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ABSTRACT
Supply chain quality management and knowledge management (KM) has become key strategic tool for all
companies, especially in the current competitive environment. Reviewing the literature, we found many studies
that analyze the crucial role played by KM initiatives as determinants of the success of Supply chain quality
management. Moreover, we found also diverse studies that show high rates of failure when implementing that
strategy, so there is still no integrated conceptual framework to guide companies to their successful
implementation. The main contribution is that having knowledge management capabilities is not sufficient for the
success of Supply chain quality management, but there are other factors to consider. In this paper, with data of
135 at the Iran khodro representative of Kermanshah province, we examine the relationships between KM and
Supply chain quality management success using a structural equation model. The data showed that Quality
Management (QM) practices are significantly correlated with the supplier participation strategy and this
influences tangible business results, and customer satisfaction levels. The data also showed that QM practices are
significantly correlated with the supplier selection strategy. The empirical results presented could be used to
improve the management of supply chain networks in the economies studied.
Keywords: Knowledge management, Supply chain quality management; Organizational performance;
Structural equation model
implementation (Beijerse, 1999; Call, 2005). In this
environment, company relations with the market are
critical, and have completely changed the marketing
strategies of firms to other more relational approach
(Grönroos, 1994), supply chain quality management
as an area of application and research. Supply chain
management is a holistic and a strategic approach to
demand, operations, procurement, and logistics
process management (Kuei et al., 2002). Crosscountry activities are normal and to be expected.
These activities are often influenced by a supply
chain’s social and technical components.
Traditionally, the focus of supply chains was on
specific functionalities such as purchasing,
manufacturing, and shipping to support logistics
operations. The competitive environment of the 21th
century requires the delivery of cost, efficiency,
high service levels, rapid response, and high quality

1. INTRODUCTION
Currently, knowledge society or knowledge-based
economy is characterized by factors such as
increased competitiveness, technological innovation
and the global nature of markets (Castells, 1998). In
this society, companies should pay attention
preferred to knowledge when conducting its
business as it becomes a key factor on which to
build a competitive advantage (Beijerse, 1999;
Salmador & Bueno, 2007). Moreover, in recent
years, knowledge is being considered as a critical
organizational resource and there is growing interest
in this concept (Alavi & Leidner, 2001; Drucker,
1993). That is why KM is becoming a research
priority by the academic community (Salmador &
Bueno, 2007), and one of the areas that companies
are allocating a greater share of spending for its
12
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of products and services. The effective management
of technology and quality is the key to increased
quality and enhanced competitive position in
today’s global environment. Kuei et al. (2002)
suggest that supply chain quality man agreement
should be distinguished from supply chain
technology management. The former deals with the
social components of the supply chain while the
latter addresses concerns of technical systems in
managing supply chains. Of interest in this study is
the influence of competitive factors in supply chain
quality management. Supply chain quality is a key
component in achieving competitive advantage.
Kuei and Madu (2001) defined supply chain Quality
management (SCQM) with three simple equations
where each equation represents the letters that make
up SCQM. The definition is as follows:

repositories is very important in operational and
strategic business activities aiming at retaining
competitive advantage (Stefanou et al., 2003). In
this sense, Swan, Newell, and Robertson (2000)
found issues of people management, rather than IT
development, pose central KM constraints. They
assert there has been an over-emphasis on IT
management in KM literature and that KM requires
a skillful blend of people, business processes and IT.
To sum up, the relationship of the discipline of
supply chain quality management with technological
capabilities and KM is being recognized as an
important research field at present that warrants
further research (Dous et al., 2005; Romano &
Fjermestad, 2003). Moreover, several authors
believe that while previously the majority of supply
chain quality management research focused on
technological aspects, the critical role of KM is
beginning to be recognized in research (Lambe,
2008; Shi & Yip, 2007). Consequently, we can say
that the relationship between supply chain quality
management and KM is an important issue in
Management research (Campbell, 2003; Shi & Yip,
2007; Stefanou et al., 2003). Such is the synergy
potential of both concepts that have emerged
theoretical models from the integration of both
concepts: the models of customer KM (supply chain
quality management models) (Gebert et al., 2003;
Morgan, 2007; Tiwana, 2001).

