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Abstract

Purpose: Quality Management (QM) plays a pivotal role in driving organizational efforts to 

enhance operational efficiency and customer satisfaction. This study aims to explore the most 

important themes in QM over the past three decades, identifying and analysing the top ten key 

themes that have shaped the field during this period. This study, involving leading academics 

and industry practitioners, lays the groundwork for a three-to-four-year exploration of the most 

influential QM themes worldwide. 

Method: The authors conducted a comprehensive review of QM literature over the last three 

decades from top specialist journals on QM. This is followed by conducting a global pilot 

survey with leading academics and practitioners to pinpoint the top ten dominant themes of 

QM for organizations to leverage in gaining and maintaining a competitive edge.

Key findings: The top ten themes of QM, as identified by authors through input from 

academics and practitioners worldwide, offer valuable insights for companies of all sizes and 

sectors. These themes serve as a guide for the successful and sustainable implementation of 

QM practices and continuous improvement strategies.

Limitations: Despite a limited sample size, the initial findings provide a glimpse into critical 

themes. Over the next three years, as the study progresses, we anticipate potential changes in 

the results. Notably, the comparison of themes between manufacturing and services, as well as 

large and small enterprises, remains unexplored in the current investigation. 

Originality/Value: The authors of this study assert that their research will pave the way for 

future themes in the digitalization era. Moreover, this research stands out as one of the most 

exhaustive examinations from both academic and practitioner viewpoints, offering a unique 

perspective not commonly found in existing literature.

Keywords: Quality Management; digitalization; Global research; Pilot survey

1.0 Introduction:

Quality Management (QM) plays a pivotal role in driving organizational efforts to enhance 

operational efficiency and customer satisfaction (Antony, Bhat et al., 2023). Over the past three 
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decades, the focus of QM has evolved from mere compliance to embracing continuous 

improvement methodologies such as Total Quality Management (TQM), Six Sigma, and Lean 

practices (Antony et al., 2002a). Research indicates that these approaches have significantly 

boosted organizational performance across various industries (Benner and Tushman, 2015).

QM is essential for organisations to preserve and improve their competitive advantage. 

Organisations may gain a competitive edge by applying QM methods to enhance efficiency, 

deliver higher value to consumers, and improve quality performance (Ferdousi et al., 2019). 

An organisation may differentiate itself from competitors by utilising a dynamically driven 

QM system as a unique selling point (Els & Meyer, 2023). Robust Quality Management 

Systems (QMS) are crucial for maintaining an uninterrupted supply of top-notch products and 

services, which in turn enhances long-term competitiveness (De Melo et al., 2020). 

QM's focus has expanded to encompass not just product quality but also larger areas, including 

environmental, health, and safety management systems. Researchers have studied how quality, 

environmental, and health and safety management systems may be integrated, highlighting 

both benefits and challenges in various industries (Santos et al., 2021). This transition to 

integrated management systems indicates a more comprehensive approach to QM. In recent 

years, organisations have faced increasing pressure to prioritise sustainability and 

accountability (Antony, Bhat, et al., 2024a). Organisations are now required to adhere to 

globally accepted criteria and transparently convey their environmental, ethical, and 

sustainability efforts (Santos et al., 2021). This focus on sustainability is in line with the 

evolving expectations of stakeholders and the broader social emphasis on ethical business 

practices (Antony, Bhat, et al., 2023).

Digital technology has brought forth a new era of QM, referred to as Quality 4.0 (Q4.0), in 

recent years (Chiarini & Kumar, 2022). This approach combines conventional QM concepts 

with modern digital technologies like the Internet of Things (IoT), big data analytics, and 

Artificial Intelligence (AI), revolutionising the management of quality in contemporary 

organisations (Antony et al., 2022a; Kumar et al., 2020). Digital technologies are being used 

in QM to boost operational efficiency, improve quality control procedures, and stimulate 

creativity (Elg et al., 2021). Also, organisations are using digital technologies to optimise QM 

procedures and adhere to standards (Antony et al., 2022b). Moreover, organisations may 

enhance transparency, real-time monitoring, and predictive quality control by using 
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digitalization in QM, resulting in enhanced performance and competitiveness in the dynamic 

business environment (Elg et al., 2021). Despite extensive scholarly attention, comprehensive 

insights into how QM themes have transitioned from past to present and what future trends are 

emerging remain sparse.

It is essential to comprehend the development of QM themes throughout time to predict future 

trends and issues in the discipline. Shifting towards integrating digital technology into QM 

procedures poses problems and possibilities (Antony, Kaul, et al., 2023). Thus, this research 

intends to investigate the development of QM themes over the past thirty years by utilising 

information obtained from a global survey of QM practitioners in different industries. 

Moreover, this is a global study to be carried out over the next 3 to 4 years by a team of research 

scholars from different parts of the world. This study delves into enduring and evolving themes 

in QM with a forward-looking approach to anticipate future shifts that could reshape the 

landscape. More specifically, the research is intended to answer the following research 

questions (RQ).

