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Abstract

The study clarifies the importance of implementation of Quality management
strategy dimensions for the processed meat industry in Palestine, as one of the
main sectors of the food industry; where the market share of this industry of food
products varies between 90% for meat products and the average household
spending on these products is about 36% of the total in Palestine. As a matter of
the fact, the Palestinian local market is open to different sources (local, foreign) for
processed meat products, thus the quality management strategy is a measure of
preference for one product over another and to enhance competitiveness between
them. The study adopted a quantitative tool to determine the level of
iImplementation of quality management system dimensions (quality management
system, administrative performance & customer services) and their role to enhance
competitiveness in Palestine; this questionnaire was distributed on processed meat

manufactories’ employees in Palestine.

The conclusions concluded that ( QMS dimensions)strategic planning, gain a
quality certificate, and applying the quality standards on the production process, in
addition to the strong impact of the marketing and sales management with focusing
on customer satisfaction( CS dimensions), in parallel with effective Administrative
performance of senior management; all these dimensions have a high effect on the
competitiveness level of the manufactories through the product cost and Supply &
production inputs management in ways that are compatible with the needs of the

target market.

The recommendations concentrate on calling the government to encourage to
national incentives to complete the development of this industry and gain

recognition by more countries of the Palestinian Quality Certificate. Focusing on



\

recruiting scientifically qualified human cadres for their role in improving the

quality of existing products, developing & marketing new products.

Key words:

Quality; Processed meat; Competitiveness; Customer‘s services; Marketing;

Administrative performance; Products.
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Chapter One

Introduction

1.1 Background

Historically, many cultures considered meat as a luxury that can only be enjoyed on
special occasions for a certain class in the society, however, at present time this luxury can be
found in any place for everyone to enjoy. This historical luxury, currently, exists as processed
products in different types, shapes and flavours. This food industry is becoming one of the fast-
growing businesses in the world, where, in 2014, its production of processed meat had reached
approximately 315 million tons. This means, that each person in the world consumed 43.4
kilograms (95 pounds) of meat in 2014 on average (Roser, 2019).
Meat industry term; describes modern livestock industrialized agriculture for production,
packing, preservation and marketing of meat. This is not just including meat-packaging - meat
products, there is other products such as steaks or chicken breasts. In fact, many other products
come from animal by-products, including edible fats for cooking uses, leather, animal feed,
fertilizers, gelatin, Jell-O sweets, glue, and even some ingredients in cosmetics (Lynn,2017).
Therefore, this meat industry employs thousands of people in different countries around the
world. Economically-speaking; it is kind of integrating of two levels of the economic activities -
primary (agriculture) and secondary (industry) activity.
Different countries consume and export various kinds of meat at different rates. For example,
about 70% of processed meats in Canada, sausages or cold cuts, are made with pork
(Canada,2016). Meat product manufacturing is by far the largest subsector of food and beverage

manufacturing, accounting for 25% of the total revenue from goods. India exported 2.4 million



tons of meat in 2015. The production and consumption of beef are the highest in the United
States, Brazil, and European Union countries, consumed 28,300 tons of beef in 2015 together.
On the other hand, revenue for the meat processing industry in China is set to reach $126.25
billion in 2018, up 7.6% for the year. Over the past five years through 2018, the industry has
been growing at an annualized rate of 8.6%. The Middle East and Africa processed meat market
was worth $ 52.83 billion in 2018 and estimated to be growing at a Compound Annual Growth
Rate (CAGR) of 14%, to reach $ 101.73 billion by 2023 (Marketdataforcast,2020).

In Palestine, the meat processing is considered as one of the main sectors operating in the food
industries. The number of factories operating is 17 employing more than 559 workers and the
investment volume in this industry is more than 25 million dollars (PFIU, 2017). The market
share of Palestinian meat products is 90% of the market size. It is considered as one of the most
prestigious sectors in terms of international quality certificates; there are 4 factories with the
international quality certificate 1ISO 22000. It is also an exporting sector where the volume of
exports amount to more than 6 million dollars. Besides that, this sector represents a great
investment locally, so it needs more than 100 tons a day of different types of meat, which means
that there are great opportunities for investment in Turkey farms and slaughterhouses (Salhi,
2016).