* SC=a production–distribution network;
* Q=meeting market demands correctly, and
achieving customer satisfaction rapidly and
profitably; and
* M=enabling conditions and enhancing trust for
Supply chain quality.
Additionally, as Zablah et al. (2004), we see KM as
the main sub process of supply chain quality
management
because, to manage supply chain
quality management effectively, companies must
develop capabilities related to customer KM
processes. Since these capacities are difficult to
imitate, they can become a source of competitive
advantage (Shi & Yip, 2007). From a resourcebased perspective (Penrose, 1959; Wernerfelt,
1984), customer knowledge will be a valuable and
rare asset for businesses, which will allow them to
respond quickly to customer needs and adapt to
changing markets (Shi & Yip, 2007). Whereas the
search for competitive advantage becomes the key
factor of current strategic management, we should
note that to collect information about customers in
the context of a relationship, and offer those
customers a superior value proposition based on this
knowledge, will be a key advantage, hard to imitate.
At this point, it is interesting to note, that, unlike
data or information, knowledge is embedded in
people and not in IT (Davenport & Prusak, 1998).
The way people capture, share and interpret
knowledge
accumulated
in
organizational

The conceptual model—research hypotheses
KM capabilities
management

and

supply

chain

quality

KM capability is the ability of an organization to
capture, manage and deliver real time authenticated
customer, products and services information to
improve customer response and provide faster
decision-making based on reliable information
(Alavi & Leidner, 2001). Consequently, supply
chain quality management and KM initiatives are
directed towards the same goal: the delivery of
continuous improvement towards customers (Dous
et al., 2005). Furthermore, the creation and
transmission of knowledge is seen as strategically
significant as one of the fundamental processes that
determine the ability of organizational learning and
innovation (Salmador & Bueno, 2007). Because of
this, KM will exercise a decisive role when
implementing supply chain quality management, as
13
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it involves a change in the organizational vision and
therefore a great deal of learning and innovation
within the organization. Additionally, previously
published empirical studies on the subject
highlighted KM capabilities as the variable that has
a more significant impact on CRM success (Croteau
& Li, 2003; Love, Edwards, Standing, & Irani,
2009; Sin et al., 2005). Consequently, we propose
the following hypothesis:

H2. Organizational variables are positively linked to
supply chain quality management.
The conceptual framework presented as in Fig. 1 is
drawn from the SEM approach. In our conceptual
model, each unobserved (latent) variable comprises
a number of constructs

H1. KM capabilities are positively linked to supply
chain quality management
Organizational variables and supply chain quality
management
These variables are aspects to do with human
resource management, the organizational structure,
and resource allocation. Considering that
implementing supply chain quality management
requires changes both in the way a firm is organized
and in its business processes, any model needs to
include a variable measuring the importance and
effect of these organizational factors on supply
chain quality management. In fact, in order to
implement supply chain quality management, firms
need to redesign their organization and orient their
value chain to the demand (Kotorov, 2002). Thus,
the strategy, the organizational structure and the
business processes all need to be transformed to
implement supply chain quality management, since
success in the initiative will depend on creating the
right synergy between technological systems,
processes and people (Xu & Walton, 2005). On the
other hand, the human factor is critically important,
since even with the best defined processes and the
most advanced technology the relation between
people still has a determinant role in the
implementation of any business strategy (Mendoza,
Marius, Pérez, & Grimán, 2007). This is why factors
such as employee training and motivation and the
establishment of appropriate reward systems will be
determinant in employees’ involvement in
implementing this type of strategy. Moreover, the
organizational culture will play a key role also in
KM: the vision of the organization, rules, structure
and reward system are direct determinants of the
transmission of knowledge within the company
(Racherla & Hu, 2006), and therefore have a direct
effect on the successful implementation of an
initiative of this type.
14
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For example, QM practice is represented by the following eight constructs: top management leadership, training,
product/service design, supplier quality management, quality data reporting, employee relations, customer
relations and benchmarking learning. Each construct include a set of measurement items (see Table 1).
Table 1
Table 1
Multivariate scales of supply chain quality management
Variables