RQ1: What have been the most important themes in QM over the past three decades?

RQ2: What are the top ten QM themes in the past three decades?

The unique contribution of this research lies in its direct engagement with QM professionals 

whose experiences and insights provide a practical perspective on theoretical and strategic 

evolutions in QM. By documenting these transitions and projecting future developments, this 

study aspires to construct a dynamic framework for QM that supports ongoing adaptation and 

innovation in response to an increasingly complex business environment. The layout of the 

paper is as follows: Section 2 presents a literature review on QM themes derived from the 

literature; Section 3 details the research methodology used in this study; Section 4 reports the 

analysis and discussion of key findings. Finally, Section 5 highlights the conclusions, 

managerial implications, limitations, and suggestions for further research.

2.0 Literature Review 

An extensive review of the QM literature revealed that QM has experienced significant growth 

in various dimensions over the years. In this literature, we highlight how we have, through the 

extensive study of literature, been able to establish the 22 themes for analysis by experts. Many 

authors have focussed on different aspects over the years. Oakland (2011) highlighted the top 
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management commitment and leadership in their discussion and highlighted that the role of 

leadership is important in enhancing the commitment to achieve quality. Further, the details 

about how the measurement of the quality of processes takes place were discussed by (Malik 

& Blumenfeld, 2012). They highlighted the ways and means by which continuous 

improvements can take place. Another important aspect that has emerged is the discussion on 

the training and education of employees in the organizations. (Kassicieh & Yourstone, 1998) 

highlighted how training is important for the QM field. (González-Benito et al., 2003) 

discussed that suppliers of the supply chain have a major role in achieving quality 

specifications for all products and services. This leads to the concept discussion of how quality 

aspects are embedded in the supply chain. In Table 1 (Refer to Appendix 1), we have tried to 

summarize the details of the 22 themes that have been identified with their description. 

3.0 Research Methodology

This study underwent various phases to guarantee a thorough exploration and validation of QM 

themes, as depicted in Figure 1.

Figure 1: Three phases of the study (Source: Authors' own creation)

In phase 1, a literature review was carried out to uncover and review 22 QM themes. The 

research adopted the Rapid Literature Review (RLR). It is a streamlined approach to 

synthesizing existing research that prioritizes speed and efficiency, making it particularly 

useful in urgent contexts such as public health emergencies or policy-making (Tricco et al., 

2015). RLRs typically involve a systematic yet abbreviated process, allowing researchers to 

quickly assess and summarize the available evidence on a specific topic, which can inform 

immediate decisions and actions (Haby et al., 2016; Kelly et al., 2016).  The RLR is suitable 
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We initially carried out a search from the beginning of when the concept of themes came about, 

from the early 1990s till the present day, 2024. Further, it must be highlighted that the five 

journals that are considered to evaluate the themes of QM are those that are predominantly 

published in the area of QM. Those that consider the broader perspective of operations 

management are omitted in the current study. The scope of journals would be extended in future 

studies. The articles that were identified from these journals were 100+ in order to highlight all 

the themes of QM. Once the themes were laid out on an Excel Sheet, the research team 

reviewed the themes from all sources, and duplicate themes were removed. In addition, themes 

that have appeared merely once have been omitted from the analysis. After two iterations with 

the global research team members, it was decided to use 22 themes of QM for the next stage 

of the research. The overall aim of the research at this stage is to identify the most important 

themes of QM for organisations to create and sustain competitive advantage.  

In phase 2, these themes were further subjected to preliminary analysis by all the authors to 

improve the validity of the themes. Face validity of the theme was done by each of the 

researchers. Face validity is about whether a test appears to measure what it is supposed to 

measure. It can give participants and researchers alike confidence that the results of the 

assessment are fair and equitable (Johnson, 2021). The team leader asked each global scholar 

to rate how relevant and important each theme of QM was to be considered for the next stage. 

The authors also calculated the content validity ratio of each of the themes. To measure this, 

each author rated each theme using a three-point scale not necessarily useful but not essential 

and essential. Further, we calculated the content validity ratio (CVR) using Lawshe's Method 

(Lawshe, 1975). This method is a linear transformation of a proportional level of agreement on 
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how many "experts" within a panel rate an item "essential". We used the equation CVR = 
𝑛
𝑒―𝑁2
𝑁
2

.  

