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Both employee satisfaction and loyalty play an important role in increasing the business performances of organizations in 
the service industry. However, the influence of TQM practices on employee satisfaction and employee loyalty has not been examined 
in the ICT service supply chain. This study aimed to investigate the impact of five total quality management (TQM) practices 
on employee satisfaction and employee loyalty in Korean ICT customer service and retail distribution organizations. Based on 
an empirical study of 578 respondents in a Korean ICT service company, the study examined the hypothesized relationships 
among TQM practices, employee satisfaction, and employee loyalty. Using structural equations modeling, it is found that TQM 
practices are significantly related to employee satisfaction, whereas the latter in turn influences employee loyalty. The results 
of analysis suggest that the ICT customer service and retail distribution organizations should concentrate on enhancing employee 
satisfaction of their TQM practices and creating a people-satisfied job environment.
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1. Introduction1)

TQM(total quality management) is a management approach 
that contains concerted effort of all employees committed 
to attaining organizational performance and quality endeavors. 
TQM is also an integrated approach focused on synergizing 
all the functional activities across an organization in order 
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to improve quality of products and services as well as enhance 
customer satisfaction [1]. TQM is important because its appli-
cation has a positive effect on an organization and its employ-
ees in terms of increased customer satisfaction, improved em-
ployees’ job satisfaction and work-related attitudes, lowered 
manufacturing costs and higher productivity, enhanced know-
ledge management efforts and better strategic performance [2].

However, managing people part of the organization be-
comes a major challenge in TQM implementation as it in-
cludes values, preferences, and attitudes toward a specific 
activity [1]. Therefore, employees’ dedicated participation 
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and commitment is essential for the success of TQM in an 
organization because employees definitely play an active role 
in the TQM program. The Korean ICT (information commu-
nication technology) service industry has suffered from em-
ployee’s low commitment to organization and high turnover 
rate in spite of the companies’ persistent efforts to implement 
TQM. In particular, as competition strengthens in the tele-
communication industry, the growing numbers of staff tend-
ed to move their jobs to competitors, which required the or-
ganization’s special effort to enhance employee loyalty and 
to reduce their turnover intentions. 

Although some studies inspected the correlation between 
TQM and employee satisfaction in different countries or in-
dustries [3, 4, 5], there is no extant research that identifies 
TQM practices within the context of the Korean industry. 
Therefore, this study aims to examine the benefit of TQM 
practices from the viewpoint of employees who are important 
organizational stakeholders in the ICT service industry. In 
particular, we investigate the perceptions of employees at 
customer service and retail distribution organizations in one 
leading ICT service company which has successfully im-
plemented TQM for more than ten years. 

This study assumes that in Korean ICT service supply 
chain, frontline employees’ loyalty would be influenced by 
the level of their satisfaction, and loyal employees are essen-
tial for a successful TQM implementation. This study con-
sists of four main areas. First, we are interested in identifying 
the antecedents of TQM practices that would positively im-
pact employees’ satisfaction and loyalty. Second, this study 
presents a systematic model to assess employees’ perceptions 
on the effect of TQM practices on employee satisfaction and 
employee loyalty. Third, this study analyses the relationship 
among TQM practices, employee satisfaction and employee 
loyalty. Last, the discussion and implications of the research 
findings are summarized with a discussion on research con-
tribution, limitations, and the direction of future study.

2. Theoretical Model and Hypotheses

The case-company should effectively compete with more 
competitive companies by improving quality and productivity 
rather than capitalizing on low labor costs. The company 
has suffered from customer service failures in the areas of 
the mobile and IPTV products, employee’s low commitment 
to organization and high turnover rate in spite of its persis-
tent efforts to implement TQM. In particular, as competition 

strengthens in the telecommunication industry, the growing 
numbers of staff tended to move their jobs to competitors. 
Therefore, since the early 2000, the company has adopted 
deployed TQM initiative in order to enhance the effectiveness 
of management, to improve employee’s mindset of quality 
and to improve customer service. More attention has been 
given to the role of HR (human resources) and TQM practices 
to enhance employees’ satisfaction and loyalty, and to reduce 
their turnover intentions. Therefore, this study aims to inves-
tigate the relationships among TQM practices, employee loy-
alty and employee satisfaction among employees in Korean 
ICT service supply chain, especially in the customer service 
and retail distribution organizations. The conceptual model 
of this research is presented in <Figure 1>. 