In light of the growing demand for meat processing industry in the worldwide, there are still
many challenges facing this industry in Palestine. More specifically, these challenges are
presented in the small-scale local market and its limited number of local competitors, not to
mention the competition of foreign and Israeli products against local Palestinian products. In
addition to lack of availability of raw materials, that is considered as a necessary and an

important element for production. However, one of the main important challenges for the meat



industry is variance of implementation of the quality systems strategy dimensions (Quality
Management System, Customer’s Services & Administrative performance) for the meat industry
in Palestine to match the needs of competitiveness and successful investment opportunities

locally and regionally (PIPA,2010)

1.2 Research Problem

In order to avoid high production costs and inputs (e.g. raw materials), low quality of products,
poor marketing nets and marketing infrastructure (e.g. product standard, quality, and packaging
system), weak linkages or coordination among actors in the livestock value chains in general,
low competitiveness in term of quality with Israeli products in particular and foreign products
(e.g. Turkish products) are among the factors that might limit that advance of meat processing
industry in Palestine. The effects of these factors on the meat industry in Palestine is limiting the
development of new production lines in factories due to lack of reliability on self-directed efforts
only and the absence of facilities and bank guarantees or financial services from investment
institutions. Weakness of competitiveness in front of imported products due to poor quality and
high labour costs, raw materials, energy sources, and difficult political situations and policies of
Israel toward the Palestinian industry. This study aims to examine the level of applying the
quality management strategy dimensions and its role to improve the competitiveness level of the

meat processing industry in Palestine



1.3 The Added Value of the Research

1.3.1 The Overall Objective of the Research

The overall objective of this research is determining the level of implementation of quality
system strategy dimensions of meat processing industry in Palestine. This will be a pillar point to
develop and increase supporting of meat processing industry in Palestine and empower it to be
more effective and competitive against other foreign products by re-structuring it within a

national sectorial strategy.

1.3.2 The limportance of the Research

The importance of this study is examining in detail this type of food industries (meat industry) in
Palestine in a scientific way. Based on the foundations of modern industrial economy theory, in
terms of the specificity that characterizes these industries by identification of the strengths and
weaknesses in each branch of this industry in order to make recommendations to work out the
weaknesses to the strengths and strengthening strengths more effectively by studying the clusters

of meat industry in Palestine.

1.3.3 Strategic Benefits to Palestine:

This research aims to improve the applying the quality management system strategy to provide
the Palestinian community with safe and heath processed meat products, so the Palestinian
products will be instead of Israeli or foreign products in local Palestinian market. In addition to,
its highlighting on the importance of adopting the best suited technology for meat processing, by

Producing high quality processed meat to be in regional countries markets’ shelves.



1.4 Research Questions
The research questions that would be answered in the course of this research work include a
main question having eight sub-questions; each sub-question is related to a dimension quality

management strategy.

The Main Question

AT which level is the applying of Quality Management Strategy dimensions (Quality
Management System, Customers Services & Administrative performance) to enhance the
competitiveness capacities of the Meat Processing Industry in Palestine.

The sub-questions for the main question are as follows:

First sub- question -What is the role of quality management system in meat processing

industry (PMI) in Palestine?

- Second sub- question -What is the role of the customer’s services on meat processing

industry (PMI) in Palestine?

- Third sub- question -What is the role of the administrative performance on processed

meat industry (PMI) in Palestine?

- Fourth sub- question - What is the role of the competitiveness dimensions on meat

processing industry (PMI) in Palestine?



- Fifth sub- question-What is the impact of (Quality Management System, Customer’s
Services & Administrative performance) in mediating the impact of competitiveness due

to sex (demographic variables) in the PM industry in Palestine?

- Sixth sub- question- What is the impact (Quality Management System, Customer’s
Services & Administrative performance) in mediating the impact of competitiveness due

to age (demographic variables) in the PM industry in Palestine?