Constructs

Description

No. of items

Code used

QM practices

Top mgt. leadership

Top management provides the
necessary leadership in enabling
conditions for TQ
Job-related skills and TQC concepts
are emphasized
Consider the design side of the
product cycle. Emphasis is on
customers’ needs and wants
price. Use joint problem solving
approach
Process improvement methods are
used to ensure stable and capable
processes
Empower employees.
and efforts of all
employees
Best-in-class customer satisfaction
is emphasized

6

V1

5

V2

5

V3

6

V5

4

V7

4

V8

Supplier
participation—product
design
Supplier
participation—Kaizen
projects/workshops

Suppliers communicate and work
with the enterprise on new product
designs
Suppliers communicate and work
with the enterprise on continuous
improvement projects and/or
workshops

1

V10

1

V11

Quality-oriented
supplier selection

Suppliers are selected based on
their capacityto meet the needs of
the enterprise
Suppliers are selected based on the
cost components

3

V12

1

V13

Component items include employee
satisfaction and customer satisfaction
Component items include
productivity, proﬁtability, sales growth,
and market share

2

Y1

4

Y2

Training
Product/service design

Process management

Employee relations

Customer relations

Supplier
participation

Supplier
selection

Cost-oriented supplier
selection
Satisfaction level

Organizational
performance

Business results

16
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Supply participation strategy includes product design collaboration and joint kaizen projects/workshops (Wong et
al., 1999; Tan, 2001; Kuei et al., 2002). Supplier selection strategy includes of quality and cost considerations
(Tracyand Vonderembse, 1998; Kuei and Madu, 2001). Organizational performances are grouped into two
categories: intangible and tangible business results (Kuei et al., 1997; Samson and Terziovski, 1999; Kuei and
Madu, 2001). For the purpose of this study, QM practices, supplier participation, and supplier selection are
considered as latent-independent variables, while organizational performance is used as latent dependent variables.
From this conceptual model, a number of hypotheses can be developed. Flynn et al. (1994) suggested that supplier
participation is an integral part of QM. Curkovic et al. (2000) reported that supplier participation is one of the key
quality related action programs. Kuei and Madu (2001) also reported that supplier participation is an imperative part
of SCQM. Thus, Saraph et al. (1989) contended that suppliers should be selected based on their practices in the area
of quality. Kuei et al. (2001) reported that supplier selection is one of the critical success factors in managing supply
chain quality. Therefore,
H3: QM practices and supplier selection are significantly correlated.
Tan et al. (1998) showed that supplier evaluation practices relates to the performances of firms. Kuei et al. (2001,
2002) also reported that supplier selection separates ‘‘good performing’’ firms from ‘‘not-so-good performing’’
organizations.
As a result,
H4: The level of supplier selection practice positively influences the degree of organizational performance.
Tan et al. (1998) showed a relationship between firms’ operational quality approaches and their performance. Their
empirical results show that QM practices and supply chain management practices must be implemented to realize
superior financial and business results. Kuei and Madu (1995) used step-wise discriminant analysis to identify QM
practices that separate ‘‘good performing’’ organizations from ‘‘not-so good performing’’ units. Madu et al. (1995)
found a relationship between the quality dimensions and organizational performances through the use of empirical
studies. Tracey and Vonderembse (1998) postulated a similar relationship between QM practices and organizational
performances. Thus,
H5: The degree of QM practice positively influences the degree of organizational performance.
Vonderembse and Tracey (1999), and Tracey and Tan (2001) argued that supplier-related practice includes of two
important constructs: supplier selection criteria and supplier involvement. Together, they can improve firms’
performance level. Therefore,
H6: Supplier participation and supplier selection are significantly correlated.
A multivariate statistical technique, namely, the SEM was then used to empirically test the proposed hypotheses.
Empirical evaluation
We designed a questionnaire that was pointed at the Iran khodro representative of Kermanshah province. After the
data collection, and using investigative and confirmatory factor analyses, we confirm and purified the measurement
scale of the suggested model. Finally, we used the structural equation methodology to test the suggested CRM
implementation prosperity model empirically. The target population for the study consists of 456 managers and
supervisor located in Kermanshah province. One hundred and thirty five potential respondents were randomly
selected from http:// www.tradtrade.com, which provided a comprehensive list of supply chain firms. Telephone
calls were made to confirm their SCQM status. One hundred and thirty five replies were received, which constituted
a response rate of 38 %. The respondents were managers and supervisors of the firms. About 80% of respondents
were holding a managerial position; with 19.3% being top-level managers. Thus, the effective response rate was
17%. Participating firms were further contacted by telephone to confirm their engagements in the areas of quality