Where ne is the total number of members indicating essential, and N is the total number of 

raters. The CVR for all the themes was found to be greater than 0.95, far above the minimum 

acceptable level (Ayre & Scally, 2014; Lawshe, 1975). Polit et al. (2007) state that items with 

a CVR of 0.78 or higher with three experts or more experts can be considered good evidence 

of good content validity. Further, it should be clarified that the CVR tells us about the validity 

of individual items. If we want to know the content validity of the entire instrument or tool, we 

can calculate a Content Validity index (CVI)(Gilbert & Prion, 2016). The CVI is simply the 

mean of the CVR values for all items meeting the CVR threshold of 0.78 and retained for the 

final instrument(Gilbert & Prion, 2016).  Davis (1992) suggests that a CVI exceeding 0.80 is 

preferred. The CVI of the tool was found to be 0.812 and was found to be acceptable. Hence, 

all the 22 themes were considered for the next phase. 

In Phase 3 of the study, the focus shifted towards ranking the top ten themes of QM through a 

meticulously designed survey. This phase aimed to gather insights from a targeted group of 

respondents comprising seasoned professionals and esteemed academics deeply entrenched in 

the realm of QM. A purposive sampling strategy was employed to ensure the representation of 

experienced professionals with a minimum of 5 years in the industry on QM-related topics 

alongside academics with a distinguished record of publishing in the field. The survey 

questionnaire was sent to 125 quality professionals who were Vice Presidents of Quality, 

Quality Directors, and Senior Quality Managers.  As the authors adopted a purposive sampling 

strategy for data collection, it was important to make sure that the respondents have a minimum 

of 5 years' experience in their role (Saunders et al., 2009).  We also targeted leading academics 

who have published at least five peer-reviewed papers in top-tier journals in the field of QM. 

The data on industry professionals was obtained from Linkedin, a popular networking 

site(Power, 2015), and data on academicians was obtained from google scholar. We received 

89 responses. Out of which, seven were incomplete and hence discarded. The final sample size 

was 82 for further analysis, and this sample size is adequate for setting the foundation of the 

research. (Antony et al., 2007, 2019; Bhat et al., 2022). The sample demographics are given in 

Table 1.

Page 6 of 36The TQM Journal

1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
27
28
29
30
31
32
33
34
35
36
37
38
39
40
41
42
43
44
45
46
47
48
49
50
51
52
53
54
55
56
57
58
59
60



The TQM
 Journal

Table 1: Sample demographics (Source: Authors' own creation)

Continent Frequency Percent

Africa 1 1%

Asia 23 28%

Australia 3 4%

Europe 16 20%

North America 5 6%

South America 34 41%

Grand Total 82 100%

Sector Frequency Percent

Manufacturing 44 54%

Public 19 23%

Service 19 23%

Grand Total 82 100%

Type Frequency Percent

Academic 20 24%

Industry 62 76%

Grand Total 82 100%

4.0 Analysis and Discussion of Key Findings

4.1 Descriptive Analysis

In order to unearth the top ten themes of QM, we used frequency analysis. The top ten themes 

of QM unearthed in this study are explicated in Figure 2.

Page 7 of 36 The TQM Journal

1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
27
28
29
30
31
32
33
34
35
36
37
38
39
40
41
42
43
44
45
46
47
48
49
50
51
52
53
54
55
56
57
58
59
60



The TQM
 Journal

Figure 2: Frequency analysis of top ten QM themes (Source: Authors' own creation)

Quality Management Themes 

Theme 1: Quality and competitive advantage 

In the theory of competitive advantage, two models, namely the market-based model and the 

resource-based model, have been suggested. The market-based model focuses on cost and 

differentiation and is based on external factors. The resource-based model is focused on 

internal factors. Through these resources, firms can provide operational superiority or help 

create a superior market position (Conner, 1991; Porter, 1980, 1985). The basis of competitive 

advantage is that competitors cannot imitate the resources(Barney, 1991). TQM, on the other 

hand, is defined as a business-level strategy that involves various content and processes (Reed 

et al., 1996). Many seminal works (Deming, 1982; Juran, 1985) suggest that the customer is 

the one who defines quality. Satisfaction with customers leads to an improved competitive 

position in the market. As we align the theory of competitive advantage and QM, it can be 

established that both have conceptually similar objectives. Developing content for the market 

and continuously improving the processes, principles, tools, and frameworks of QM can lead 

to superior process and product quality and, subsequently, a competitive advantage over the 

competitors. 
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Theme 2: Customer Centricity and Advocacy of Customers 

Historically, companies used a push strategy to market products. With the passage of time, the 

focus has become relationship marketing and emphasizing customer centricity. As customer 

choice grew, it became difficult to maintain effectiveness. A key strategy is transparency across 

processes and even recommending competitor products if they meet customer needs better. 

This type of customer advocacy builds loyalty and trust in the company (Urban, 2005a), further 

leading customers to recommend the company to their peers (Roy, 2013a). Due to advanced 

technologies and complex demands, organizations have had to adopt a customer-centric 

strategy to maintain a competitive edge and achieve a good quality output that can meet and 

exceed customer expectations (Risch Rodie & Martin, 2001; Yasin et al., 2004). 

