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Abstract: 

 

This paper was design to theoretically and empirically espouse a seemingly symbiotic 

relationship between organisational social capital building and total quality management. Given 

that Total Quality Management (TQM), an age long philosophy, theory and practice issue in 

management required for organisations in pursuit of meeting and exceeding customers by 

continuously improving on its processes, people and products. The end goal of TQM is meeting 

and or exceeding expectations of customers – internal and external, expectations that are never 

static. The dynamic nature of these expectations creates imbalances in organisations and thus 

requires problem solving and decision-making. Organisational social capital building on the other 

hand has been adjudged to be the pillar around which all organisational outcomes revolve, 

including but not limited to meeting and exceeding customer expectation. The need to integrate 

and synchronise both individual trust and organisation trust within and around an organisation 

for the purpose of ensuring the presence of drivers of Organisational Social Capital (OSC) 

(stability, closure, interdependence and interaction) transcends an individual, unit, function and 

process and procedure; it indeed, requires a holistic approach to continually improve processes, 

people and products. 

 

However, there is paucity of studies that has empirically established any sort of relationship 

between these seemingly mutually inclusive concepts, nor contextualised their relationship, 

more so, in an empirical manner. This paper espoused HR practitioners view of the relationship 

between organisational social capital building and strategic quality management; specifically, 

their views regarding stability, closure, interdependence and interactions as drivers of OSC and 

ethics, integrity, trust, training, teamwork, leadership, recognition and communication as key 

elements of Total Quality Management (TQM).  

 

The study carried out exploratory survey of 453 HR practitioners from seven sub-sectors of 

Nigerian MEs sectors; data collected was subjected to descriptive statistical analysis to justify the 

study’s specific objectives. The study infers that a significant percentage of HR practitioners in 

Nigeria Medium-sized firms acknowledge that OSC and TQM has mutually symbiotic relationship. 

Specifically, it was found that a large proportion of HR practitioners surveyed uses each elements 

of TQM to build OSC for their firm and in turn ensures the presence of drivers of OSC in the pursuit 

of TQM for their firm.  

 

 

Keywords – Social capital building, total quality management, strategic management, HR 

practitioners. 
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Introduction 

 

In recent time many attempts have been made in Nigeria to emphasise the importance of Total 

quality management to firms and enterprises, with a view to boosting the overall performance 

and development of industries, business and trades, which in turn leads to national economic 

indices such as growth, reduce unemployment level, better infrastructure, and general wellbeing 

of the society (Babatunde and Pheng, 2015). Strategic management entails a holistic approach to 

problem solving; concerted efforts toward planning; conscious and deliberate attempt to design 

suitable implementation strategy and tactics; a pre-determined performance and plans 

monitoring and evaluation criteria; and measures to review, change and contextualise resulting 

outcomes, to suit organisations aims and objectives. 

 

The holistic approach and nature of strategic management means it cuts across every 

management functions and responsibilities, including the strategic management of the two forms 

of structure that make up every organisation – formal and informal. The formal structure of 

organisation is well established in literatures to include, but not limited to, a structure based on 

division of labour; a structure with clearly and distinctively define relationships, in terms of 

authority and responsibility; a structure based a established rules and procedures; a structure 

that concentrates on the jobs to be performed and not the individuals who are to perform the 

jobs, a structure that does not take into consideration the sentiments if the organisational 

members; and a structure that is often laid down by the top management achieve organisational 

goals, with little or no input of the lower cadre members of the organisation. These characeristics 

of the formal structure has attracted a fair share of critiscim from scholars inspite of its perceived 

organised benefits. For instance, Levitsky (2001) perceive the formal structure of an organisation 

as an organised disorganisation; and Meyers and Rowan (1977) concluded that the formal 

structure in most organisations are myth and a mere ceremony.  

 

While not directly criticising or underplaying the importance of a formal structure of an 

organisation, Raisch, et al (2009) and O’Reilly III and Tushman (2013) appraised the need for 

‘ambidexterity’ in modern day organisations. They opined that both explore and explore the 

inherent benefits in the informal structure of the organisation. It is their view that as desirable as 

they are - efficiency, control, predictability and incremental development, the hallmark of formal 

structure of an organisation, they should be blended and balanced with flexibility, autonomy and 

experimentations, which are the indices of informal structure of organisation. In a similar 

argument, Chan (2002) asserted the importance of the informal organisation and the need to 

carefully alingn it with the formal structure. Just as Prusak (2009) has attributed knowledge in 

the organisation to the strategic alignment of the benefits of both formal and informal networks 

within the organisation. 