2.1 Relationship between Employee Satisfaction 
and Employee Loyalty

People are one of company’s most significant assets be-
cause individuals make up an organization, especially in the 
customer service and retail distribution sectors. Studies found 
that US firms experienced a high failure rate of approx-
imately 50~75% due to the negligence of human factors, 
where training and development is not provided to the work-
ers before the introduction of advanced manufacturing tech-
nologies [6]. Employee satisfaction is very important element 
because people spend a third of their lives on working in 
the organization. Therefore, employees who are not satisfied 
tend to show a lower level commitment to their companies 
and are most likely to leave the organization [7].

<Figure 1> Conceptual Model of the Study

A major problem which Korea’s ICT service industry is 
facing is high levels of job dissatisfaction and lower employee 
loyalty of the workforce incurred due to the massive manpower 
layoff. It is known that more and more employees are looking 
for better job opportunities in the industry. This job insecurity 
leads to employee dissatisfaction, absenteeism, and turnover. 



Gee-Hyun Hwang190

According to service profit chain theory [8], employee dissat-
isfaction further results in lower service quality and employee 
loyalty, leading to higher customer dissatisfaction. The appro-
priate implementation of HR-focused TQM may therefore con-
tribute to enhancing employee satisfaction and loyalty.

In general, employee satisfaction is the gratification or ple-
asurable emotional state resulting from the valuation of their 
job[9]. Employee satisfaction is defined as the psychological, 
emotional, and evaluative response an individual has towards 
his or her jobs [10]. Therefore, employee satisfaction includes 
a multidimensional construct that captures employees’ feelings 
towards and satisfaction with a spectrum of job elements that 
are directly and not directly related to the job content [11]. 
So, it is quite important to properly understand employee 
satisfaction and their numerous factors or attitudinal variable.  

Employee loyalty refers to an individual’s subjective feeling 
of attachment regarding the behavior of the employees to an 
organization [12]. Employees who are strongly committed are 
those who are least likely to leave the organization [12]. One 
of the most critical problems faced by the management in 
Korean ICT service industry is the issue of high employee 
loyalty. Due to high competitiveness among different compa-
nies, resignation of important people affects the efficiency and 
the morale of those who remain in the company. This finally 
causes the company to lose their ability to offer top-quality 
products and services to its customers [5]. On the other hand, 
employee’s high loyalty leads to the increased customer loy-
alty, finally resulting in the improved business performance. 
Therefore, increasing employee satisfaction through TQM ef-
forts can also contribute to strengthening weak links in the 
service-profit chain [8], resulting in improved the service qual-
ity, employees’ learning capability, productivity, loyalty and 
profitability in the service organizations. In order to improve 
firm competitiveness, it is essential to keep employees moti-
vated and satisfied, confirming employees’ loyalty towards a 
firm [7]. Some studies also show that employee satisfaction 
positively affects employee loyalty to their organization [3, 4, 
5]. Therefore, this study formally hypothesize :   

H1 : Employee satisfaction is positively associated with em-
ployee loyalty.

2.2 Relationship between TQM Practices and 

Employee Satisfaction

The perceived advantages of the implementation of TQM 
are creating improved quality and efficiency, increasing cus-

tomer satisfaction, finally enhancing organizational competi-
tiveness. However, TQM implementation may entail a change 
representing the movement away from a present state toward 
a future state [13]. TQM brings about total change in an 
organization, which may include new quality practices, new 
organizational structures, new operations procedures, and 
new methods of appraising performance [14]. Such a change 
may influence employees attitudes to some significant threat 
or opportunity arising inside or outside of the organization.

For example, some problems or resistances occurred dur-
ing the implementation of cellular manufacturing and just- 
in-time because of a lack of change in employees’ thinking 
[15]. Employees showed resistance to TQM activities be-
cause they feel such activities as outside the boundaries of 
their jobs. Therefore, a successful implementation of TQM 
needs employees’ dedicated participation and commitment in 
extra-working activities to perform the additional responsibi-
lities, tasks and demand [15]. So, people management should 
be positioned as a major task in the successful TQM im-
plementation of the organization as it involves values, prefe-
rences, and attitudes toward a specific activity.   