Theme 3: Quality and its link to Operational Excellence (OPEX) 

Quality is defined by various quality gurus differently. The common thread among these 

definitions of quality is the focus on meeting or exceeding customer requirements or 

expectations. OPEX, on the other hand, is the effective and consistent execution of a business 

strategy, surpassing competitors in reliability and consistency (A. Carvalho et al., 2017). OPEX 

goes beyond the traditional model of isolated improvements and instead fosters a long-term 

cultural shift within an organization(Rodgers & Antony, 2023). Companies striving for OPEX 

are characterized by two key elements: (i) a systematic approach to managing business and 

operational processes and (ii) the cultivation of an organizational culture that actively supports 

continuous improvement initiatives ( Tortorella et al., 2022). OPEX is also marked by an 

integrated performance across revenue, cost, and risk, prioritizing customer satisfaction 

through ongoing enhancements to operational processes and organizational culture (Gólcher-

Barguil et al., 2019). Quality and OPEX are closely linked concepts that play a crucial role in 

the success of any organization (M. Kumar & Antony, 2008). Quality and OPEX have a 

symbiotic relationship with each other. Organizations that are committed to sustaining an 

OPEX initiative will always have a higher probability of delivering high-quality products or 

services to their customers. This means having efficient and effective processes in place to 

ensure world-class quality outputs through OPEX methodologies such as Lean and Six Sigma. 

(Found et al., 2018). 
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Theme 4: Embedding Quality in the Supply Chain

In recent years, quality issues have grown beyond product management to encompass supply 

chain management. Consequently, research on quality has evolved from internal product QM 

to encompass total QM across the supply chain, both upstream and downstream (W. Liu et al., 

2023). Companies must now consider the entire supply chain when it comes to QM, as the 

quality of inputs and processes at each stage of the supply chain can directly impact the quality 

of the final product or service delivered by the respective OEMs. In order to maintain quality 

in the supply chain, organizations need to choose different management mechanisms for 

different supply chain stakeholders based on their relationships. These are based on factors 

such as information asymmetry, goal conflict, risk aversion of suppliers, length of relationship, 

and task characteristics(Zu & Kaynak, 2012). Another paradigmatic shift is the change in focus 

of organizations from cradle-to-gate or grave philosophy to cradle-to-cradle for the recovery 

of resources, recycling, and reuse. This warrants an organizational supply chain to maintain 

quality in resource recovery, recycling, and reuse so that organizations can reduce waste, 

minimize their environmental impact, and create more sustainable products and 

services(Batista et al., 2023). Thus, for organizations, the improvement of supply chain quality 

can result in long-term competitive advantage.

Theme 5: Quality and Its link to Environment Management 

There exists a commonality between environmental and QM initiatives in organizations 

focusing on resource efficiency to reduce pollution, as noted in the quality revolution of the 

1980s (M. E. Porter & Linde, 1995). TQM positively impacts corporate sustainability, 

including environmental, social, and economic aspects (Abbas, 2020b). Manufacturers adopt 

environmental strategies through quality initiatives like ISO 14001, cleaner production, green 

supply chain management, circular economy, and green lean practices (Garza-Reyes et al., 

2017). Environmental sustainability was notably influenced by Lean Manufacturing Practices 

as well as TQM practices (Jum'a et al., 2023). Also, restructuring the supply chain in 

accordance with TQM principles helps attain environmental sustainability goals (Ho et al., 

2022). 

Product Q 4.0 leverages advanced materials and resource-efficient manufacturing, with 

Industry 4.0 and Q 4.0 integration optimizing processes, reducing waste, and improving energy 

efficiency (Ching et al., 2021). Empirical evidence shows companies gain performance 

advantages, including cost reduction, increased flexibility, and improved delivery, by 
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combining environmental management practices with quality investments 

(Wiengarten&Pagell, 2012). Decision-makers should foster a culture supporting quality and 

lean practices to maintain environmental sustainability (Jum'a et al., 2023). These insights 

highlight the need for further research on applying QM practices and tools to meet 

environmental sustainability goals outlined by international frameworks like the Sustainable 

Development Goals and the European Green Deal.

Theme 6: Human Aspects in QM 

QM is a holistic philosophy emphasizing continuous improvement across all organizational 

functions, involving both technical and human elements such as clients, vendors, staff, and 

supervisors (Haffar et al., 2019). Human aspects of QM are vital because they are hard for 

competitors to replicate, requiring an integrative approach for effective implementation. These 

practices contribute significantly to an organization's vision, employee involvement, and 

commitment to QM (Agar, 2019; Brunetti et al., 2020). 

Organizations must prepare and empower employees for the Fourth Industrial Revolution, 

recognizing human investment as a crucial asset (Gutierrez-Gutierrez et al., 2018a). Learning 

Organizations benefit from training employees in problem-solving, with QM managers 

fostering motivation, experimentation, intellectual stimulation, and dialogue (Balouei 

Jamkhaneh et al., 2022a). Empowerment enhances communication and growth, which is 

essential for evolving human-machine interactions in the era of digitalization or Industry 4.0. 