 

Strategic Social Capital Building and Total Quality Management 

 

Hence, Strategic organisational social capital building is an important organizational capability 

and is essential for quality improvement in all its ramifications. To compete favourably in today’s 

ever changing market place, organisations musts improve, quality wise, on all fronts; leveraging 

on its inimitable and dynamic resources – people.  
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Furthermore, the attainment of total quality management depends crucially on a common set of 

shared values and mutual trust between organisational members. The concept of Total Quality 

Management (TQM) is concerned with putting customers first; making continuous 

improvements; aim for zero defects, and an unending appetite for training and development 

(Zhang, 20012) and (Radnor, 2010). Zirek (2011), particularly emphasise that alongside 

continuous improvement and learning, external focus, fact based decisions, fast response, long-

range view of the future, prevention orientation, results orientation, systems approach, waste 

reduction and visionary leadership, there stand, shoulder-tall, ethics and responsibility and 

involvement of people as total quality management principles.  

 

Ethics and responsibility which is all about organisational behaviour citizen behaviour, where 

“employees’ actions aren’t based on solely on personal values alone: they are influenced by other 

members of the organisation, from the managers and supervisors, to the co-workers and 

subordinates” (Zirek, 2011, pg.23). Involvement of people in the quest for quality improvement 

also indicates that irrespective of organisational outcome pursuit of any organisation, actual 

achievement of such outcomes ultimately relies on the knowledge, skills, innovation and 

motivation of individuals and teams in the organisation. Needless to say that these two principles 

of total quality management are elements and causal results of the concept of social capital and 

by extension characteristics of organisational social capital building (Domenec Mele, (2003) , 

Irene Hau-Siu Chow, (2009), Hamid Zarea, (2011) and Ajonbadi and Mojeed-Sanni (2015) ). 

According to the concept of social capital, these are essential requirements for successful 

cooperation and coordination within groups.  

 

HR Practice, Organisational Social Capital Building and Total Quality Management 

 

Bratton and Gold (2007) held that a distinct set of integrated employment policies, programmes 

and practices must be instituted in managing good employment relations that is capable of 

bringing out the optimum results from employees with the tendency for enhanced competitive 

advantage, these they alluded to define, comprehensively, HR practice and human resource 

management (HRM). In other words, HRM amplifies the significance of the people element in 

creating desired value in an organisation. It is therefore not uncommon to describe human 

resource as organisation’s human capital given the enormous skills, tacit knowledge, intelligence, 

commitment and aptitude that are brought to improving organisations’ productivity (Stone and 

Deadrick, 2015). As it is incumbent on organisations to conscientiously and systematically pull-

together these traits that people bring to the workplace, they are inadvertently harnessing the 

cumulative intelligence, aptitude, commitment, tacit knowledge and skills inherent in the work 

organisation to continually improve process and procedures of their firms – thus, they are, 

through HRM, engaging in total quality management.  Through systemic management of the 

coming together of people in a particular place, such as work organisations where people come 

together and develop a culture – specific ways of working, creating invisible rules and rituals that 

regulate activities, dictating which behaviours, or ways of communicating, and even which ways 

of dressing are acceptable and which are unwelcome, HRM creates a formal and informal 

relationships amongst workforce (Cole, 2010). The formal relationships represents the official 

hierarchy of each and every organisation which is very important, but of more importance is the 

unofficial relationships that exist within, and sometimes outside, the organisation. That is the 

networks of relationships and the ‘political' structures inherent in every work organisation. 

 



International Journal of Research in Economics and Social Sciences (IJRESS)                                              
Vol. 7 Issue 5, May- 2017,   
ISSN(o): 2249-7382     |     Impact Factor: 6.939 
 

  

International Journal of Research in Economics & Social Sciences 

      Email:- editorijrim@gmail.com, http://www.euroasiapub.org 

  (An open access scholarly, peer-reviewed, interdisciplinary, monthly, and fully refereed journal.) 