These TQM practices consist of two groups such as core/ 
mechanistic/hard practices and infrastructure/organic/soft prac-
tices [3, 16]. The former elements include product design pro-
cess, process management, strategic planning, information 
and analysis, statistical control and feedback, while the latter 
elements are dimensions of human resources management 
(HRM) such as leadership, customer relationship, people mana-
gement, supplier relationship, communication, training, work 
attitudes and so on. Some researchers defines the infrastruc-
ture/organic/soft practices of TQM as HR-focused TQM prac-
tices because most of them comprise dimensions of HRM [3]. 

Since employee satisfaction is the key outcome of this 
study, the scope of TQM elements is focused on HR-focused 
TQM practices. TQM practices and policies have been sug-
gested as influencing factors that increase employee sat-
isfaction  [3, 4, 5]. When employees realize in the organiza-
tion’s concern about their welfare and recognizes their con-
tributions, they believe that the organization will provide a 
variety of symbolic and tangible rewards in exchange for 
their efforts and commitment [17]. According to this social 
exchange theory, HR-focused TQM practices were suggested 
as a practical approach to improve employee satisfaction, and 
substantial positive association between TQM practices and 
employee satisfaction was found.

A synergy between TQM and HRM practices contributed 
to improving the satisfaction and quality awareness of em-
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<Table 1> Measurement Constructs and Items

Constructs Items References

Employee loyalty 3  [3]
Employee satisfaction 5  [3, 7]
Employee empowerment 3  [3, 21, 22]
Training and development 3  [3, 21]
Teamwork 4  [7, 21, 22]
Performance Management 3  [3, 21, 22]
Management leadership 5  [19, 23]

ployees on high-tech firms. It is suggested that HRM practi-
ces such as training and education, incentive compensation, 
and employee development are dominant in generating the 
positive outcome [18]. It is also found that soft TQM practi-
ces such as organizational trust, customer focus, organiza-
tional culture and teamwork have a positive impact on em-
ployee’s job satisfaction [2]. It is proposed that people-related 
aspects of TQM practices (top management commitment, em-
powerment, training, involvement and teamwork) were pos-
itively associated with employees’ job satisfaction [19]. 

Top management leadership is an important factor in TQM 
implementation [1]. A supportive management environment 
builds organizational commitment and job satisfaction, re-
duces turnover intentions and enhances employee perform-
ance [20]. Employee training offers challenges and oppor-
tunities in which employees can expand their knowledge and 
skills for more efficient teamwork and achieve individual 
growth and development [5]. Employees who received self- 
regulatory training show higher job satisfaction than those 
without such training [4]. Customer service and retail training 
directly affects employee job satisfaction due to its role in 
developing skills to handle service failures effectively [7]. 
Management must therefore create the opportunity for em-
ployee’s training. Teamwork in TQM often refers to quality 
circles, quality improvement teams, and cross-functional 
teams, which requires employees to confront problems and 
resolve conflicts within themselves [3]. When teams develop 
the proper knowledge through training, they are able to solve 
conflicts better and enhance productively through problem 
solving [19]. According to some studies, teamwork had a 
strongly positive effect on job satisfaction [2], whereas em-
ployee training had a negative impact on job satisfaction [4].

On the other hand, performance management systems are 
found to have the significant effects on employee satisfaction 
[4]. These systems are often divided into financial and 
non-financial rewards for individuals and teams who contrib-
ute to TQM efforts. Employee empowerment means the em-
ployees’ degree of discretion to make daily decisions about 
activities associated with their work, aiming to create en-
hanced individual and organizational performance [3]. En-
couraged autonomy in the workplace enhances self-efficacy 
of employees and their motivation to do certain tasks better, 
finally increasing job satisfaction [5]. So, effective teamwork 
can motivate employees and improve employee performance 
and self-efficacy [3]. In final, this study concludes that syn-
ergy and congruence among HRM and TQM practices are 
critical to the successful implementation of TQM.

Based on in-depth literature review, it is assumed that 
TQM practices would have a greater impact on employee 
satisfaction. This current study also included five TQM prac-
tices, which have been found to have significant impact on 
enhancing employee satisfaction among employees and in-
creasing employee loyalty. Such TQM practices include 
management leadership, training and development, employee 
empowerment, teamwork, and performance management. 
Therefore, the following hypothesis is proposed :

H2 : Training and development is positively associated with 
employee satisfaction. 

