International Journal of Economics and Business Administration
Volume VIII, Issue 4, 2020
pp. 44-59

Human Resources Management Effectiveness and the Role of
Quality Management: Empirical Study in Jordanian
Pharmaceutical Companies
Submitted 09/04/20, 1st revision 11/05/20, 2nd revision 11/07/20, accepted 15/08/20

Hisham Abdul Kareem Shaheen1, Lama Ismail Mohammad Ahmad2, Amer
Saadi Kallel Shakkour3, Reem Khaled Matahen4,
Salwa Abdul Fattah Talab Al Azzeh5
Abstract:
Purpose: This paper aims to understand the role of Quality Management and the
effectiveness of Human Resource Management.
Design/Methodology/Approach: Both secondary and primary research has been carried out
in this study. This paper reviewed all the literature applicable to HRM and QM activities and
their application in various fields. The emphasis of the review is on the implementation, the
effect on organizational performance, and the metrics encouraged for adopting an
organization of practice, particularly of Jordan's pharmaceutical companies.
Findings: It has been found that Jordanian pharmaceutical companies understood the
advantages of QM activities and believe they will accomplish their goals by using that
strategy. Nonetheless, most companies do not take HRM and QM practices because these
activities' effectiveness lacks defined reasons and less severe outcomes. Therefore, this paper
presents the authors' basic understanding of the relationship between the quality
management of human resources and the overall quality control and their effect on company
sustainability in Jordan's pharmaceutical companies.
Practical Implications: The study seeks to provide a clear understanding of the application
of company management standards and procedures.
Originality/Value: The research is the result of authors' individual effort. All the ideas used
in this paper from other colleagues are properly cited and acknowledged.
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1. Introduction
Any company is more competitive and demanding at a certain age, characterized by
rapid and continuous change. To be at the top of market competition, it is important
to create quantifiable standards or acceptable management techniques. Nonetheless,
it cannot be possible to provide quality services without human productivity.
Literature reveals the possible basis for development and a company's performance
or new projects known as human capital (Ahammad, Glaister, and Gomes, 2020).
They claimed that workers must accept rational judgment in evolving and uncertain
conditions, such as competencies, attitudes, and mental agility. This term was
illustrated extensively in Human Resource Management (HRM) literature. HRM
works beyond its limits to supply highly skilled recruitment and selection candidates
and generally assess how well they are informed of its goals. This ensures that these
aspects should be investor-friendly and versatile to meet their individual needs
(Ismail, Abdelrahman, and Majid, 2018).
Companies paying attention to the quality of their processes in the global business
world are primarily compensated, and companies must continually enhance the
quality of their organizations' goods and services to thrive on a challenging
competitive market. The management is asked to find ways of enhancing their
customer service. The business world has luckily been able to identify many ways in
which their individual companies can accomplish and improve efficiency (Alomari,
2020). While different organizations pray for variables, they all have one specific
method, which is Quality Management (QM). Researchers have different definitions
of QM, but everyone accepts that it can increase the quality of goods and services
based on proper QM implementation, enhance the level of efficiency of the
Company, and minimize costs, thereby increasing the competitive advantage of the
Company on the global market (Aburumman, Salleh, Omar, and Abadi, 2020).
Apart from these previous studies, everybody agrees that QM is a method to enhance
an organization's efficiency and versatility as an entire entity, i.e., basically, a way to
coordinate and involve the entire business, each person at each level or department.
This includes remembering each person in the organization and realizing that each
operation (small or large) matters for every company that strives for quality
improvement (Pham, 2020).
Human resources and quality management have been identified as 'modern'
approaches that have drawn an infinite amount of attention from academics and
practitioners. Both terms are regarded as an essential philosophy of management that
underpins the organizational effort to satisfy customers (Yu, Chavez, Feng, Wong,
and Fynes, 2020). The purpose of this paper is to view HRM as the right mix for
quality management (QM), respectively. Moreover, this paper aims to analyze and
evaluate the practices of HRM and QM in Pharmaceutical Companies in Jordan.
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2. Literature Review
2.1 Human Resource Management
Human Resource Management is one of the most critical activities of any corporate
leader. It includes people and arranging things around them. HRM is characterized
as a systematic and consistent approach to managing the most valued assets of an
organization, namely the people who commit to achieving its goals individually and
together. HRM is responsible, according to research, for schedule, coordinate,
manage and monitor recruitment, growth, and resources to achieve individual and
social goals (Ana, 2015).
HRM is a management viewpoint that suggests that an interconnected set of
personnel policies must accompany the organizational approach. HRM is a
collection of loosely connected theories, principles, and strategies, together with
underpinning the principle that optimizing the use of human capital in any enterprise
is essential for sustaining and improving productivity in an environment where those
who are not performing effectively cannot survive (Ogbeibu, Emelifeonwu,
Senadjki, Gaskin, and Kaivo-oja, 2020).
By creating a plan that addresses the transition, the HR Department will play an
important role in the change process. The implementation of the new and creative
ways of management is also correlated with HRM. Quality management concern is
not new, but the quality has recently been used as an important element in searching