- Seventh sub- question -What is the impact (Quality Management System, Customer’s
Services & Administrative performance) in mediating the impact of competitiveness due

to qualifications (demographic variables) in the PM industry in Palestine?

- Eighth sub- question -There is no significant relationship in (Quality Management
System, Customer’s Services & Administrative performance) and competitiveness

dimensions in the PM Industry?

1.5 Research Hypotheses

The following hypotheses could be formulated as derived from the research questions:

H-1: quality management system (QMS) has a role to improve meat processing industry

(PMI) in Palestine.



H-2: Customer’s Services has a role to improve meat processing industry (PMI) in

Palestine.

H-3: Administrative performance has a role to improve meat processing industry (PMI)

in Palestine.

H1-4: Competitiveness dimensions have a role to improve meat processing industry

(PMI) in Palestine.

H-5: There is no significant difference in the role of independents variables in mediating
the impact of competitiveness due to sex (demographic variables) in the meat processing

industry in Palestine.

H-6: There is no significant difference in the role of independents variables in mediating
the impact of competitiveness due to age (demographic variables) in the meat processing

industry in Palestine.

H-7: There is no significant difference in the role of independents variables in mediating
the impact of competitiveness due to qualifications (demographic variables) in the meat

processing industry in Palestine.

HO-8: There is no significant relationship in exogenous and endogenous variables in the

meat processing Industry.



1.6 Thesis Structure

This thesis consists of five chapters, the introduction that discussed the problem statement of this
thesis, research objectives, questions and hypothesis and the significance of the study. Chapter
Two is the Literature Review which presents the theoretical and the empirical reviews for the
previous studies about the thesis topic. In addition to cases studies for processed meat
manufactories. Methodology is Chapter Three that contains data resources, primary and
secondary data, thesis instrument, validity and reliability of questionnaire, conceptual model, the
study population and sample size, and the data analysis method used in this thesis. Chapter Four
reflects the analysis results that are corresponded to the research questions and hypothesis in

Chapter Five. Finally, chapter six include conclusions, recommendations & limitations.



Chapter Two

Literature Review

2.1 Overview

The widespread diffusion of quality management strategies in different sectors, make the
implementation of these strategies very important in the food industry sector, especially in the
processed meat industry, which will create a national economic competitive system and
eventually a country more competitive; a system with an overarching and process whereby
quality assurance and quality improvement activities are incorporated and infused into all aspects
of an organization's or system's operations.

"

This part of the chapter “Theoretical literature review " introduced different definitions of
Quality management strategy & total quality management strategy and competitiveness as socio-
economic definitions and their relationship with other affected factors that determine enterprise
competitiveness. While the second part will discuss the adoption of a quality management
system and how it contributes to finding economic-efficiency indicators at the national level,
enhanced innovation, and the development of human resources, which are important in achieving
increased productivity and competitiveness levels.

Then moving at the enterprise level: quality management system, consumer's services, and the
administrative performance, to determine if quality management strategy may be identified as a
double-sided competitiveness tool because it has improved product quality (consumer
satisfaction) and reduced costs (efficiency) at the same time, or not.

in this chapter two cases for processed meat manufactories presented, to have a comprehensive

image of the reality of PM manufactories in Palestine.
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Finally, several previous studies related to the objective of this thesis reviewed to investigate
more about the role of the Quality management strategy and its dimensions, the gaps that may

limit implemented this strategy, and the Perusal of the finding of these studies which may

support the thesis objectives.

2.2 Theoretical Literature Review

2.2.1 Quality

The quality definition stems mainly from the customers' perceptions of the quality definition; the
customer who determines which the nature of the product or service that s/he wants to use or
receive in order to meet her/his needs and wishes (Katha, 2010). Researchers in this field
(Allaying, 2014) have also identified quality as excellence and value conforming to
specifications and meeting or exceeding client expectations. Thus, the perspective of customers
in terms of quality definition and identification of any definition, as well as it is the main key that
must be a source of it. Juran (1987) sees quality as a multidimensional construct that describes
quality as eight dimensions including: performance, features, reliability, compatibility, product
endurance, serviceability, beauty, and quality aware. These dimensions are essentially identical
with the definition of quality as perceived by customers.