This revolution demands adjustments in workforce organization, commitment, and job 

satisfaction due to innovations like big data analytics and robotic production (di nardo et al., 

2020). Human resource activities must adapt to Industry 4.0, requiring preparation for digital 

advancements (Sivathanu & Pillai, 2018).

Establishing a smart society through the integration of smart industry (Industry 4.0) and smart 

quality (Q 4.0) is a key trend of the twenty-first century. However, there is an integration 

problem involving human beings as well as issues with sustainability, resilience, and quality 

of life, among other things. Happiness or quality of life is a major human factor when 

implementing QM practices (Kanazawa & Li, 2015). This is a crucial element of the Quality 

5.0 concept. Industry 5.0 and Quality 5.0 are related to how well workers comprehend, apply, 

and integrate cutting-edge technologies (Arsovski, 2023; Nahavandi, 2019). Thus, training 

employees is essential to prospering in Industry 5.0, closing the skills gap, and fostering 
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company expansion (Forum, 2016). Therefore, examining how these human-related QM 

practices align with current organizational initiatives is necessary.

Theme 7: Quality and Culture 

National Culture, defined by Hofstede (1998) as "mental coding," is experienced by every 

member of a society, organization, or group, enabling coherent action. Hofstede (1998) sees 

culture as attributes or behaviours manifested through symbols, heroes, values, and rituals 

(Hofstede & Hofstede, 2005; Alkailani et al., 2012). Edgar H. Schein describes organizational 

culture as "a pattern of shared basic assumptions" learned as a group solves its problems of 

external adaptation and internal integration, which are then taught to new members (Brahm & 

Poblete, 2024; Schein, 1996). Groups evolve by integrating individuals and adapting to the 

external environment, engaging in collective learning that creates shared assumptions and 

beliefs. 

Quality, according to Sashkin & Sashkin (1993), is an organization's culture that supports 

constant customer satisfaction through tools, techniques, and training. Sternberg (1999) 

attributed the development of quality as a cultural attribute to the Japanese evolving into a 

belief system. Garvin (1988) identified shifts in organizational values and ideologies 

concerning quality, labeling them as "inspection culture," "statistical control culture," "quality 

assurance culture," and "strategic quality management culture".

Treating quality as a cultural phenomenon means approaching it as a set of values and 

organizational ideology rather than merely an application of problem-solving tools and 

techniques. George Bush (National Institute of Standards and Technology, 1992) emphasized 

this perspective, describing quality as "a new style of working" and "a way of life." For 

instance, Jack Welch of GE (past CEO) has labelled Six Sigma as a new way of working, and 

he accentuated the point that Six Sigma must be woven into every fabric of GE to create and 

sustain competitive advantage (Welch, J, 2003). For the past CEO of Motorola (Robert Galvin), 

"quality is a way of life and not an advertising term" (Sester, D., 2001). Quality culture, part of 

overall organizational culture, addresses quality challenges through tangible elements like 

management mechanisms and intangible elements like values and rituals (Welch & Byrne, 

2003). 
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Theme 8: Quality and Sustainability 

Sustainability encompasses the protection and improvement of environmental, social, and 

economic (ESG) factors (Shibin et al., 2018). Studies show a direct correlation between QM 

methods and the quality of products as well as innovation performance. From an ESG 

standpoint, QM helps enhance company sustainability by facilitating the incorporation of 

sustainability factors into everyday work processes and stakeholder management strategies 

(Siva et al., 2016a).

QM methods, like continuous improvement and waste reduction, reduce an organization's 

environmental impact and support sustainable development goals (SDGs) like responsible 

consumption, climate action, and life below water. Emphasizing process optimization and 

efficiency supports economic growth, industry innovation, and infrastructure (Antony, Bhat, et 

al., 2023, 2024b). Effective stakeholder engagement and strategic integration of QM projects 

with SDGs are crucial for achieving sustainable results. Analytical and statistical techniques 

can help organizations connect their projects with sustainability goals, influencing SDGs 

(Antony, Bhat, et al., 2024b). QM practices have shown positive outcomes for SDGs, including 

reduced environmental impact, increased operational efficiency, and improved quality of life 

(Antony, Bhat, et al., 2023).

Theme 9: Quality and Innovation 

Innovation is crucial for organizational success, and its correlation with QM needs further 

study. Implementing QM is essential, but combining it with knowledge management can 

improve innovation performance by optimizing processes (Yusr et al., 2017). The QM practices 

significantly impact innovation performance by enhancing quality performance, as they create 

a foundation of standardized processes and continuous improvement that fosters an 

environment conducive to innovation. Effective QM practices reduce defects, improve 

reliability, and streamline operations, which in turn allows organizations to allocate more 

resources and attention to innovative activities. Research indicates that organizations with 

robust QM systems are better equipped to integrate innovative ideas into their operations, 

leading to improved overall performance and competitive advantage (Kim et al., 2012; J. Liu 

et al., 2023). QM also plays a significant role in promoting green innovation in various 

industries (Pinto & Romero, 2020).
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QM methodologies can have a complex relationship with innovation within organizations 

(Salah, 2017). While some studies suggest that both hard and soft QM practices positively 

influence innovation performance by enhancing processes, leadership, and customer focus, 

others indicate potential limitations in fostering radical innovation or exploring new 

technological advancements (Antony et al., 2016; Choo et al., 2007; Escrig-Tena et al., 2018). 