for competitive advantage (El-Dirani, Houssein, and Hejase, 2020).
2.2 Quality Management
To develop modern governance, the introduction of quality management (QM) has
played an important role. Quality management (QM) means optimizing and
integrating all roles and processes of an organization to provide enthusiastic clients
through an ongoing improvement cycle. QM is described as an employee-driven
management system that continually aims to enhance customer satisfaction at lower
costs. To investigate QM activities' impact on the product's efficiency, literature
created a QM model (Evstratova, Kabanova, Vetrova, Palehova, and Kataeva, 2019).
Research has shown that quality practices can be divided into nine dimensions:
• employee engagement,
• shared vision,
• customer attention,
• team use,
• staff education,
• collaboration with suppliers,
• use of benchmarking,
• automated manufacturing processes,
• the practice of just-in-time.
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QM can be defined as a set of methods to reduce or eliminate variations in
production or distribution processes to improve performance, reliability, and quality
(Sharma and Sindhu, 2016).
The old concept is reactive, structured to address quality issues after they emerge,
and the new concept proactively incorporates quality in the product and process
design. Quality management (QM) for individuals, groups of people, and the overall
organization is continuous improvement (Mendoza, Popa, D'Aponte, Gualtieri, and
Azapagic, 2019). QM is concerned with improving the way things are done over the
life of the company. People need to know what to do, how to do it, have the right
tools, and assess progress and the actual success level to strengthen the process
(Mousa and Othman, 2020).
2.3 The Role of QM and the Effectiveness of HRM
The complete quality management or QM is all company activities to ensure that the
organization meets its customers' needs. Continuous assessment and enhancement of
how well the company meets the customer's needs require quality control. To
integrate quality values into an organization's culture and that all the operations are
geared towards customer satisfaction, QM employs efficient communication
methods (Othman, Ghani, and Choon, 2019).
Quality management is an ongoing strategy for success; a company aims to achieve
by satisfying its clients. To achieve overall customer satisfaction, all company
members work together to enhance product quality, service, and culture within the
organization. The ways to achieve full quality control in the organization must be
advised (Donate, Ruiz-Monterrubio, Pablo, and Peña, 2019).
Quality management makes sure that the company delivers the products and services
that are the exception in quality. For any product, the quality is based on three-factor
that includes performance, durability, and reliability. The quality management and
its process are crucial for the company based on differentiating its competitors. The
tools that are being used in quality management are being used to have a change in
the system and the processes which can yield the premium quality products for the
company. The methods for quality management include Total quality management
and Six Sigma that have one goal that is to deliver high-quality products in the
market. It is essential to meet the criteria of quality in the market to exceed the
customers' needs and demands and attain a greater satisfaction level. The customers
should be satisfied with the quality of the product to gain their loyalty and trust.
Businesses grow in the market only when the products have better quality than the
substitute or alternate products.
To take the business to the pinnacle of success, it is essential to ensure that it fulfills
its needs and demands. The quality management marks the products with high
quality and service by eliminating any defects and issues and bringing the innovation
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in the products with time. By ignoring quality management, the company might save
some money, but in the long run, this technique fails as the products and service lose
their customers in the market.
With a global business, organizations have developed a new perspective for quality
and market survival, the management of human resources must ensure that the
quality of the products and services is in line with customer requirements (ALHazmi and Alkhateeb, 2020). The HR role should, therefore, create a QM
framework to direct its operations. A model of this sort should be made up of four
key tasks: writing an HR vision statement, contrasting HR practices with leading
QM organizations, define consumer needs at home and abroad, and refurbishing
work processes (Donate, Ruiz-Monterrubio, Pablo, and Peña, 2019).
Quality management (QM) is now widely recognized as a significant breakthrough
in management. However, most of the contributions to the TQM analytics and its
activities were made by people in operations management (Saffar and Obeidat,
2020). Without a doubt, it has created a controversy about the so-called "hard"
production-oriented elements of QM compared to their "softer" characteristics in
human resource management. In other words, less attention was given to human
resources management concerns such as effective monitoring methods,
compensation/payment schemes, coordination, labor relations, and the consequences
for different management functions (Abbas, 2020).
In this context, external and internal organizational focus make the strategic
intention behind QM clear. More generally, QM and HRM are strategic for their
large organization, implying "specific policies and activities should be linked to an
overall management strategy." (Abbas and Abbas, 2020). Four functional areas can
be discussed in more depth regarding the relationship between HRM and QM: job
management, preparation, hiring, performance evaluation and remuneration,
training, and development. HRM and QM are closely related in terms of job
organization (Albejaidi, 2018).
Services industries primarily follow the soft side of QM while the hard side is
applied to manufacturing industries. The problem with this definition of "hard" and
"soft" QM is that most organizations, particularly in manufacturing industries, do not
effectively combine these two sections due to their desire to meet the timetable.