Quality can be seen from three angles, firstly being related to design quality and specifications,
the quality that is placed in the design of the product or service. The second angle relates to the
quality of production and the specifications, to make sure that process is validated. Lastly, is
being linked to the performance quality that is mirrored to the system when the actual use of a
product. In addition to the need to focus on quality during the provision of such services, the

quality of the customer service is as important as the quality of the product itself (Kendal, 2008).
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2.2.2. Quality Management System (QMS)

QMS is a fixed of rules, methods and techniques required for planning and execution
(manufacturing/development/provider) within the middle business location of an organization. A
QMS integrates the numerous inner strategies within the company and intends to offer a manner
approach for venture execution. A manner-based QMS permits the organizations to identify,
measure, control and improve the various center business strategies to be able to ultimately cause
advanced enterprise overall performance (Standards Store. what is the QMS.ISO9000).

Intense quality management is a set of beliefs and principles that reflect the foundation of a
growing institution, the quantitative methods and the use of human resources to improve the
processes within the institution and beyond the needs of present and future clients
(Korankya,2013). There are other definitions of quality management, for instance; traditionally-
defined by different institutes as a comprehensive organizational approach that aims to meet
customer needs and expectations, including the use of quantitative methods from all managers
and staff for the purpose of continuous improvement in the organization's processes and services.
Also, it is known as a transformation in the way that plant is managed, and includes the
concentration of the institution’s energies high continuous improvements at all processes and
functions.

In order to start the improvement or not for the different tasks of the plant; the quality is no more
than fulfilling the needs of the customer. Some scholars have consciously identified it as the
efforts that strive to maximize the competitiveness of an institution is combined with the
efficiency of all the workers' efforts to continuously improve their reputation and services
produced by the organization. In other studies, quality management could become an

administrative, a comprehensive administrative system based on the creation of a radically
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positive change for everything within the organization, to include such changes in thoughts,
ethics, organizational beliefs, and leadership style. In order to improve all components of the
organization and to develop connectivity to highest product and services quality and less
quantified; in addition to achieve a degree of customer satisfaction (Tammie, 2000).

Generally, there are many different views in the definition of quality QMS, but these definitions
were in the aspiration to enhance the competitiveness of enterprises, we conclude that the quality
is all characteristically, it enhances the competitiveness of service companies through satisfying
the needs of customers and achieve their desires, and thus we find that researchers have come to
the conclusion that quality must be a point delivering to a competitive strategy. A successful
quality management system ensures that customers' needs are fulfilled and their needs are met

(Management Study Guide Content team, 2015).

2.2.3 Total Quality Management (TQM)

The concept of total quality management (TQM) is the most consistent method that had been
used to detect, decrease or control of any mistakes during production, have the process to be
stream lined to deliver the required chain control, improving experience for the consumers, and
making sure that employees are informed and educated by providing the required training. Thus,
the overall quality management targets are used to keep all parties involved within the
manufacturing processes responsible for the overall and to the very last service or product.

The research on TQM generally accepts that the achievement of TQM is assured when
awareness for best is prolonged along some milestones of all the tiers in the organization.
Consequently, the social factors are given extra attention during the implementation of the TQM

strategy. Many authors whom focus was TQM, have recognized human recourse performances
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that in quality theory would shape a first-class lifestyle and culture. This is a high-commitment
method representing a system that would depend on such suggestions. As long this method, for
longer run, ensures the worker commitment to get closer to fine goals, it may be projected to
have an impact of TQM on organizational consequences, during its implementation that is
supported by a high-commitment method.

There are seven prime factors affecting the implementation of TQM; process factors, type of
employees, shared values, management style, organizational structure, number of employees and
industrial relations. Organizations should give these factors special consideration when
developing their TQM approaches, and provides a guideline to show how these factors are likely

to affect the implementation of TQM ( Mann, and Kehoe, 1995) .