371 

Both the formal and informal networks of relationship are critical to organisational success 

(Harzing and Pinning, 2014); hence, the responsibility of organisations to build, nurture and 

sustain good work relationships falls within the realm of strategic human resource management 

and indeed, human resource practitioners and by extension the fundamentals of Total Quality 

Management (TQM) considering that according to  Goetsch and  Davis (2010), continuous 

improvement of activities involving everyone and every relationships withing an organisation 

geared towards enhaced performance at every level is termed as Total Quality (TQ).Furthermore, 

as work organisations are premised on negotiated order, that is, recognising that the differences 

of interests and power arising in organisations both emanate from and contribute to the class, 

power, gender and ethnic differences prevailing in society at large continually emerge with 

patterns of activity which evolve from the interplay of individual and group interests, it could 

therefore be asserted that HRM is about the management of the interplay of individual and group 

interest, ideas, initiative and reactions (negotiated order) fostered through social interactions. 

This position tallies with the idea of ‘three legged stool’ of total quality approach to quality 

management in organisations (Goetsch & Davis, 2010) where the core of TQM is regarded as the 

seat of the stool and defined as customer focus that is held firmly standing on the three strands – 

measures, people and processes. Hence, HR practices; TQM and OSCB share common theme of 

using processes ( continuos improvement, social orientation and culture), people (relationships 

and networks) to  measure (benchmarking, statistical process control and quality tools) to ensure 

consistent and sustainable customer satisfaction and thereby gaining competitive advantage. 

 

Fundamentally, Baughn, et al’s (2011) asserted that human resource management’s (HRM) 

activities need to pay attention to the issues of conflicts and control with the establishment of 

necessary tools that can enhance trust. These are the basic components and sub-components of 

organisational social capital – trust and associability (Van Buren, 2008) and total quality 

philosophy of ‘continual improvement of products, processes, and people in order to prevent 

problems before they occur’ (Goetsch & Davis, 2010, pg.9). These authors further contend that in 

the face of the inherently unstable international joint venture relationship and dynamic global 

business operating environment, the need to create trust and collaborative arrangement in 

management processes become almost inevitable. Intangible resources such as the one derivable 

from and through human social interactions, that is, social capital, and in the case of an 

organisation, organisation social capital play crucial roles in creating sustainable competitive 

advantage (Sirmon and Hitt, 2003) and (Shorunke et al, 2014).  

 

Research Methodology  

 

In the bid to conceptualize HR practitioners’ perspective of the relationship between Total Quality 

Management (TQM) and Organisational Social Capital Building (OSCB), the four drivers of OSC 

where juxtaposed with the elements of TQM using a structured likert-Scale questionnaire to 

constructed questions establishing the relationship of: stability as driver of OSC to trust, 

recognition, teamwork and leadership as elements of TQM; relationship of closure as a driver of 

OSC to communication, trust and recognition as elements of TQM; relationship of 

interdependence as a driver of OSC and teamwork, integrity, training and communication as 

elements of TQM; and the relationship of interaction as driver of OSC and ethics, communication, 

trust and teamwork as elements of TQM.  

 



International Journal of Research in Economics and Social Sciences (IJRESS)                                              
Vol. 7 Issue 5, May- 2017,   
ISSN(o): 2249-7382     |     Impact Factor: 6.939 
 

  

International Journal of Research in Economics & Social Sciences 

      Email:- editorijrim@gmail.com, http://www.euroasiapub.org 

  (An open access scholarly, peer-reviewed, interdisciplinary, monthly, and fully refereed journal.) 

372 

Data collected was subjected to two main types of analysis. In order to gain perspectives into the 

socio-demographic characteristics of respondents, frequency distribution of responses was 

calculated while descriptive statistics was employed in determining the views of practitioners on 

the relationship between stability, closure, interdependence and interactions (representing 

presence of OSC) and ethics, integrity, trust, training, teamwork, leadership, recognition and 

communication as key elements of Total Quality Management (TQM).  

 

Results 

 

Of the 453 questionnaires distributed to HR practitioners in Nigerian MEs across seven different 

sectors, a total of 451 were completed and usable, representing a response rate of 99.5 percent. 

 

Demographic Characteristics of the Respondents 

 

Appendix 1 shows the demographic profile of the participants. 228 HR practitioners in Nigerian 

MEs according to this research were in the middle management position, representing a 

significant 50.6%. It was noted that though Small Medium Enterprises Development Agency of 

Nigeria (SMEDAN) in their survey carried out in 2012 contend that wholesale and retail trade 

activities is the dominant SME business in Nigeria. The findings in in this study runs contrary to 

that, in that it was found that there are more HR practitioners working in the manufacturing 

sector – 114 (25.3%) than any other sector of the Nigerian economy, closely followed by the 

financial intermediation sector - 82 (18.2; whereas Wholesale and retail trading activities has just 

3.10% firms in medium-sized category, and has second to the least number of HR practitioners 

(10.2% of HR practitioners in Nigerian MEs) in the sector according to this study. 