Research suggests that 80 percent of the world's jobs have switched from production
to service sectors, according to the United States and other highly developed
countries (Badea and Apostol, 2020).
All that can be said is that quality improvement can be accomplished only through
human activities within an organization, HRM is the methodology embraced through
organizations, and HRM is characterized as a strategic and coherent approach to
managing the most valued assets of an organization, i.e., people/humans who
contribute to the achievement both individually and collectively (Zhang et al., 2016).
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People are the company's main asset, and organizational success is largely based on
the HRM experience. HR would therefore have a direct impact on an organization's
efficiency if enough HR activities and procedures are created and implemented
effectively and the HR effectiveness is impacted by Quality Management (Chuševė,
Nygård, Vaičiūtė, Daunys, and Zaiko, 2016).
2.4 QM and HRM in Jordanian Pharmaceutical Companies
In Jordanian Pharmaceutical Companies, QM strategies have modified managers'
perceptions and beliefs about managers' positions. In fact, clients' perceptions of the
HRM profession have shifted. The goals of business organizations have historically
been limited to profitability and income. Therefore, consumers and workers were
given low priority by stakeholders. The company aims and the quality approach to
HRM is, however, to optimize customer loyalty and to increase market share in the
Pharmaceutical businesses of Jordan (Lenk et al., 2018). The benefits generated by
teams and agile workplaces, task appraisal, and role redesign are the subject of both
HRM and QM. QM seeks to define and remove bottlenecks and obsolete work
processes by scrutinizing job material and structures and streamlining procedures in
the Jordanian Pharmaceutical Companies (Lenk et al., 2018).
To this end, HR managers and specialists must "commit programs and resources,
which improve the organization" to become motivated. Human resources planning
and hiring have a strategic role to play in ensuring that individuals whose goals and
principles are aligned with the QM ideology and whose characteristics suggest that
they are suited to a versatile, team-based environment in Jordanian Pharmaceutical
Companies (Al-Hazmia, 2020).
In this hiring and choosing process, QM allows HR professionals to work closely
with management, where HRM plays a more decentralized and strategic role. This
partnership is important to ensure that workers are adequately trained in QM
technology and correctly monitored and rewarded (Schnitzbauer, 2020). Also,
several QM supporters point to the risk of performance appraisal that leads workers
to get away from proper TQM conduct. It also underlines the vital position of HRM
to ensure that the HR program is QM compliant so that workers can be compensated
for their good actions for Jordanian Pharmaceutical Companies (Nigam and Prakash,
2016).
A pharmaceutical company must accept both external and internal, resource-based,
and relation-based views to succeed. This will affect the role of HRM in the strategy
phase of an organization. On the one hand, organizations will determine whether
HRM plays a practical strategic role by being sensitive to organizational approaches
that adhere to the corresponding HRM model (Yu, He, and Lu, 2016). Otherwise,
underlined by the resource-based model of SHRM, organizations may prefer HRM
to take a constructive, all-embracing position to become highly integrative in
corporate strategy. This choice will decide to what degree QM gives HRM the
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chance to play a more strategic role in the company in Jordanian Pharmaceutical
Companies (Sawaean and Ali, 2020).
After all, QM is influenced at all rates by the strategy process. Concerning HRM,
this influences both the structure of a company and its working organization, hiring
and planning; performance evaluation and remuneration; and the policies and
procedures for training and development. Organizations that do not follow the
weaker side of the QM lose traction and confidence in their initiatives (Nicholson,
Smith, McCoy, Carty, and Yip, 2020). As such, Pharmaceutical companies in Jordan
can exercise SHRM effectively at a reactive, functional level, and this can offer
some competitive advantage. Instead, QM requires or otherwise provides companies
the chance to take on a more constructive, inclusive role at the corporate, company,
and functional level in the strategy process. QM is also listed as a competitive
advantage source for a product (Devine, Broderick, Harris, Wu, and Hilfiker, 2016).
3. Methodology
Research methodology is essential while conducting the research. It helps to provide
a more structured approach to the whole study and helps to outline a plan of action.
The research methodology outlines how the research is conducted, what approach is
followed, the philosophy of research is adapted, what was the target population,
what was the data collection type and instrument; it helps in selecting data analysis
tools and identify variables.
This research is descriptive than quantitative in its entirety. This includes gathering
data as a literature survey, questionnaire survey, and asking questions from other
chosen HR managers like the organization's case study managers. The evidence
provided in this research has been obtained from different sources on the topic in
question. This work also uses books, papers, web sites, and articles on the
management of human resources, total quality control, and HRM's role in QM's
effective execution. There was no systematic analysis, but the knowledge was
gathered using secondary sources. Personal opinions and observations shall be kept
at a minimum. The literature on the management of human resources and the role of
QM in HR's performance are discussed.
3.1 Research Approach
Two types of research approaches are widely used in research studies are as
follows:
The qualitative approach uses non-numeric data and seeks to understand the
underlying motivations and reasons to uncover trends. Qualitative research is most
helpful in small-scale studies where the number of participants is small, and the
research is conducted on focus groups group discussions, individual in-depth