17

April. 2015. Vol. 5, No. 02

ISSN 2307-227X

International Journal of Research In Social Sciences
© 2013-2015 IJRSS & K.A.J. All rights reserved
www.ijsk.org/ijrss

and supply chains. Kuei et al.’s (2002) instrument was used to measure constructs for all latent variables, namely,
QM practices, supplier participation, supplier selection, and organizational performance. QM practices, for example,
were measured by eight constructs. Each construct contains a set of indicators. Respondents were presented with 65
measurement items grouped under different construct headings (see Table 1). A 5-point interval rating scale system
was used in the survey, with 5 equaling the highest extent or degree. A reliability and validity test was then applied
to examine these constructs. Specifically, Cronbach’s a reliability estimate test and within-scale factor analysis
(Nunnally, 1967; Flynn et al. 1995; Kuei and Madu, 2001) was applied. The former was used to assess the internal
consistency of the constructs, while the latter was used to measure the extent to which all indicators in a construct
measure the same multivariate construct. When applying those tests, we removed the measurement item that might
be noted as not being part of our predetermined constructs.

Table 2 presents the summary of loading ranges and a reliability estimates for each construct used in this study. It is
observed from this table that almost all of our research constructs are with Cronbach’s a larger than 0.8, and all of
them are with Cronbach’s a larger than 0.67, which reveal high reliability of our measurements. Further, all the
factor loading scores are higher than 0.5, indicating acceptable validity level. In the concluding section of
measurement, the mean was then taken for each multivariate construct. The test of the conceptual model was carried
out using the LISREL analysis. According to Narasimhan and Jayaram (1998), LISREL is one of the most popular
SEM software packages used by researchers. Following the details of the process described by Anderson and
Gerbing (1988), Choi and Eboch (1998), Anderson and Narus (1990), Bentler (1992), Narasimhan and Jayaram
(1998), Ahire and Dreyfus (2000), Raykov and Marcoulides (2000), Tan (2001), and Narasimhan and Kim (2001),
the measurement model and structural model were checked to ensure the results were acceptable and were consistent
with the underlying theory. According to Tan (2001), the formal model (i.e. the measurement model) deals with the
reliability and validity of the constructs in measuring the latent variables, while the latter model (i.e. the structural
model) is concerned with the direct and indirect relations among the latent variables. SEM technique is therefore
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our

research

purposes.

Table 3 shows the summary results of the measurement model and Tables 4 and 5 show the results of hypothesis testing of the
structural relationships among latent variables. With respect to our measurement models such as QM practices, our results
showed that this variable was valid due to its indicators’ parameter estimates and their statistical significant. The results further
show that the overall fit measure of Kermanshah data has w2 equaling 84.89 (p40.05), and GFI equaling 0.91. According to these
results, the data fits the model quite well. The end results such as parameter estimates and t-values and summary of findings are
presented in Figs. 2 and 3.
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The results therefore support the structural equation
model for Kermanshah data independently.
Specifically, the data showed that QM practices are
significantly correlated with supplier participation
(H1), On the other hand, the variables KM, and
supply chain quality management
only have an
indirect effect on supply chain quality management
success, meaning that they impact supply chain
quality management success influencing the
organizational variables. Therefore, hypotheses 1,
were only partially confirmed, since these variables
only impacted supply chain quality management
success in an indirect way. Similar to Zablah et al.
(2004) we found that the KM process is highly
dependent upon the human resources of a firm and
other organizational variables which in turn influence
organizational performance (H2).