 

There are almost twice as many male HR practitioners than female HR practitioners in Nigeria 

ME in apparent conformity with the findings of SMEDAN (2012), which stated that there are 

86.43% male owners of SMEs in Nigeria compared to merely 13.57% female SME owners. 

Furthermore, this study found that there are more Christian HR practitioners in Nigerian MEs 

than other religions. Even then, the proportion of HR practitioners in Nigerian MEs is fairly spread 

across the three main religious orientations in Nigeria – Christianity, Islam and African 

Traditional Religion (ATR), justifying the position of Faleye (2013) that there are three dominant 

religions in Nigeria. 

 

HR Practitioners’ Responses to the Relationship between Stability as driver of OSC and 

trust recognition, teamwork and leadership as element of TQM 

 

In relation to stability as driver of OSC being same as trust, recognition, teamwork and leadership 

elements of TQM respondents were asked to indicate how much they agree or disagree with the 

statement that ‘a working environment with high staff turnover creates trust, recognition, effective 

teamwork and leadership among employees and within the organisations’. Table 2 below depicts 

the responses of the participants. 59.7% of the HR practitioners surveyed indicated that stability 

resulting from low staff turnover, as opposed to the question that “a working environment with 

high staff turnover creates trust, recognition, effective teamwork and leadership among employees 

and within the organisations”, were a significant 31.5% HR practitioners surveyed in this study 

strongly disagree that high staff turnover can create trust, recognition, teamwork and leadership 

among employees, whilst 28.2% did disagree that it does. 
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On the other hand, 6.4% strongly agreed that high staff turnover creates trust, recognition, 

effective teamwork and leadership among employees and within the organisations; 23.3% 

agreed, whilst insignificant number of HR practitioners (9.5%) were indifferent to the idea that 

stability measured through level of staff turnover creates these elements of TQM.  

 

Table 1: HR Practitioners’ responses to Stability as driver of OSC and trust recognition, teamwork 

and leadership as element of TQM 

A working environment with high staff turnover creates trust, recognition, effective teamwork and leadership 
among employees and within the organisations. 
  Frequency Percent Valid Percent 

R
es

p
o

n
se

s 

Strongly Disagree 142  31.5  31.8  
Disagree 127  28.2  28.5  
Indifference 43  9.5  9.6  
Strongly Agree 29 6.4 6.5 
Agree 105  23.3  23.5  
Total Valid 446 98.9 100.0 

Total 451 100.0  

Source: Authors’ results from SPSS data. 

 

From the result above, this study found that the majority of Nigerian Medium-sized HR 

practitioners did not believe a working environment with high staff turnover creates trust, 

recognition, effective teamwork and leadership among employees and within the organisations. 

Hence, they affirm that stability in organisations is necessary to create the apt environment for 

the elements of TQM to strive. Considering that Akio (2005:144)  opined that the ‘main source of 

competitive advantage of a firm does not fall into the heterogeneity of resources and capabilities 

per se, but the heterogeneous perceptions of practitioners, the perception of HR practitioners in 

Nigerian MEs firms to stability and elements of TQM indicates the eagerness to harness the values 

in a stable working environment, such as knowledge-sharing, cooperation, understanding, love, 

trust, information and goodwill for the purpose of having competitive advantage in the industry. 

Thus aligning with scholarly opinion that commitment to an organization derived through 

organisational identity, and best understood as contested and negotiated through interactions 

between employees are crucial for a firm (Arregle, et al., 2007).  

 

HR Practitioners’ Responses to the Relationship between Interdependence as driver of 

OSC and training, teamwork, Communication and Integrity as elements of TQM 

 

In relation to Interdependence, one of the drivers of OSC connoting the same ideals as training, 

teamwork, communication and integrity elements of TQM, respondents were asked to indicate 

how much they agree or disagree with the statement that HR and Organisations should design jobs 

and training such that outcomes and action of one employee directly affects the outcome of the jobs 

of others.’ Table 2 below represents the perceptions of the participants of this study. 
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Table 2: HR Practitioners’ Responses to Interdependence as driver of OSC and trust recognition, 

teamwork and leadership as element of TQM  

HR and Organisations should design jobs and trainings such that outcomes and action of one 
employee directly affects the outcome of the jobs of others. 
  Frequency Percent Valid Percent 

R
es

p
o

n
se

s 

Strongly Disagree 29 6.4 6.5 
Disagree 85 18.6 19.1 
Indifference 43 9.5 9.6 
Strongly Agree 167 37.0 37.4 
Agree 127 28.2 28.5 
Total 446 100 100.0 

Total 451 100.0  

Source: Authors’ results from SPSS data. 