2.2.4 Administrative Performance
The definition of administrative performance means a comprehensive, distinctive, dependable and
non-stop managerial best. Administrative performance considered in governance valuation of
citizens’ happiness and satisfaction from administrational operation in many fields (Caiden and
Caiden 2002). Reforming and sometimes enhancing public management systems will be based on
a number of central factors. Among these factors, good managerial, administrative performance in
all fields, to be able to respond fast, people’ satisfaction, and upholding democratic values which
include belief, faith and self-assurance within the organization, are the most crucial factors.
Currently, many researches and studies have focused on one or more of the aforementioned topics
proved how every one of these topics may give a boost to our knowledge of administrative and
political environments. Performance administrative systems serve diverse functions. These are

formal tools to manipulate, same as for the formula and communication approach, as performance


https://www.emerald.com/insight/search?q=Robin%20Mann
https://www.emerald.com/insight/search?q=Dennis%20Kehoe

14

control structures first of all serve the high level of managers. However, also, would include a
support for operational managers, this would permit and encourage these managers to enhance the

operations they manage (Wouter 2009).

2.2.5 Customer Service

The definition of customer service is based on the availability of carrier to customers before,
during, and after a procurement. Believing of contentment of such interactions is reliant on the
employees themselves "who can alter themselves to the personal of the guest”. Customer Service
is considered a concern for any business enterprise that needs to be improved with additives

which include product innovations and pricing (Buchanan, 2011).

2.2.6 Competitiveness

Competitiveness is the degree to which the organization succeeds in achieving its goal of
maintaining its competitive position and building competitive sites deeper between them and
their counterparts of organizations by reducing the percentage of error and production defects,
increasing market share, increasing actual productivity, attention, innovation and sales growth,
and defined capacity competitive as well as being the framework or how the enterprise enables
excellence and superiority over competitors. This framework has four factors, (Hussein, 2011):

1. Availability of production elements as well as type or extent of availability of

infrastructure services.

2. Demand in terms of its size and style, which is related to prevailing social customs.

3. The degree of economic inter linkages between the economic sectors and the availability

of the strong entanglement of the speed and the less quantification of access to production

inputs.
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4. Local environment and its impact on the strategy of the institutions, structure, growth,
organization and competitiveness.

Competitiveness reflects the aspects that characterize the enterprise and make it outperform
its competitors, competitive advantage; competitiveness is a key factor in the success of the
enterprise and the competitiveness of competition. Competitiveness is based on several
criteria, including quality, price, flexibility and time.

e Superior Quality: Quality is measured by the products and services achieved by
customers. It includes the level of performance of these products and services, and the high
quality that will help in the formation of a brand name good reputation and reduce the time
spent in repairing the defects of the product.

e Creativity and excellence: achieved through the introduction of a new product or work
in a different way from competitors.

e Superior customer response: This requires high sensitivity, accurate customer
knowledge, and focus on the needs that can be managed to achieve a certain quality level is
difficult to achieve from competitors, and attention to diversification in the product range so
that it can adapt to customer needs as it should be able to quickly shape with evolving needs

and tastes.

2.2.7 Customer Services Relationship with Quality Management Strategy

Customer services are an upright concept or strategy to solidify relations with customers and at
the same time reducing cost and enhancing productivity and profitability in business. An ideal
quality management strategy is a centralized collection of all data sources under an organization

that provides a real-time vision of customer information. So, the relation between customer
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services and quality management strategy relation is vast and significant, but it can be
implemented for small businesses, as well as large enterprises also as the main goal is to assist
the customers efficiently. Usually, an organization consists of various departments which
predominantly have access to customer’s information either directly or indirectly, to achieve the
strategic goal of improving the quality of customer's services.

Customer services are taken into account as a measuring tool of ways where the needs and
responses of customers are collaborated and added to speed up client expectation.