paper, that further studies should explore this
suggestion. Our data, however, illustrates that the
proposed QM practices (T1) have an indirect impact
on organizational performance (F1). There are two
paths contributing to this indirect effect. Supplier
participation (S1) is serving as a mediator for the first
path, whereas the other path has two mediators,
supplier participation (S1) and supplier selection
strategy (S2). Thus, the indirect effect of QM
practices (T1) on organizational performance (F1) is
0.593 (that is 0.719_0.455+0.835_0.685_0.455) for
Kermanshah data. After interviewing a few supply
chain experts regarding our findings, we learned that
TQM is emphasized in this region more as a
management concept, rather than as a direct tool to
enhance performance. Our findings also support the
notion that TQM is not a quick-fix solution to
problems. The long-term commitment to TQM is
normally required to realize its benefits. The nature
of TQM is complex, company-wide, and full
implementation is not something that can be done
easily or quickly (Hunt, 1992). Second, our data
rejects hypothesis H4 and concludes that supplier
selection strategy (S2) has no direct impact on
organizational performance (F1). Chow and Lui
(2003) also reported similar finding in their paper.
We were informed that their selecting strategy is
mainly based on the confirmation and commitment of
suppliers to quality and reliability standards of their
services and products. These minimal standards are
firstly approved and verified by the firm’s quality
engineers and the quality of products/ services are
checked by quality officers at a later stage. Cost is a
critical element but plays little role when selecting
suppliers. All selected suppliers are kept in a list
called Approved Vendor/Supplier list, sorted in a
rank order. The second supplier in the list will then
be selected as the finalist when the first one fails to
perform its services as expected. This operational
procedure shows that supplier selection strategy (S2)
plays an indirect role in organizational performance
(F1) because the supplier performance can only be
evaluated after it has been confirmed. Our data
supports this claim, and also the claim that supplier
participation (S1) is a mediator. Our result shows that
the indirect effect of supplier selection strategy on
organizational performance (F1) is 0.316 (that is
0.686_0.463) for Kermanshah data. This result is
expected since most of the industries in Kermanshah
is in the mature stage of their life cycle. Supplier–
customer relationships are quite stable. Therefore,
supplier participation (H2) is more crucial than
supplier selection (H4). This may explain the
insignificant result obtained for H4. The data support

There is therefore, a causal link between QM
practices and organizational performance. The SEM
helps to establish such a causal link. The data also
showed that QM practices are significantly correlated
with the supplier selection strategy (H3). Supplier
participation and supplier selection are also found to
be correlated (H6). Future studies should be very
cautious of this relationship to avoid problems of
autocorrelation. This, however, does not appear to be
the case here. Further, the result does not show that
supplier selection strategy influences organizational
performance (H4). Our sample data from
Kermanshah did not support the hypothesis that QM
practices have any direct impact on organizational
performance (H5). As a result, both H4 and H5 are
rejected.
5. Implications and discussions for SCQM and
development
There are several observations that need to be
addressed in our result findings. First, the proposed
hypothesis H5 is rejected, that is QM practices (T1)
have no direct influence on organizational
performance (F1) ( Chow and Lui 2003). They
revealed that only four of the proposed QM practices
had a direct impact on organizational performance.
Those four significant QM practices are: top
management and quality policy, training, quality
information reporting, and customer orientation.
They recommended that the construction of
measurement items for each QM practice be directly
related to the subjects being studied. For instance,
Ravichandran and Rai (2000) have developed a set of
QM training measurement items specifically for
software developments. It is recommended in this
22
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the proposed direct effects of hypotheses H1, H2, H3,
and H6, and indirect effects of hypotheses H4 and H5
on organizational performance. It is, however,
interesting to point out that all results from the
Kermanshah data are reported as moderate.

on this study, that the demand for SCQM is the same
irrespective of the environment. However, more
research is needed before this conclusion can be
generalized to other countries or regions.