H3 : Employee empowerment is positively associated with 
employee satisfaction.

H4 : Teamwork is positively associated with employee satis-
faction.

H5 : Management leadership is positively associated with 
employee satisfaction 

H6 : Performance management is positively associated with 
employee satisfaction.

2.3 Measurement of Constructs

This paper used survey items that have been tested in pre-
vious literature. All of the variables were measured as latent, 
reflective constructs that are captured indirectly with direct 
measurement variables (see <Table 1>). Each item in this 
model was measured using a seven-point Likert scale, anch-
ored at 1 = strongly disagree, 4 = Neutral, 7 = strongly agree. 
This paper aimed to investigate that TQM practices have some 
association with employee satisfaction. Employee loyalty was 
developed by [3]. Employee satisfaction was developed by  
[3, 7]. Five types of TQM practices were suggested  [3, 19, 
21, 22, 23, 24] : (1) performance management; (2) employee 
empowerment; (3) teamwork; (4) management leadership; and 
(5) training and development. The details of survey items and 
related literatures are described in <Table 1> and Appendix.
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<Table 2> Measurement Constructs and Items 

Constructs
Measurement

Items
Factor

Loading
Reliability 

(Cronbach’ ɑ)
Composite
Reliability

AVE

Training and development
TD_1 0.822

0.881 0.835 0.628TD_2 0.787
TD_3 0.729

Employee empowerment
EE_1 0.543

0.762 0.801 0.573EE_2 0.787
EE_3 0.527

Teamwork

TW_1 0.746

0.874 0.872 0.604
TW_2 0.760
TW_3 0.624
TW_4 0.752

Management leadership

ML_1 0.793

0.932 0.931 0.728
ML_2 0.791
ML_3 0.808
ML_4 0.844
ML_5 0.797

Performance management
PM_1 0.522

0.807 0.799 0.668PM_2 0.781
PM_3 0.720

Employee satisfaction 

ES_1 0.654

0.915 0.903 0.651
ES_2 0.788
ES_3 0.730
ES_4 0.731
ES_5 0.730

Employee loyalty
EL_1 0.696

0.798 0.835 0.635EL_2 0.674
EL_3 0.698

3. Data Collection and Analysis

3.1 Data Collection  

A survey questionnaire was mailed to 825 employees in 
the ICT customer service and retail organizations as the tar-
get group for the analysis. In this survey, anonymity and 
confidentiality of the respondents were guaranteed. The sur-
vey was also supported by a coordinator from the human 
resource management department within the organization. 
Within three weeks, a total of 578 fully completed and usable 
questionnaires were returned, yielding a 70% return rate. 
From the analysis, we can see that there are more men than 
women in the sample (men 88.2%, women 17.7%). In re-
gards to age, the distribution is as the following: less than 
29 years (1.8%), 30~34 years (8.9%), 35~39 years (21.5%), 
40~44 (23.3%), 45~49 (33.6%), 50 years or older (10.9%). 
For work experience, the distribution represents less than 5 
years (2.7%), 6~10 years (9.1%), 11~15 years (27.7%), 
16~20 years (25.1%), and more than 21 years (35.4%). 

About 60% of respondents had more than 16 years of work 
experience. 

3.2 Reliability and Construct Validity

Structural equation modelling (SEM) was used for the 
causal relationships data analyses between the constructs. 
SEM analysis was selected over regression analysis, because 
SEM can analyze all of the paths in one analysis [25]. This 
study used Amos 18 to analyze the theoretical research model 
and our own research hypotheses in <Figure 1>.

This study performed reliability and validity analyses to 
examine if the questionnaire items matched our intent. The 
items were also tested for scale reliability. The Cronbach’s 
alpha scores all exceeded 0.7, suggesting high internal con-
sistency. Convergent validity was first assessed by reviewing 
the t-test for factor loading and was then assessed by examin-
ing the composite reliability and average variance extracted 
(AVE). Discriminant validity was assessed by examining the 
composite reliability and AVE (see <Table 2>).
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<Table 3> Discriminant Validity

TD EE TW ML PM ES EL

TD 0.792
EE 0.549 0.757
TW 0.594 0.647 0.777
ML 0.516 0.555 0.564 0.853
PM 0.612 0.597 0.654 0.567 0.817
ES 0.577 0.680 0.644 0.590 0.632 0.807
EL 0.562 0.582 0.563 0.538 0.582 0.644 0.797

Note : ET (employee training and development), EE (employee empowerment), TW (teamwork), ML (management leadership), 
EW (performance management), and ES (employee satisfaction).