The impact of QM methodologies on innovation may vary depending on the specific practices 

implemented and the organizational context (Yu et al., 2023). It is observed that integrating 

management systems like MIS and OI (Open Innovation) can enhance innovation efficiency in 

organisations (Hernandez-Vivanco et al., 2018). Also, applying knowledge management 

principles can enhance this integration and promote knowledge innovation inside the 

organisation. 

Therefore, organizations need to carefully balance quality improvement efforts with fostering 

a culture of innovation to ensure continuous improvement while also encouraging breakthrough 

innovations that drive long-term success. The research also suggests developing a 

comprehensive framework integrating QM with innovation management, especially in 

healthcare industries (Salah, 2017; Tonjang & Thawesaengskulthai, 2023).

Theme 10: Leadership 

Despite Leadership being a well-discussed topic since the times of the pioneers of QM such as 

(Crosby, 1996; Deming, 1994; Juran, 1989), limited research has been carried out on its role in 

achieving and sustaining quality until recently (Laureani et al., 2024). Leadership has been 

identified as a critical success factor for the deployment and sustainment of QM (L. J. Porter 

& Parker, 1993), and (Laureani et al., 2023) identified the leadership traits that are more 

conducive to a successful QM  implementation to create meaningful purpose for employees, 

provide guidance, mentoring, and coaching, promoting education and training, competence and 

building a culture that supports quality.

Although some of these traits are described in the wider leadership literature, there is no 

existing framework of leadership that comprehends all these traits for practitioners to follow 

(Latham, 2014). Similarly, there is no evidence in the literature of a maturity model for 

Leadership in implementing and sustaining quality (Laureani et al., 2024). Defining a new 

leadership paradigm and developing a self-assessment Leadership maturity model for 

sustainability of quality is necessary to enhance the understanding and impact that Leadership 
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 JournalThis research delves into the key themes of QM as perceived by industry leaders and academics 

with extensive experience in the field. The top ten themes identified from our initial research 

are leadership, quality and innovation, quality and sustainability, quality and culture, human 

aspects in QM, quality and its link to environmental management, embedding quality in the 

supply chain, quality and its link to OPEX, customer centricity and advocacy of customers and 

lastly quality and competitive advantage. The implications of this study are twofold: offering 

valuable insights for senior managers and quality leaders looking to enhance their practices 

sustainably. Academics can also leverage these findings to enrich the QM curriculum for 

postgraduate students. While the study acknowledges limitations in sample size, upcoming 

phases aim to address these gaps, exploring differences in QM themes across various 

organizational types and sizes.
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can have on meeting today's and tomorrow's QM challenges: Leadership will be the most 

critical aspect in guiding the organisation through the Quality 4.0 evolution (Sony et al., 

2020a). Moreover, the leadership model for quality in the era of digitalization can be quite 

different from the leadership model organisations have been using for many years. 

Each of the above themes is not isolated; they are deeply interrelated. For instance, achieving 

OPEX often relies on customer-centric practices, while the competitive advantage is enhanced 

by embedding quality into both operational processes and customer experiences. Similarly, the 

shift towards digitalization (Q 4.0) has influenced not just operational efficiency but also 

supply chain quality, environmental sustainability, and innovation. Furthermore, the 

emergence of these themes can be traced back to various exogenous factors, including 

globalization, technological advancements, regulatory changes, and shifting consumer 

expectations. For example, the rise of digital technologies and Industry 4.0 has spurred the 

adoption of Q 4.0 practices, while increasing environmental concerns and the push for 

sustainability have led to a greater emphasis on environmental management in quality systems. 

These external drivers have shaped how organizations approach QM, necessitating an 

integrated view of the themes. Therefore, exploring these interconnections and the external 

influences that have shaped their evolution provides a more critical understanding of why these 

themes matter and how they collectively contribute to organizational success in today's 

dynamic business environment.

5.0 Conclusion, Implications, Limitations, and Agenda for Further Research
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Appendix 1

Sr 

No
Themes Identified Description Reference

1 Training in Quality 

(Including digitization)

Training quality is the excellence in executing 

training sessions to enhance problem-solving, 

motivation, critical thinking, and social skills, 

crucial for optimizing performance and 

product/service quality in Industry 4.0.