 

According to table 3 above, a significant majority of HR practitioners in the Nigerian MEs 

surveyed in this study, that is 294 HR practitioners, representing 65.2% (comprising 37.0% 

strongly agree and 28.2% agree) of the total surveyed affirmed that HR and Organisations should 

design jobs and trainings such that outcomes and action of one employee directly affects the 

outcome of the jobs of others. On the other hand, 114 HR practitioners representing 25% of total 

respondents (strongly disagree 6.4% and disagree 18.6%) differed that HR and organisations 

should design jobs such that outcomes and action of one employee directly affects the outcome 

of the jobs of others. 43 HR practitioners, representing 9.5% of the practitioners surveyed are 

indifferent to the notion. It thus means that majority of HR practitioners in Nigeria MEs, according 

to this survey, somewhat believed in the concept of interdependence in job and process design 

by HR and Organisations as part of TQM drive.  

 

HR Practitioners’ Responses to the Relationship between Closure as a driver of OSC and 

Communication, trust and Recognition as elements of TQM 

 

In relation to Closure, HR practitioners’ recognition of the relationship between it, as driver of 

OSC and the nuances of communication, trust and recognition elements of TQM, was measured 

by asking respondents to indicate how much they agree or disagree with the statement that ‘It is 

my responsibility to structure opportunities for people to meet and build relationships, aside from 

encouraging team meetings.’ Table 3 below represents the perceptions of the participants of this 

study. 

 

Table 3: HR Practitioners’ responses to relationship between Closure as driver of OSC and 

Communication, trust and recognition as element of TQM 

It is my responsibility to structure opportunities for people to meet and build relationships, aside from 
encouraging team meetings. 
  Frequency Percent Valid Percent 

R
es

p
o

n
se

s 

Strongly Disagree 26 5.8 5.8 
Disagree 108 23.9 24.2 
Indifference 104 23.1 23.3 
Strongly Agree 83 18.4 18.6 
Agree 125 27.7 28.1 
Total 446 98.9 100.0 

Total 451 100.0  

Source: Authors’ field research findings 
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Table 4 above indicate the perspectives of Nigeria MEs HR practitioners in relation to using 

closure – a driver of OSC to pursue TQM elements  - communication, trust, and recognition. 

Respondents were asked to indicate how much they agree or disagree with the statement that ‘It 

is my responsibility to structure opportunities for people to meet and build relationships, aside from 

encouraging team meetings’. One hundred and thirty-four (134) of the total valid respondents 

representing 30% of the HR practitioners surveyed differ in varying degree that it is their 

responsibility to structure opportunities for people to meet and build relationships in the bid to 

promote the elements of TQM as represented by trust, recognition, teamwork and leadership. On 

the other hand, Two Hundred and Five (208) HR practitioners surveyed, representing 46.1% of 

the valid response (18.4% strongly agree and 27.7% agree) consented and affirmed that it is their 

responsibility to structure opportunities for people to meet and build relationship beyond team 

meetings; whilst insignificant number of HR practitioners (23.1%) were indifferent to the idea 

that it is their responsibility to structure opportunities for people to meet and build relationships, 

aside from encouraging team meetings. 
 

HR Practitioners’ Responses to the Relationship between Interaction as a driver of OSC and 

Trust, Ethics, Teamwork and Communication as elements of TQM. 
 

As regards Interaction, HR practitioners’ recognition of the relationship between this driver of 

OSC and the narratives of trust, ethics, teamwork and communication elements of TQM, was 

measured by asking respondents to indicate how much they agree or disagree with the statement 

that ‘t is my responsibility to ensure employees socially interact with one another at work.’ Table 5 

below represents the perceptions of the participants of this study. 