As can be seen from the factor loading scores in <Table 
1>, all scores are above 0.5, indicating that the measurement 
items do a good job in explaining the constructs. The compo-
site reliability and AVE measures exceed the threshold of 
0.7 and 0.5, respectively, and therefore it can be concluded 
that the convergent validity of the measurement model is 
reasonable. 

The discriminant validity of the measurement instrument 
was proved by testing the correlations among the questions. 
With discriminant validity, a measure should correlate with 
all measures of the same construct greater than it does with 
any measures of other constructs. For satisfactory discrim-
inant validity, the average variance extracted (AVE) from 
the construct should be higher than the variance shared be-
tween the construct and other constructs in the model. <Table 
3> shows the correlation matrix with correlations among the 
constructs and the square root of AVE on the diagonal. As 
shown in <Table 3>, the analysis of the discriminant validity 
was acceptable.

3.3 Overall Fit of the Model 

A number of goodness-of-fit measures can be used to ex-
amine the overall fit of the hypothesized model. Goodness- 
of-fit criteria measure the degree to which the actual or ob-
served covariance input matrix matches with that predicted 
from the suggested model [26]. Some commonly used meas-
ures of absolute fit contain goodness-of-fit index (GFI) and 
root-mean-square error of approximation (RMSEA). GFI 
represents a non-statistical measure which is between 0 (poor 
fit) and 1 (perfect fit). The larger the value of GFI indicator, 
the better the match. Good fitting is specified by a value 
above 0.90 [26]. Therefore, this indicator is acceptable in 
the model of this study (GFI = 0.903), its value is just below 
the threshold and it is suggested that it would increase with 

an increase in the number of respondents. Other indicators 
of correspondence of the model are shown in <Table 4>.

<Table 4> Goodness of Fit Criteria 

Indicators Obtained values Prescribed values

X2/d.f. 789.225/283 = 2.789 < 3.0
RMSEA 0.056 < 0.08-0.1

GFI 0.903 > 0.9
AGFI 0.880 > 0.9
NFI 0.93 > 0.9
CFI 0.953 > 0.9
IFI 0.954 > 0.9
RFI 0.919 > 0.9

Notes : AGFI, adjusted goodness of fit index; NFI, normed fit index; 
CFI, comparative fit index; IFI, incremental fit index; 
RFI, relative fit index.

3.4 Path Coefficients and Predictive Ability

The results of the analysis of the causality in the structural 
equation model are shown in <Figure 2>. The assessment 
of the structural model involves estimating the path co-
efficients and the R2 value. The path coefficients indicate 
the strengths of the relationships between the independent 
and dependent variables, whereas the R2 value is a measure 
of the predictive power of a model for the dependent vari-
ables. The interpretation of the analysis results is based on 
the R2 values of the dependent variable, which is explained 
by the independent variables, as well as through the path 
coefficient’s size, sign, and statistical significance. 

<Table 5> and <Figure 2> show the path coefficients, their 
significance level and the R2 values of the endogenous 
variables. The analysis results show that only two hypotheses 
have a non-significant effect and other hypotheses are sup-
ported. Employee empowerment (b = 0.524, p < 0.01), man-
agement leadership (b = 0.126, p < 0.01) and performance 
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<Table 5> Summary of the Hypothesis Test Results

Hypotheses Path Estimate SE Critical Ratio. p-Value Remarks

H1 ES → EL 0.749 0.053 15.715 0.000** Adopted
H2 TD → ES 0.070 0.034 1.435 0.151 Rejected
H3 EE → ES 0.524 0.084 6.034 0.000** Adopted
H4 TW → ES 0.057 0.055 0.858 0.391 Rejected
H5 ML → ES 0.126 0.039 2.836 0.005** Adopted
H6 PM → ES 0.170 0.057 2.594 0.009** Adopted

Notes : TD (training and development), EE (employee empowerment), TW (teamwork), ML (management leadership), PM (performance management),
ES (employee satisfaction) and EL (employee loyalty). 