interview sessions, and others.
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Quantitative research is mostly used when the study's overall scope is broad, and the
number of participants is large. The study relies on numeric statistical data to
produce a set of generalized results that reflect a sample size. These results can
clearly portray the wider population interests. Most of the quantitative studies' data
are present in tabular forms, and the analyses and findings are completed
descriptively. This study follows a quantitative research approach.
4. Research Methodology
The research follows the objectivism research philosophy. Objectivism is defined as
a notion that the research objectives already exist in the real world, and there is a
need to add more information to the already established knowledge to produce
complete information. Objectivism is ontology philosophy and is articulated by
scientific philosophy widely known as critical realism. The target population was
employees working in Jordan pharmaceutical sector. Primary data collection has
been used for this research as it is considered more reliable. Likert scale was used
for data collection. The Likert scale-based questionnaire consists of various closeended questions, and the participants' responses are given on a scale of 1 to 5. The
questionnaire was distributed to the employees where they were asked to fill it
without having any biased opinion about the human resource management of the
company.
The questionnaire research method has a less costly and efficient and quick way to
collect the information and data from a; large sample of people (Thurber et al.,
2020). The data was collected quickly because there was no need to be present when
the participants completed the questionnaire.
With this research, the questionnaire has proved to be an effective way of analyzing
employees' behavior and attitudes towards human resource management and
collecting their opinions and intentions efficiently than any other method. The
question on the questionnaire was both open-ended and closed questions. In openended, the sample population had the opportunity to represent their thought and
ideas concerning human resource management; however, the closed questions were
based on the employees' satisfaction with the conduction of human resource
management activities. It enabled us to collect the qualitative and quantitative data
of the company.
4.1 Data Analysis Technique
The data analysis can be defined as the process based on transforming the collected
data and modeling it to gather useful information and make the decisions
accordingly. The main purpose of data analysis is to extract the information from the
collected data and make the company's decisions as per the data analysis (Pietilä et
al., 2019). The data analysis process helps gather the information through proper
application and tools that can help the researchers explore the data and determine its
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pattern. Based on the information and the data collected, the information can be
gathered to conclude.
The company needs to gather the data and use it to make decisions for the future as it
can help provide the information related to risk and dangers and analyze the
decisions accordingly. It can help the company find the reasons for the business that
is not generating enough revenue and making a plan and activities to eliminate those
factors. In this research, data analysis has been conducted using text analysis,
qualitative analysis, and statistical analysis. Statistical data analysis has been
conducted using SPSS. The data was collected from 100 participants that have been
working in a pharmaceutical/company in Jordan.
The statistical analysis has helped the research to show what happens by using the
past data in the dashboard form. This analysis method included collecting data,
analysis, interpretation, presentation of the results, and modeling the data together
with the information. The statistics used in this research are in interquartile range
and standard deviation compared to the upper quartile, and lower quartile ranges are
different from them. Some of the data lie in the upper quartile, while some in the
lower quartile. The standard deviation is based on determining the average
difference in each data point and their mean (Greckhamer et al., 2018). If all the
points lie close to the mean that it indicates the lower standard deviation, there is
little difference in the values. However, the large standard deviation shows that there
is much difference in the obtained values.
4.2 Analysis and Results
The majority of the study respondents were almost 60%, and the female participants
stood at almost 40%. While most of the female participants were 40 years and older,
most of the female participants represented almost 19 percent of the sample size.
Simultaneously, almost 70% of the total respondents hold a bachelor's degree,
whereas only 14% had post-graduate degrees in their respective fields. This suggests
that hiring is done based on education and experience, most of the employee with
post graduate degree worked in id level management while the majority of the
employees who had bachelor's degrees were working in lower managerial levels.
100 employees had participated in the research, and the sample size had employees
belonging to every operational level of the organization.
The study seeks to develop an understanding of human resources and the
effectiveness of quality management. The study focused on three characteristics on
narrowing down the scope of the study. The areas under focus are employee
performance, employee retention, and employee engagement. Table 1 shows the
designated value of VIF for an independent variable that is less than 10. Tolerance is
more than 0-20 an indicates that the problem of collinearity is in relationship with
these variables. Therefore, it can be seen that the measures are selected for assessing
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different independent variables that do not reflect any multicollinearity. This
suggests that there is an important association between HRM and QM practices.
Table 1. Testing for Collinearity
Model
Top
Management
Commitments
Customer Focus
Employee Engagements
Continuous Improvements
Source: Own study.