 

Table 4:  HR Practitioners’ responses to the relationship between Interaction as driver of OSC 

and trust, ethics, teamwork and communication as element of TQM 

Social interaction between and among employees has significant impact on continuous improvement of 
people, process and products and services  
  Frequency Percent Valid Percent Cumulative Percent 

R
es

p
o

n
se

s 

Strongly Disagree 29 6.4 6.5 6.5 
Disagree 43 9.5 9.6  16.1 
Indifference 142 31.5 31.8 47.9 
Strongly Agree 105 23.3  23.5 71.4 
Agree 127 28.2 28.5 100.0 
Total 446 98.9 100.0  

Total 451 100.0   

 

Table 4 above indicate the perspectives of Nigeria MEs HR practitioners in relation to using 

interaction – a driver of OSC to pursue TQM elements  - trust, ethics, teamwork and recognition. 

Respondents were asked to indicate how much they agree or disagree with the statement that 

‘Social interaction between and among employees has significant impact on continuous 

improvement of people, process and products and services.’ Seventy-Two (72) of the total valid 

respondents representing 16.1% of the HR practitioners surveyed differ in varying degree that 

social interaction between and among employees has significant impact on continuous 

improvement of people, process and products and services in other to promote the elements of 

TQM as represented by trust, recognition, teamwork and leadership. On the other hand, Two 

Hundred and Thirty-Tw0 (232) HR practitioners surveyed, representing 52% of the valid 

response (23.5% strongly agree and 28.5% agree) consented and affirmed that social interaction 

between and among employees has significant impact on continuous improvement of people, 
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process and products and services in the pursuit of elements of TQM; whilst considerable number 

of HR practitioners (31.5%) were indifferent to the idea that social interaction between and 

among employees has significant impact on continuous improvement of people, process and 

products and services. 
 

Discussions 
 

Stability in the workplace is among the cardinal organisational objectives of many firms, large or 

small. Stability in HR parlance is expressed through a sustainable employee low turnover rate 

and high employee retention rate. Organisations through their practices and policies must 

stimulate a working environment devoid of constant change and turn in personnel. They must 

ensure adequate length of time that members of the group need to develop their relationships 

(Camps and Marques, 2011).  It is therefore ironic that not many of HR practitioners in Nigeria 

MEs, according to this findings, agreed that to high staff turnover rate creates the elements of 

total quality management, in view of the fact that as a necessity to attain total quality in 

organisations practices, processes and procedures must allow time for people to build common 

context and understanding (Lesser, 2000). As it is essential that members of a group are ‘singing 

from the same hymn sheet’ when going about their routine duties or getting started on a new idea 

or project, given the multitude of experience that employees bring to any situation. Arregle et al. 

(2007), are of the view that 'the greater the stability, the greater the potential to build stocks of 

social capital' (Camps and Marques, 2011, p.9) and consequently create trust, recognition, 

effective teamwork and leadership among employees and within organisations. Camps and 

Marques (2011) posit that stability does not only promote the creation of networks and 

relationships among people, it also allows people to share experiences and this results in people 

sharing tried, tested and trusted ways of doing things learnt from their past; unconsciously 

benchmarking their practices, a critical element to total quality management.  

 

 

 

 

 

 

 

 

 

 

Closure, the extents to which social relationships are allowed to deepen and thicken within and 

among people in an organization is essential for any firm in pursuant of total quality management. 

Closure among individuals leads to strong ties and is likely to increase the transfer of information 

and knowledge they exchange and thereby facilitate effective organisational communication 

across all channels. According to Newman (2016) choosing the best channels of communication 

in organisations depends on relationship questions, such as, how well do the management know 

their audience? How quickly can the audience get the news? All of which are a function of the 

depth and thickness of the social relationship among people in the organization.  

 

Hence, organisations through their HR practices are required to structure opportunities for 

people to meet and build relationships, aside from encouraging team meetings (Okpu and Obiora, 

2015); HR practices in an organization must enable people to create strong ties through various 

Teamwork Stabilit

y 

Recognitio

n 

Leadership 

Trust 
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forums, such as communities of practice (Ingham, 2009). Total quality management relies, to a 

great extent, on the uniqueness of common languages, norms and values in the processes, 

products and services and people that organisations deployed towards meeting, and sometimes, 

exceeding customer expectation and ultimate satisfaction (Goetsch and Davis, 2013).  Succinctly 

put, TQM as a competitive weapon is unachievable without a workforce that is cohesive and 

capable of creating closure, trust and recognition among its various functional areas and across 

all levels of the organizations’ hierarchy. 

