nalrobl, Kenya” was discussed by the Research Ethics Committee (REC) of the University and

your request for ethics clearance was granted approval,

13,2018 until November 12 2019. For any

‘This approval is for one year effective November A
ne month prior to

extension beyond this time period, you will need to apply to this committee o

expiry date,
National Commission for Science,

Note that you will need a research permit from the ;
o ¥ : : om the study site before you start

Technology, and Innovation (NACOSTI) and clearance fr

pathering your data,

Sincerely yours,

yraze

PhD
h Ethics Committee

Prof, Jackie K. Obey,
Chairperson, Researc

ITUTION OF H IGHER LEARNING

SEVENTH-DAY ADVENTIST INST
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OFFICE OF DIRECTOR OF GRADUATE
STUDIES AND RESEARCH

UNIVERSITY OF EASTERN AFRICA, BARATON
P.O. Box 2500, Eldoret, Kenya 4

14 November, 2018

National Council for Science, Technology, and Innovation
P.O. Box 30623 — 00100
Nairobi, Kenya

Dear Sir/Madam
Ms. Muriuki Muthoni Mary is a graduate student pursuing the mmdm
Administration in Management at the University of Eastern Africa, B

writing her thesis entitled Assessing the Impact of Total Quality V. ¢
Organizations Performance of the Non-Governmental O)

I am asking you to please allow her to conduct her research in
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OFFICE OF THE DIRECTOR OF GRADUATE

STUDIES AND RESEARCH
UNIVERSITY OF EAST ERN AFRICA, BARATON
P.O. Box 2500, Eldoret, Kenya

14 November, 2018

TO WHOM IT MAY CONCERN

Re: PILOT STUDY OF RESEARCH INSTRUMENT

Ms. Muriuki Muthoni Mary is a graduate student pursuing Master of Business
Administration in Management at the University of Eastern Africa, Baraton. She
writing her thesis entitled Assessing the Impact of Total Quality Manageme
Organizations Performance of the Non-Governmental Organizations in

To establish the reliability of her research instrument, Ms. Muthoni
Please allow her to administer her questionnaires to selected r

Any assistance you will grant her will be greatly apprecia
your undertakings.

Singerely yours

Prof, \Korso Gude
Ag. Director ;
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‘Website : www.nacosti.go ke
When replying please quote

ret: No NACOSTI/P/18/54621/27255 bue 3" December, 2018

Mary Muthoni Muriuki

University of Eastern Africa, Baraton,
P.O. Box 2500-30100

ELDORET.

RE: RESEARCH AUTHORIZATION

Following your application for authority to carry out research on “4ssessing the impact
of total quality management innovations on organization performance of the Non-
Governmental Organizations in Nairebi, Kenya,” 1 am pleased to inform you that you
have been authorized to undertake research in Nairobi County for the period ending 3"
December, 2019.

You are advised to report to the County Commissioner and the County Director of
Education, Nairobi County before embarking on the research project.

Kindly note that, as an applicant who has been licensed under the Science, Technology
and Innovation Act, 2013 to conduct research in Kenya, you shall deposit a copy of the
final research report to the Commission within one year of completion. The soft copy
of the same should be submitted through the Online Research Information System.

. ol L

NIFACE WANYAMA
: DIRECTOR-GENERAL/CEO