**Significant at p < 0.01 level.  

              **significant at the 0.01 level.

<Figure 2> Structure Model and Results of Partial-Least-Squares Analysis

management (b = 0.170, p < 0.01) increase employee 
satisfaction. H3, H5 and H6, which argue that employee em-
powerment, management leadership and employee compen-
sation positively affects employee satisfaction, were accepted 
at a 99% confidence level and the path coefficients were 
0.524, 0.126 and 0.170, respectively. However, employee 
training (b = 0. 070, p < 0.05) and teamwork (b = 0.057, 
p < 0.01) in this study do not show a significant effect on 
employee satisfaction which deserve our attention. H2 and 
H4 were not statistically significant and therefore were 
rejected. The R2 value of the endogenous construct is 0.725 
(employee satisfaction). H1 which insists that employee sat-
isfaction positively affects employee loyalty, were accepted 
at a 99% confidence level and the path coefficients were 
0.749. In addition, the model explained 56% employee loyalty. 
Therefore, it can be concluded that the hypothesized model 
is partially supported by the data. 

This shows that TQM practices such as performance man-
agement, employee empowerment, and management leader-

ship positively affect employee satisfaction in the ICT serv-
ice environment that requires employee loyalty and business 
effectiveness. Second, H2 and H4 were rejected, suggesting 
that either teamwork or employee training does not directly 
affect employee satisfaction. In particular, it should be noted 
that teamwork does not have a direct effect on employee 
satisfaction in spite of the fact that it is one of key factors 
to TQM success. This result would be possible because em-
ployees in the customer service and retail distribution organ-
izations tend both to carry out their work and to be evaluated 
on individual base rather than team unit, which represents 
the characteristics of their job. The customer service organ-
izations are in charge of sorting out some complaints made 
by the subscribers, whereas the retail distribution ones are 
selling the telecommunications devices or services to the cus-
tomers who are visiting to the retail shops. Only when TQM 
practices are performed to seek and explore performance 
management, employee empowerment and management lea-
dership employee satisfaction be directly affected. 
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4. Conclusion and Future Study

4.1 Theoretical and Practical Implications

The aim of this study is to test (1) the influence of TQM 
practices on employee satisfaction and employee loyalty, (2) 
the relationship between each factor of TQM practices and 
employee satisfaction, and (3) which TQM practices affect 
employee satisfaction and employee loyalty more than the 
others. TQM practices appeared as a significant predictor of 
employee satisfaction or employee loyalty.

The three TQM practices except training and development, 
and teamwork had a significant effect on employee satis-
faction. The study also suggested that employees’ belief that 
an organization intends to support them through its TQM 
practices (employee empowerment, performance management, 
and management leadership) can make them more satisfied 
with the organization. 

This study contributes to extending Korean TQM and re-
tailing literature, because the existing TQM practices have 
been developed from surveys of firms in the Western ad-
vanced countries and its applicability and generality could 
be restricted to such countries. On the other hand, any study 
has not tested the effect of on employee satisfaction and loy-
alty in Korea, especially either in the Korean ICT service 
supply chain or its customer service and retail distribution 
organizations. This study proved that three individual TQM 
practices such as employee empowerment, performance man-
agement, and management leadership also affects employee 
satisfaction. This means that ICT customer service and retail 
distribution organizations can improve employee satisfaction 
and then employee loyalty by implementing TQM practices. 
This study therefore provides other practical implication that 
the top managers in the ICT service supply chain enable to 
increase employee loyalty through enhanced employee satis-
faction. In addition, the detailed analysis shows that employ-
ee empowerment has the most significant effect on employee 
satisfaction. This suggests that the company give employee 
enough empowerment in order to promote individual’s par-
ticipation in goal setting and in making decisions. 