 

 

 

 

 

 

 

 
 

Organisations must promote Interdependence - units, teams, sections, departments or any other 

nomenclature encapsulated in the organisational structures and charts; must be on fluid, reliable 

and comprises interdependent processes, teams, sections, and departments as essential basis for 

everyday operations. In order to promote productivity, quality improvements, client focus, flat 

management structure, efficient and effective communication, and increase employee morale 

that are capable of leading to sustainable competitive advantage, the different structural 

classification in an organisation must be positively interdependent (Shehnaz and Ramayah, 

2015). These, according to Tarricone and Luca (2002) requires social interdependence which 

dictates how individuals in various groups, teams, sections, or departments of a firm interact and 

react in cooperative learning or working situations. It ensures situation where individuals share 

common goals; where individual's outcomes are affected by the actions of the others. Some of the 

elements of total quality approach according to one of the pioneers of the concept (see, Goetsch 

and Davis, 2013, pg. 8) emphasizes interdependence of process, products and people in the 

pursuit of TQM. Accordingly, TQM must be strategically based; there must be obsession with 

quality; teamwork is essential; frequency and level of education and training must depend on the 

process, product and people that makes up an organization and must be used as a tool to build 

integrity for both process and people; there must be unity of purpose and scientific approach to 

all activities and actions of an organization in pursuit of excellence and competitive edge. All of 

these is related to interdependence between all the facets of an organization, and thus as a driver 

of organisational social capital.  
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Social interaction must be tactically and strategically encouraged within organisations and 

between employees. The depth and strength of human social interaction at work is one of the key 

drivers of organisational social capital. Human interaction in general and workplace social 

interaction in particular is a function of effective communication between and among employees. 

Chidi et al., (2012) whilst exploring the role of HR professionals in promoting ethical issues in 

human resources management asserted that no group or organization can exist without 

communication. They opine that effective communication invokes interaction and thus imparts a 

common idea and understanding among organisational members. They reckon that in the world 

of business or work, communication refers to interacting and transmitting information to one 

another for the effective performance of their duties and to further the fundamental purpose of 

the organization. In other words, communication breeds interactions which in turns strengthens 

social ties and subsequently enhance competitive advantage. According to Camps and Marques, 

(2011), interaction is the frequency with which members of the network communicate with one 

another and reflect the quantity, quality and strength of the relationships among them. Hence, 

promoting healthy and productive interaction through active and positive communication 

channels and systems induced by conducive working environment as propelled by use of 

structural conditions and practices by HR practitioners is essential for organisations in today's 

dynamic operating environment. 

 

With reference to TQM, Choudhary and Rathore (2013) affirm effective communication not only 

as essential and indispensable instrument of organisational success, but as the life-wire of any 

organization attempting to elicit organisational change; generating competitive action; create 

understanding, disseminate critical quality and strategic options. Employee’s social interactions 

aid effective communication and generates the desired effect and maintain the effect in 

communicating quality message and strategy. In communicating quality message the totality of 

people in an organisation viz-a-viz senior managers, middle managers, supervisors (first line or 

junior managers) and other employees in the company must sync for the ultimate objective of 

TQM initiatives to come to realization. As TQM is strategically based; with elements such as 

customer-focused, total employee involvement, process-centred, integrated system, continual 

improvement, fact-based decision making and communication, all of which would be difficult to 

achieve without affective social interaction. 
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Conclusion 

 

It is imperative for HR and Quality management experts and practitioners to operate a template 

that tend to use the drivers of OSC as precursor to TQM initiatives in order for firms’ resources 

and capability to create sustainable competitive advantage. As TQM is primarily concerned with 

conscious efforts towards meeting and or exceeding the ever dynamic expectations of customers, 

bearing in mind that customers in the context of TQM includes and involves employees and firms 

stakeholder as internal customers, whose expectations need to be met through continuously 

improving organisations process, products and people. Suffice to say, incremental improvement 

of an organisations processes’, people and products requires not only the most appropriate 

strategic options, but requires stability (low employee turnover), closure (an organization 

structure which create opportunities for people to meet and build relationships), 

interdependence (organisation structure, training programme and job designed to ensures the 

actions or inactions  of one employee directly affects the outcome of the jobs of others), and social 

interactions within and between employees. It then follows that as stability promotes trust, 

recognition, teamwork and effective leadership (Camps and Marques, 2011); closure breeds 

communication, trust and recognition which in trun ensures strong ties amongst employees and 

ease transfer of information and knowledge needed sustainable organisational success (Okpu and 

Obiora, 2015); interdependence facilitates training, teamwork, communication and integrity and 

thus ensures increased employee morale that are capable of leading to sustainable competitive 

advantage (Shehnaz and Ramayah, 2015); and social interactions build trust, ethics, teamwork 

and communication which aid organisational change initiatives, creates mutual understanding of 

critical quality and strategic options (Chidi et al., 2012 and Choudhary and Rathore, 2013). A 

mutually beneficial and positive correlation between organisational social capital and total 

quality management is established, not only in theoretical terms, but also contextually, more 

specifically has this study has established from the understanding and perspectives of HR 

practitioners in Nigeria MEs firms. 