(Antony et al., 

2002; Baidoun 

& Zairi, 2003; 

Balouei 

Jamkhaneh et 

al., 2022b, 

2022b; Claver 

& Tarí, 2003; 

Idris & Zairi, 

2006; Kannan & 

Tan, 2002; 

Malik et al., 

2012)

2 Quality and 

Resilience (Including 

robust QM systems 

using digital 

technologies to 

maintain high-quality 

standards and quickly 

recover from 

disruptions)

Resilience in Quality involves adapting to 

changes and recovering from crises using 

robust digital quality management systems to 

enhance organizational agility.

(Pradana & 

Ekowati, 2024; 

Punnakitikashe

m et al., 2010)

3 Quality and 

Competitive 

Advantage (Including 

disruptive technology 

to enhance product 

quality, optimize 

processes, and deliver 

Higher functional quality boosts efficiency 

and market competitiveness, building 

customer loyalty and strengthening brands. 

Companies gain a strategic edge by using 

disruptive technology to deliver superior 

value, enhance product quality, optimize 

(Asif et al., 

2009; Lakhal, 

2009; Saleh et 

al., 2018; 

Zonnenshain & 

Kenett, 2020)
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Sr 

No
Themes Identified Description Reference

personalized customer 

experiences)

processes, and offer personalized customer 

experiences.

4 Customer Focus and 

Advocacy of 

Customers (Including 

robust feedback loops 

and communication 

channels that actively 

involve customers)

Customer advocacy involves prioritizing 

customer needs and delivering solution-based 

assistance through products and services. By 

consistently meeting expectations, 

maintaining robust feedback loops, and 

actively communicating, businesses foster 

stronger loyalty and positive word-of-mouth.

(Antony et al., 

2002; Gadenne 

& Sharma, 

2009; Roy, 

2013b; Urban, 

2005)

5 Quality and Data 

Science (Including 

Data Analytics and Big 

Data)

Use of Data-driven insights leveraging 

Industry 4.0 technologies such as Internet of 

Things (IoT), Big Data Analytics, and 

Artificial Intelligence (AI) can revolutionize 

quality management in contemporary 

organizations

(Antony et al., 

2022; V. Kumar 

et al., 2020)

6 Quality Culture 

(Including a digital 

culture)

A quality culture is an environment where 

team members prioritize high standards in 

their work and decision-making. 

Organizations with this culture deeply 

integrate quality into their values and 

behaviors while also embracing digital 

transformations and innovations.

(Van Der Wiele 

& Brown, 2002; 

Kannan & Tan, 

2002; Saleh et 

al., 2018)

7 Embedding Quality in 

the Supply Chain (1st 

tier, 2nd tier and 3rd 

tier suppliers)

Building quality assurance into a supply chain 

ensures a repeatable and sustainable 

manufacturing process, improving supply 

chain performance to fully satisfy client 

expectations. Supply chain quality integration 

(SCQI) positively impacts organizational 

operational performance.

(Yu & Huo, 

2018; Peng et 

al., 2020)

8 Quality and 

Sustainability 

Quality Management (QM) methods, tools, 

and practices are used to enhance sustainable 

(Kuei & Lu, 

2013; Siva et 
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Sr 

No
Themes Identified Description Reference

(Including Operational, 

Financial, 

Environmental, Social, 

Governance & 

Strategic Performance)

development, creating value-adding and 

result-oriented systems. QM promotes 

sustainability and supports achieving the 

Sustainable Development Goals (SDGs) by 

reducing environmental impact, increasing 

operational efficiency, and improving quality 

of life.

al., 2016; V. 

Kumar et al., 

2020; Antony et 

al., 2024)

9 Quality and 

Innovation (Innovation 

in Product, Process, 

Service)

Quality practices foster innovation and are 

essential for scaling it. While quality was 

once a competitive tool, the focus has shifted 

to innovation. Quality clarifies an innovation's 

value proposition and aids in operationalizing 

business models

(Thai Hoang et 

al., 2006; 

Jackson et al., 

2016; V. Kumar 

& Sharma, 

2018;  Psomas 

et al., 2018)

10 Quality 4.0 

(Principles, Tools, 

Curriculum, Skills and 

Competencies, 

Roadmap for 

Implementation, etc.)

Quality 4.0 integrates digital technologies, 

smart data analytics, and traditional quality 

practices (QC, QA, TQM) to promote 

innovation and continuous organizational 

improvement.

(Sony et al., 

2020; 

Zonnenshain & 

Kenett, 2020; 

Sader et al., 

2022; Mittal et 

al., 2023)

11 Definition of Quality 

(Including redefinition 

of quality not only from 

the perspective of 

traditional aspects but 

also broader 

considerations such as 

sustainability, ethical 

production, and social 

impact.)