6. CONCLUSIONS
There are some important conclusions that can be
drawn from this study. The results showed that key
QM practices could be integrated in the supplier
participation
programs
to
provide
needed
collaboration, which in turn would result in improved
organizational performance. This finding supports the
view that SCQM programs should include traditional
QM practices with special attention paid to
operational items. In other words, the SCQM process
incorporates not just the participation of suppliers but
also, the relevant TQM practices in their
environment. Organizational performance can be
optimized when the organization considers its
suppliers as important trading partners and members
of the value chain. Quality also continues to be an
important attribute in any relationship between the
company and its suppliers. Results of the empirical
test of the model confirm the fundamental role of the
organizational factors (aspects to do with the
leadership of the top management, human resource
management,
functional
integration,
and
organizational structure) in the implementation of
supply chain quality management. Although the
literature has emphasized the role of KM as the key
determinant of supply chain quality management
success, according to our analysis, the organizational
variables are the real antecedent of it, since they
mediate the effect of the rest of the variables
(including KM capabilities, technological and
customer orientation factors) on supply chain quality
management success. These findings show that even
if the firm carries out KM initiatives, acquires the
most advanced technology and tries to generate a
customer-centric orientation, if these initiatives are
not integrated into the organization, the firm does not
redesign its organizational structure or processes,
organization members do not all participate in the
project, and change is not lead appropriately, the
implementation of supply chain quality management
will not be successful. In summary, these results are
noteworthy in that similar outcomes were obtained
with two independent data sets collected from two
different regions. The outcomes could provide a
valuable guide in the practice of global SCQM. Our
intent is to see how global supply chain factors react
to different environmental settings. It appears, based

REFERENCES

23

1.

Ahire, S., Dreyfus, P., 2000. The impact of
design
management
and
process
management on quality: An empirical
investigation. Journal of Operations
Management 18, 549–575.

2.

Alavi, M., & Leidner, D. E. (2001). Review:
KM and KM systems: Conceptual
foundations and research issues. MIS
Quarterly, 25(1), 107–136.

3.

Anderson, J.C., Gerbing, D.W., 1988.
Structural equation modeling in practice: A
review
and
recommended
two-step
approach. Psychological Bulletin 103 (3),
411–423.

4.

Anderson, J.C., Narus, J.A., 1990. A model
of distributor firm and manufacturer firm
working partnerships. Journal of Marketing
54 (1), 42–58.

5.

Beijerse, R. P. (1999). Questions in KM:
Defining
and
conceptualising
a
phenomenon. Journal of Knowledge
Management, 3(2), 94–109.

6.

Bentler, P.M., 1992. On the fit of models to
covariances and methodologyto the bulletin.
Psychological Bulletin 112 (3), 400–404.

7.

Call, D. (2005). KM-not rocket science.
Journal of Management, 9(2), 19–30.

8.

Campbell, A. J. (2003). Creating customer
knowledge competence: Managing customer
relationship
management
programs
strategically.
Industrial
Marketing
Management, 22, 375–383.

9.

Choi, T.Y., Eboch, K., 1998. The TQM
paradox: Relationships among TQM
practices, plant performance, and customer

April. 2015. Vol. 5, No. 02

ISSN 2307-227X

International Journal of Research In Social Sciences
© 2013-2015 IJRSS & K.A.J. All rights reserved
www.ijsk.org/ijrss

satisfaction.
Journal
Management 17, 59–75.

of

Operations

19. Grönroos, C. (1994). From marketing mix to
relationship marketing: Towards a paradigm
shift in marketing. Management Decision,
32(2), 4–20.

10. Chow, W.S., Lui, K.H., 2003. A structural
analysis of the significant of a set of the
original TQM measurement items in
Information System function. The Journal of
Computer Information System 43 (3), 81–
91.

20. Hunt, V.D., 1992. Qualityin America: How
to
Implement
a
Competitive
QualityProgram. Irwin, Homewood, IL.
21. Kotorov, R. P. (2002). Ubiquituos
organization: Organizational design for eCRM. Business Process Management
Journal, 8(3), 218–232.

11. Croteau, A., & Li, P. (2003). Critical
success factors of CRM technological
initiatives.
Canadian
Journal
of
Administrative Sciences, 20(1), 21–34.

22. Kuei, C., Madu, C.N., 1995. Managers’
perceptions of factors associated with
qualitydimensio ns for the different types of
firms. QualityManage ment Journal 2 (3),
67–80.