 

Table 6. Drivers of Organisational Social Capital and TQM 
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Recommendations and Further study 

Since there are, perhaps no difference at all, but many similarities between TQM and OSC. 

Understanding and comparing them could identify potential areas of future research as well as 

the development of a management framework that integrates the two concepts. First, both TQM 

and OSC could be viewed as management philosophies and from this perspective, there is an 

unlimited potential for scope and applications. In practical terms however, implementation is 

made difficult by the range of unclear definitions. Therefore, a new well integrated framework 

should be developed to facilitate implementation, especially since there is still no universally 

accepted OSC building framework nor procedure, unlike TQM which has been well established 

with regards to approach, techniques and mechanisms. The traditional approach to TQM 

emphasizes specification-based performance while OSC tends to focus on behavioral and social 

aspects of people in an organisation. However, the ultimate goal of both is customer satisfaction. 

There can be synergy as they share the ultimate goal, but conflict can arise from the different 

primary goals. There is a need therefore for more research into these potential contradictions to 

explore how they can be reconciled. 

When TQM and OSC building initiatives are integrated, both business processes and the 

organizational structure can become somewhat complicated. Therefore, more research needs to 

be conducted into the alignment of business processes and organizational structure if, where and 

when these different but correlated philosophies are align. Other management issues such as the 

role of information systems and technologies to seamlessly infuse OSC building initiatives and 

apparatus into TQM strategic options; the organizational structure and its impact on massaging 

OSC into TQM initiatives; and both the cultural and behavioral issues that can influence the 

application of TQM that includes building OSC for firms.  
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Appendixes 

 

Table 1: Demographic characteristics of the respondents (N=451) 

 

Characteristics Frequency Percentage 
Position in Organisation 
Junior Manager 
Middle Manager 
Senior Manager 
Total 

116 
228 
107 
451 

25.7 
50.6 
23.7 
100 

Numbers of Employees Control 
Less than 10 
10 -20 
21 - 30 
30+ 
Missing 
Total 

68 
151 
159 
72 
1 
451 

15.1 
33.5 
35.3 
16.0 
.2 
100 

Organisation/Industry Specialisation 
Education 
Financial Intermediation 
Health and Social work 
Hotels and Restaurants 
Manufacturing 
Transport, Storage and 
Communication 
Wholesale and Retail trade 
Total 

38 
82 
59 
65 
114 
46 
47 
451 

8.4 
18.2 
13.1 
14.4 
25.3 
10.2 
10.4 
100 

Gender 
Female 
Male 
Missing 
Total 

189 
260 
2 
451 

41.9 
57.6 
.4 
100 

Religion 
Christian 
Muslim 
Traditionalist 
Others 
Missing 
Total 

250 
136 
39 
24 
2 
451 

55.4 
30.2 
8.6 
5.3 
.4 
100 

Marital Status 
Divorced 
Married 
Separated 
Single 
Widowed 
Total 

46 
261 
55 
81 
8 
451 

10.2 
57.9 
12.2 
18.0 
1.8 
100 

Age Group 
20 – 25 
26-30 
31-35 

36 
59 
90 

8.0 
13.1 
20.0 
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36-40 
41-45 
46-50 
50+ 
Total 

111 
102 
45 
8 
451 

24.6 
26.6 
10.0 
1.8 
100 

Number of Years of Practice as HR Manager 
1 - 5yrs 
5 - 10yrs 
10 - 15yrs 
20+ 
Missing 
Total 

108 
198 
110 
32 
3 
451 

23.9 
43.9 
24.4 
7.1 
.87 
100 

Educational Background 
Doctoral Degree 
First Degree 
Masters Level Degree 
Professional Qualification 
Other 
Total 

28 
165 
179 
77 
2 
451 

6.2 
36.6 
39.7 
17.1 
.4 
100 

Source: Authors’ field research findings 

 

 