Effects of relationships, mechanisms, and 

economic consequences of traditional and 

modern Quality practices, including digital 

transformations to improve enterprise 

innovation quality considering sustainable, 

ethical, and societal outcomes

(Zhao et al., 

2023)
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12 Quality Management 

in the Public and 

Voluntary sector 

(Including focus on 

transparency, 

accountability, and 

stakeholder 

engagement)

Quality improvement practices in public, non-

profit, and voluntary sectors enhance care 

quality, operational stability, and 

organizational performance. Advocating 

quality management and improvement 

methods globally raises service user 

outcomes.

(Redman et al., 

1995; Lakhal, 

2009)

13 Quality Management 

Practices [Including 

Hard Practices (e.g., 

SQC) + Soft Practices 

(e.g., Teamwork)]

Quality Management Practices fall into three 

categories: management, infrastructure, and 

core practices. They blend tangible techniques 

(hard QM) for process reliability and 

intangible practices (soft QM) to foster an 

empowering workplace, enhancing employee 

engagement and teamwork.

(Lewis et al., 

2006; Chiarini 

& Kumar, 2021; 

Saihi et al., 

2023; Gnan & 

Palumbo, 2024)

14 Leadership for 

Quality (Including the 

requirements from the 

perspective of Quality 

4.0)

Leadership in quality management provides 

direction, motivation, and guidance for 

quality improvement. Effective leadership 

enhances organizational learning and radical 

innovation, driving sustainable development 

and competitiveness in a globalized, turbulent 

environment.

(Antony et al., 

2002; Leonard, 

2010; 

Domínguez-

Escrig et al., 

2023)

15 Tools of Quality 

Management 

(Including 

classification of tools 

into basic, advanced, 

and very advanced)

Over the years, many models, frameworks, 

tools, and techniques like Lean, Six Sigma, 

TQM, Internal Audits, QFD, and Flow Charts 

have been developed to enhance quality 

management practices in organissations.

(Antony et al., 

2002; Bamford 

& Greatbanks, 

2005; 

Karuppusami & 

Gandhinathan, 

2006)
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16 Quality Awards and 

Frameworks 

(Including emerging 

trends such as 

sustainability, digital 

transformation, social 

responsibility, etc.)

Quality Awards and Frameworks vary widely 

and require measurable metrics for evidence-

based policy. Strategic Quality Management 

(SQM) ensures continuous improvement and 

performance excellence through these awards 

and standards.

(Kannan & Tan, 

2002; Lewis et 

al., 2006; 

Higham et al., 

2021)

17 Big Q and Small Q of 

Quality (Company-

wide process 

improvement vs. 

specific process 

improvement)

While Small Q quality management is static 

and transactional, Big Q quality management 

is proactive and strategic in reducing risk.

(Lillrank, 2015)

18 Quality Governance 

(Including establishing 

a framework of 

policies, procedures, 

and responsibilities)

Quality governance combines structures, 

processes, and frameworks to ensure 

compliance, industry standards, and 

continuous improvement. It identifies 

strengths, plans improvements, benchmarks 

performance, and promotes learning, 

enhancing managerial processes and business 

management.

(Black & 

Crumley, 1997; 

López-Mielgo 

et al., 2009;  De 

Guimarães et 

al., 2020)

19 Human Aspects in 

Quality 

Implementation (E.g., 

Empowering 

employees, fostering a 

continuous 

improvement culture, 

promoting Teamwork, 

etc.)

HR-related QM practices train employees in 

problem-solving, interaction, and creating a 

learning environment, enhancing team 

performance. This benefits individuals, 

organizations, and society as a whole.

(Askey & 

Malcolm, 1997; 

Gutierrez-

Gutierrez et al., 

2018b)
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20 Service Quality 

(Including AI and data 

analytics to personalize 

interactions, streamline 

service delivery, and 

proactively address 

customer needs for 

enhanced satisfaction)

Service quality measures how well an 

organization understands and meets user 

needs. AI adoption must balance the human 

touch with technological efficiency. 

Evaluating service task quality, offerings, and 

processes is essential before using AI for 

client interactions.

(Kersten & 

Koch, 2010; 

Solnet et al., 

2019; Huang & 

Rust, 2021)

21 Quality and its link to 

Environment 

Management 

(Including waste 

reduction, carbon 

footprint reduction, 

renewable resource 

promotion, etc.)

Quality Management paradigms—such as 

ISO 9001 and Total Quality Management—

facilitate the acceptance of environmental 

practices and are aimed at efforts to eliminate 

pollution and waste through environmental 

management.

(Curkovic et al., 

2000; Abbas, 

2020)

22 Quality and its link to 

Operational 

Excellence (Including 

the utilization of 

advanced analytics and 

automation tools)

Operational Excellence (OpEx) is defined as 

the endeavor of organizations to consistently 

enhance performance and the cultural 

paradigm in the management of quality 

through the use of 21st-century technological 

advancements.

(Dahlgaard-

Park, 2011; 

Sony et al., 

2020; Carvalho 

et al., 2023)
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