12. Curkovic, S., Vickery, S., Droge, C., 2000.
Quality-related action programs: Their
impact on qualityperformanc e and firm
performance. Decision Sciences 31 (4),
885–905.

23. Kuei, C., Madu, C.N., 2001. Identifying
critical success factors for supplychain
qualitymanagement.
Asia
Pacific
Management Review 6 (4), 409–423.

13. Davenport, T. H., & Prusak, L. (1998).
Working knowledge. Boston, MA: Harvard
Business School Press.
14. Dous, M., Kolbe, L., Salomann, H., &
Brenner, W. (2005). KM capabilities in
CRM: Making knowledge for, from and
about customers work. In Proceedings of the
eleventh
Americas
conference
on
information systems Omaha, NE, USA, (pp.
167–178).

24. Kuei, C., Madu, C.N., Lin, C., 2001. The
relationship
between
supplychain
qualitymanagem
ent
practices
and
organizational
performance.
The
International Journal of Quality& Reliability
Management 18 (8), 864–872.
25. Kuei, C., Madu, C.N., Lin, C., Chow, W.S.,
2002. Developing supplychain strategies
based on the surveyof supplychain
qualityand technology management. The
International Journal of Quality& Reliability
Management 19 (7), 889–901.

15. Drucker, P. (1993). Postcapitalist society.
New York, NY: Harper Business.
16. Flynn, B.B., Schroeder, R.G., Sakakibara,
S.,
1994.
A
framework
for
qualitymanagemen t research and an
associated measurement instrument. Journal
of Operations Management 11 (4), 339–366.

26. Kuei, C., Madu, C.N., Lin, C., Lu, M., 1997.
An empirical investigation of the association
between qualitymanagement practices and
organizational climate. International Journal
of QualityScience 2 (2), 121–137.

17. Flynn, B.B., Schroeder, R.G., Sakakibara,
S., 1995. Determinants of qualityperformanc
e in high and low quality plants.
QualityManageme nt Journal 2 (2), 8–25.

27. Lambe, P. (2008). Knowledge-based CRM:
A
map.
Retrieved
from:
http://www.greenchameleon
.
com/thoughtpieces/kcrm.pdf.

18. Gebert, H., Geib, M., Kolbe, L., & Brenner,
W. (2003). Knowledge-enabled customer
relationship
management:
Integrating
customer relationship management and KM
concepts. Journal of Management, 7(5),
107–123.

28. Love, P., Edwards, D. J., Standing, C., &
Irani, Z. (2009). Beyond the Red Queen
syndrome: CRM technology and building
material
suppliers.
Engineering,

24

April. 2015. Vol. 5, No. 02

ISSN 2307-227X

International Journal of Research In Social Sciences
© 2013-2015 IJRSS & K.A.J. All rights reserved
www.ijsk.org/ijrss

Construction
and
Architectural
Management, 16(5), 459–474.

Modeling. Lawrence Erlbaum Associates,
Mahwah, NJ.

29. Madu, C.N., Kuei, C., Jacob, R.A., 1996. An
empirical assessment of the influence of
qualitydimensions
on
organizational
performance. International Journal of
Production Research 34 (7), 1943–1962.

38. Romano, N., & Fjermestad, J. (2003).
Electronic commerce customer relationship
management:
A
research
agenda.
Information Technology and Management,
4, 233–258.

30. Mendoza, L. E., Marius, A., Pérez, M., &
Grimán, A. C. (2007). Critical success
factors for a customer relationship
management strategy. Information and
Software Technology, 49, 913–945.

39. Salmador, M. P., & Bueno, E. (2007).
Knowledege creation in strategy-making:
Implications for theory and practice.
European
Journal
of
Innovation
Management, 10(3), 1060–1460.

31. Morgan, J. (2007). Customer information
management (CIM): The key to successful
CRM in financial services. Journal of
Performance Management, 20(2), 47–65.

40. Samson, D., Terziovski, M., 1999. The
relationship
between
total
qualitymanagement
practices
and
operational performance. Journal of
Operations Management 17, 393–409.

32. Narasimhan, R., Jayaram, J., 1998. Causal
linkages in supply chain management: An
exploratorystudyof
North
American
manufacturing firms. Decision Sciences 29
(3), 579–605.