Statistics of Collenearity
Tolerance
0556

VIF
1.796

0.475
0.585
0.499

2.098
1.714
1.999

Table 2 shows the simple regression for Quality Management on Human resources
management effectiveness,
Table 2. Simple regression
Independent Sig,
variables
Quality
0
Management
Source: Own study.

t

Beta

F

df

R2

R

21.520

0.730

463.137

404

0.532

0.730

Statistical
decisions
Rejected

Table 2 portrays the implementation of Quality management that has an immense
impact on the complete human resource management effectiveness. The estimated
value of R2 is 0.532 that suggest that the implementation of Quality Management,
which explains almost 53% variation, has occurred in in overall human resource
management effectiveness. The higher value of R (0.730) suggests that the current
model has a suitable correlation. This implies that the null hypothesis has been
rejected and the alternate hypotheses that quality management implementation on
human resource management effectiveness can be adopted instead. The results
suggest that quality management dimension can have great bearing on the overall
effectiveness of human resource management practices. This explains the interest of
the Jordanian pharmaceutical companies to implement quality management
techniques and philosophies to ensure the overall effectiveness of utilizing human
resources.
The research takes analysis other steps by investigating the influence of every
quality management dimensions and the overall human resource management
practices. Stepwise and multiple regression can be utilized as suggested in the
following Table 3 to show results of regression.
It has been highlighted in Table 3 that the quality management implementation on
Human Resource Management effectiveness can have a significant impact on the
overall business operations. Simultaneously, the multiple regression results indicate
that top management or upper-level organizational employees do not significantly
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impact human resource management effectiveness. It has also been observed that
employee engagement and continuous improvements can have a significant impact
on HRM effectiveness. Simultaneously, the results suggest that employee
engagement should be the priority, followed by customer focus and, finally,
continuous improvement.
Table 3. Impact of Quality management dimensions on Human resource
management effectiveness using Multiple regression
Quality
Management
Dimensions
Customer focus
Continuous improvements
Top management commitment
Employee engagement
Source: Own study.