The client’s notion of provider allows the customer to choose various providers on basis of
monetary fee and how properly the delivered products in shape. All of the necessities (services),
which have a higher satisfaction stage, better is the close attachment of clients with the particular
emblem of product and additionally with the provider. This enables in creating a strong and
healthy consumer- bonding. This bonding force the purchaser to be tied up with that precise
provider and chances of defection very less. As a result, customer services are very vital field
that each supplier has to focus on to set up a renounced position inside the international market
and enhance commercial enterprise and profit.

There have been many dialogs in the marketing academia focusing on the effects of customer
services and its relation with quality management strategy of business performance. These
dialogs strengthen the importance of customer services to document customer satisfaction on
business performance and business success (Fornell 1992, Harting 1998, Zairii 2000, Bolton,
Kannan and Bramlett 2000, Rampersad 2001, Gounaris and Stathakopoulos 2001, Anderson,
Fornell and Mazvancheryl 2004).

Thus, in this situation of high competitiveness, one should perceive the aspect of satisfied

customers as an asset in such a situation. Many different studies underline customer satisfaction
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as one of the important conditions for customer retention and loyalty (Fornell 1992, Bolton 1998,
Morgan and Strati 2000), to help protect future revenues (Rust and Zahorik 1993, Scheuing,
1995; Reichheld, 1996; Helgesen, 2006,). The effectiveness of such a high level of satisfaction
makes firms more efficient where costs can be decreased in any future transactions (Reichheld
and Sasser 1990, Shneider 2000). This will, also, affect price sensitivity by decreasing it
(Anderson 1996, Shneider 2000), company reputation status and optimistic and confident
recommendations (Anderson and Sullivan 1993, Zairi 2000, Anderson, Fornell and
Mazvancheryl 2004), employee motivation (Muffatto and Panizzolo, 1995, Naumann and
Hoisington 2001) and identification of improvement areas (Pasquier and Fastnacht, 2001). This
connection between quality and customer service components always presented as being
dependent on each other only. This dependency on customer satisfaction and quality emphasizes
the unavoidable relationship between customer satisfaction and quality. Sureshchander,
Rajendran, and Anantharaman (2002), used the argument of increasing one is likely to increase
the other, consequently, service quality and customer satisfaction are closely related.

It is become an important part of quality management systems to help in achieving this state
since realizing the needs of the customer becomes necessary for the development and the
implementation of the efficient quality programs of every enterprise. The measurement of the
customer satisfaction that acts as a specific type of early warning system for management can be
seen as a way to serve that goal. Revenue levels and profits produced by the enterprise can be
seen as an important measure of any future activity outcomes, while customer satisfaction
measures can indicate the future customers’ behavior and, accordingly, what results would the

enterprise expect.
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However, many (Ranaweera and Neely 2003) also report that the service quality component can
be seen as a predecessor to the component of customer satisfaction. Recent definitions on quality
often, point and emphasize straightforward to customer satisfaction. The American Society for
Quality (www.ASQ.org) differentiates between the two meanings: “(1) the characteristics of a
product or service that bear on its ability to satisfy stated or implied needs; (2) a product or
service free of deficiencies”. Therefore, it is very obvious that satisfying customer needs are a
vital part of delivering quality with specifications to requirements. Anderson, Fornell, and Rust
(1997) define quality that meets customer needs as a “design characteristic of the product
(attributes and features) as well as the way in which service is delivered”. Many countries
(Japan, Sweden, and United States) bring up the issues of quality of services and customer
satisfaction along with the social issue to develop economic metrics of customer satisfaction on a

national level.

2.2.8 Administrative Performance Relationship with Quality Management Strategy

The quality system of an organization includes the organizational structure, procedures,
processes, and resources required to implement a comprehensive quality management system to
achieve quality objectives. The quality system standard defines the company's quality
management method for ensuring that the products meet the requirements / standards set and the
company is free to establish any quality level for its products, based on marketing considerations
and customer requirements. The quality system measure helps the company to manage the
quality system to achieve the required level of quality and consistency with the standard. In the
case of contracting, the implementation of a system such as "ISO 9000" helps the company to

understand the requirements of the customer. The operations of the various functional divisions
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are managed in a way that ensures that the final product and service meets all contractual
requirements.