This study also provides TQM and retail researchers with 
valuable data for future research. It supports that TQM prac-
tices make employees more satisfied and employees’ in-
creased satisfaction level actually improve employee loyalty. 
Therefore, academicians and practitioners enable workforces 
to make more satisfied by testing sets of different TQM 

practices that contribute to increasing employee satisfaction 
and employee loyalty. This is consistent with the concept 
of social exchange theory [17], meaning that if management 
supports TQM program or system rather than TQM practi-
ces, then employees are likely to perceive a high degree 
of employee satisfaction and support from the organization 
[27]. On the other hand, this study emphasizes that employee 
satisfaction has an effect on business performance through 
a satisfaction-quality-profit cycle [28]. It should be noted 
that employee satisfaction contributes to employee loyalty, 
which results in the profits of a service firm through a cyclic 
effect. 

4.2 Conclusion and discussion

This study suggests that Korean ICT service organizations 
may enhance employee satisfaction and loyalty through the 
implementation of HR-focused TQM practices. The findings 
show that three hypotheses except for training and develop-
ment, and teamwork are strongly supported. Therefore, the 
result indicates that employee empowerment, performance 
management, and management leadership are significantly 
positive predictors of employee satisfaction within the Korean 
ICT customer service and retail organizations. 

The research also proves that employee loyalty can be en-
hanced by improving employee satisfaction. Therefore, acad-
emicians and practitioners should give careful consideration 
to the ICT service context when testing the correlation among 
employee empowerment, performance management, manage-
ment leadership and employee satisfaction. This study high-
lights the issue of employee satisfaction and loyalty in cus-
tomer service and retail organizations. This suggests that the 
managers make an effort to have employees satisfied with 
TQM practices in their organizations. 

4.3 Limitations and Future Research

Despite the fact that the current research contributed to 
the TQM and retailing study in the ICT service industry, 
some limitations exist. First, because the data was collected 
only from only one leading ICT service company in Korea, 
future studies are necessary in different organizations and 
different countries. Second, this study is required to test the 
mediating effect of employee satisfaction on the relationship 
between TQM practices and employee loyalty, and to inves-
tigate which TQM practices are more important factors in 
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this process. Third, some studies suggested that service qual-
ity and customer satisfaction could be easily damaged by 
human issues, dropping final business performance [28]. The 
influence of employee satisfaction on service quality and 
profitability might be particularly essential for customer 
service and retail organizations. Therefore, another study is 
required to investigate the relationships among employee 
satisfaction, employee loyalty, service quality and customer 
satisfaction in TQM practices. In final, this research used 
a cross-sectional survey method, which is restricted in identi-
fying the longitudinal evidence of how TQM practices 
evolve in organizations. If one can inspect the variations in 
employee satisfaction and loyalty at diverse periods of TQM 
implementation, this would be more useful in finding the 
specific association between TQM practices, employee sat-
isfaction and loyalty.
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<Appendix>

Employee loyalty 
EL1 I plan to make this company my own career 
EL2 I feel a lot of loyalty to this organization 
EL3 I care about the fate of this company 

Employee satisfaction 
ES1 I feel personal satisfaction when I do my job well 
ES2 I talk up our company to my friends as a great organization to work for.
ES3 This is the best organization for me to work for 
ES4 My job is very pleasant 
ES5 I find real enjoyment in my work 

Employee empow erment 
EE1 I am provided with substantial autonomy and responsibility 
EE2 Perceived extent of individual influence over immediate work process, managerial, and institutional level decisions 
EE3 I am encouraged to develop new ways to provide better products and services 

Training and development 
ET1 I have received sufficient training at this firm to do my job effectively 
ET2 I am trained in quality improvement skills 
ET3 My organization provides me with the opportunity to achieve my career goals 

Teamw ork
TW1 Teams are used extensively at this firm 
TW2 Product and service quality teams are formed for the long run 
TW3 I think that my teams are effective in producing quality goods and services 
TW4 When an employee does good quality work. his colleagues regularly show him their appreciation 

Performance Management
PM1 I am rewarded (or recognized) fairly for the amount of effort that I put in 
PM2 Performance appraisals are based on objective and quantifiable results 
PM3 Part of my job performance evaluation is based on how well I work with teams

Management Leadership
ML1 Top management is more supportive of suggestions to improve the way things are done around here
ML2 The goal-setting process for quality within the company is comprehensive 
ML3 Quality issues are reviewed in the company’s top management meetings 
ML4 People are encouraged more to say how things could be done better
ML5 Top-level managers have objectives for quality performance 