Sig.

B

t

Beta

0.000
0.000
0.806
0.000

0.260
0.247
0.010
0.324

5.314
5.434
0.243
7.991

0.257
0.256
0.010
0.349

Statistical
Decision
Rejected
Rejected
Rejected
Rejected

5. Discussion
During the complex changing market climate affected by globalization, businesses
focus more on the growth and enhancement of their management practices. It is seen
to be an essential element for business success to identify and respond properly to
changes in the environment by choosing the convenient strategy and management
approach (Jonathan, Mafini, & Bhadury, 2019). Quality Management (QM), which
has gained attention in the last 3 decades, is operational management practice. Cases
cited in the literature illustrate that many organizations'organizations'
implementation of the QM principles was successful (Alomari, 2020).
Different measures and dimensions of management quality were analyzed in the
research while conducting primary data collection and quantitative analysis. The
researchers suggest that the businesses need to make employee engagement the
priority; the Jordanian pharmaceutical sector needs to improve employee
engagement and an effectiveness erasure to improve HRM. At the same time, the
businesses need to focus on the customer when they have improved overall
employee engagements and then move towards continuous improvements.
HRM is another crucial organizational management activity that tackles
organizations'organizations' most valuable tool. Their position in enhancing the
results, securing and cultivating employee talents, and enhancing collaboration to
support corporate growth has become more important (Holmgreen, 2020). Managers
are working on behalf of people who need effective HRM, so HRM activities should
be aligned with the organization's overall plan to ensure efficient human use and
efficiency for Pharmaceutical companies in Jordan (Aragon and Garcia, 2015).
When quality management is achieved, the task of human resources effectiveness is
fulfilled in any organization. In the case of an evaluation of the organization's
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organization's success, both principles are inseparable (Wong, 2015). The main
explanation for establishing both divisions within the company is the need to ensure
customer loyalty by providing quality services or goods. A company's future and
strong market position hinge on its customers' satisfaction (Ismail, Abdelrahman, &
Majid, 2018). A target that any business aims to achieve is customer satisfaction. A
company's reputation depends on how well it serves its clients (Persson, Persson, &
Sam, 2016).
6. Conclusion
No single theoretical formalization of quality management and HRM exists;
researches provide the fundamental assumptions as a discipline and management
philosophy that institutionalize planned and ongoing enhancement and presumes that
quality is the product of all activities within a company; that all the functions and all
the employees need to be involved in the process of progression; that organizations
require both quality systems and quality culture.
7. Limitations
Although the secondary data was used as a reference in this study, the exact purpose
of the analysis was not fulfilled in all sources. Moreover, since some secondary data
contained unpublished literature, it could not be verified without being examined by
peers. A secondary data problem may be that bias might have crept in during the
obtaining of data that does not provide any exposure but may impact this research
inadvertently. It does not always help to use secondary data for these specific
purposes, but rather to dig into previous studies' intent a little deeper to obtain a
broader perspective on them.
As urging the participants to take part in the survey is quite different in the
secondary research method, it is essential to make sure that the obtained results are
accurate (De Block and Vis, 2019). During the sampling selection decisions, the
sampling bias can occur, which means some of the participants have more chances
to take part in the survey while some do not have a chance to attend the survey. As a
result, it can lead to obtaining unreliable results.
Self-selection is hard to eliminate from the survey and difficult to manage. The
participants taking part in the survey should be taking part voluntarily and not being
forced by anyone. The researchers should make sure that they keep the participants
anonymous and do not disclose it in any way; however, the collected information
and the gathered data should not be used for any other means and purpose
(Greckhamer et al., 2018). The researchers should make a form based on ethics and
law and should be signed by the participants and the researchers so that both parties
can be sure of maintaining privacy.
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During the survey, it is essential to follow all the ethical laws and regulations and
conduct the survey when the employees are not working or have free time as it can
disturb them and divert their attention from the work that can affect their
performance. The survey should be conducted with the permission of the company
owners and the managers, so they have an idea about the participation of the
employees.
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