41. Saraph, J.V., Benson, P.G., Schroeder, R.G.,
1989. An instrument for measuring the
critical factors of quality management.
Decision Sciences 20 (4), 810–829.

33. Nunnally, J., 1967. Psychometric Theory.
McGraw-Hill, New York.

42. Shi, J., & Yip, L. (2007). Driving innovation
and improving employee capability: The
effect of customer knowledge sharing on
CRM. The Business Review, 7(1), 107–112.

34. Penrose, E. T. (1959). The theory of the
growth of the firm. New York: Villey.
Piccoli, G., O’Connor, P., Capaccioli, C., &
Alvarez, R. (2003). Customer relationship
management: A driver for change in the
structure of the US lodging industry. Cornell
Hotel and Restaurant Administration
Quarterly, 44(4), 61–73.

43. Sin, L. Y. M., Tse, A. C. B., & Yim, F. H.
K. (2005). CRM conceptualization and scale
development.
European
Journal
of
Marketing, 39(11/12), 1264–1290.
44. Stefanou, C. J., Sarmaniotis, C., & Stafyla,
A. (2003). CRM and customer-centric KM:
An empirical research. Business Process
Management Journal, 9(5), 617–634.

35. Racherla, P., & Hu, C. (2006). KM for an
effective CRM system. In Paper presented at
the Ph.D. research workshop for the 13th
international conference (ENTER 2006–
information
and
communication
technologies in tourism 2006) on
information technology and travel & tourism
Lausanne, Switzerland, January 17,

45. Swan, J., Newell, S., & Robertson, M.
(2000).
KM—When
will
people
management enter the debate? In 34th
Hawai’i international conference on system
sciences (p. 70). Maui: IEEE Computer
Society Press.

36. Ravichandran, T., Rai,
A., 2000.
Qualitymanagem
ent
in
system
development: An organizational system
perspective. MIS Quarterly24 (3), 381–415.

46. Tan, K.C., 2001. A structural equation
model of new product design and
development. Decision Sciences 32 (2),
195–226.

37. Raykov, T., Marcoulides, G.A., 2000. A
First Course in Structural Equation

47. Tan, K.C., Handfield, R.B., Krause, D.R.,
1998. Enhancing the firm’s performance
25

April. 2015. Vol. 5, No. 02

ISSN 2307-227X

International Journal of Research In Social Sciences
© 2013-2015 IJRSS & K.A.J. All rights reserved
www.ijsk.org/ijrss

through qualityand supplybase management:
An empirical study. International Journal of
Production Research 36 (10), 2813–2837.

52. Wernerfelt, B. (1984). A resource-based
view of the firm. Strategic Management
Journal, 5, 171–180

48. Tiwana, A. (2001). The essential guide to
KM, e-business and CRM applications.
Upper Saddle River, NJ: Prentice-Hall.

53. Wong, A., Fung, P., 1999. TQM in the
construction industry in Hong Kong: A
supply chain management perspective. Total
Quality Manage ment 10 (2), 199–208.

49. Tracey, M., Tan, C.L., 2001. Empirical
analysis of supplier selection and
involvement, customer satisfaction, and firm
performance. The International Journal of
Supply Chain Management 6 (4), 174–188.

54. Xu, M., & Walton, J. (2005). Gaining
customer knowledge through analytical
CRM. Industrial Management + Data
Systems, 105(7), 955–972.

50. Tracey, M.A., Vonderembse, M.A., 1998.
Building supply chains: A key to enhanced
manufacturing performance. Proceedings of
the Decision Science Institute, pp. 1184–
1186.

55. Zablah, A. R., Bellenger, D. N., & Johnston,
W. J. (2004). An evaluation of divergent
perspectives on customer relationship
management:
Towards
a
common
understanding of an emerging phenomenon.
Industrial Marketing Management, 33, 475–
489.

51. Vonderembse, M.A., Tracey, M., 1999. The
impact of the supplier selection criteria and
supplier involvement on manufacturing
performance. The Journal of Supply Chain
Management 35 (3), 33–39.

26