Total Quality Management (TQM) is defined as a continuous effort by control to upgrade and
enhance the tactics and structures to ensure advanced great merchandise. each agency has to take
care of its clients. Their feedbacks are essential. Total satisfactory management creates methods
and structures primarily based on patron feedbacks and diverse researches which sooner or later
assist within the improvement of enterprise.

Administrative performance performs a critical role in general excellent management: beginning
and implementing general best control applications require high-quality amount of planning and
research. Administrative overall performance to appropriate for various TQM practices earlier
than enforcing the identical. There are costs worried with the entire procedure of total pleasant
control. It is the manager’s obligation to allocate budgets for TQM at the beginning of each
financial year, reflecting the administrative overall performance dedication to improve the TQM

of their organization (Kurdi .2014).

2.2.9. Competitiveness Relationship with Quality Management Strategy Dimensions

World competition threatens the existence of many organizations and companies. Quality
management strategy and Business Process Reengineering (BPR) are proposed strategies to
improve competitiveness. Different perspectives exist regarding similarities, differences, and
complementary characteristics of these strategies. Research investigating separate
implementations of either BPR or quality management strategy reports mixed results.

To develop a framework of Business Process Management (BPM), which integrates BPR and

quality management strategy in an integrated strategy is expected to provide synergy and
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continuous improvement for greater organizational competitiveness, compared to using BPR or
quality management strategy separately (Chung.2002). This integration helps organizations
achieve exchange-determined goals more effectively (Houston, 1986). A general belief that firms
that are better equipped to respond to market requirements and to anticipate changing conditions
are expected to enjoy sustainable competitive advantage and superior profitability.

Moreover, Axon and Masini (2008) identified four configurations of shared service organizations
and their relationships to performance. The overall conclusion is that appropriate organizational
configurations help achieve superior performance results. This theoretical approach to
configuration indicates that companies implementing a quality management system with BPR
will enhance the competitiveness in the local and regional market with appropriate

configurations.

2.3 Processed Meat Industry (PMI)

2.3.1 Overview

The Palestinian economy has depended on many productive sectors, since the Palestinian
authority inception, its economy was affected by different mechanisms and concepts by changing
the global economic, political, technological and social developments. All these factors
contributed to the survival of the Palestinian economy despite the pressure and the great external

threats to it (Sultan, 2014). Table (1) summarizes some statistics on Palestinian industries.
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Table (1) Palestinian Industries

The local
No. of No. of
Type of Industry Investment market value of exports
Factories Workers
share
Meat products industry 17 559 25 $ Million 90% 6 $ Million
Processing and canning
18 345 30 $ Million 20% 21 $ Million
fruits and vegetables
Industry, vegetable oils and
13 295 70 $ Million 20% 31 $ Million
fats
Milk & Dairy Product 41 1.754 67 $ Million 45% 5 $ Million
Industry wheat flour &
9 236 45 $ Million 30%
cereal products
Feed industry 22 329 35 $ Million 15%
Bread and bakery products 1,498 5.848 100 $ Million 90%%
Sugars and sweets 27 1.213 22 $ Million 25% 8 $ Million
Pasta and noodles 5 89 34 $ Million 30%

Source: Source: Palestinian food industries union

The contribution of agriculture, industry and services sector (health, education, communication
and transportation) sectors to GDP in 2015 was $ 12.68 billion and GDP growth of 12.4% Gross
Value Added (GVA). The food industry had a great importance to the Palestinian economy. It
contributed more than 24% of the value of production and about 22% of the total Palestinian
exports, where the Palestinian food exports reached 170 million dollars in 2012, the second
sector for export after stone and marble sector, its great importance due to its ability to export
and fill a large part of the needs of the Palestinian consumers. Food industry output is
approximately $400 million, employing 16.8% of the total workforce markets the most important
Palestinian industries (Paltrade team, 2015).

The Palestinian food industry is characterized by vitality and sophistication because it is a
transformational industry, relying mainly on resources, a large part of which is available from the

Palestinian agricultural sector. The food sector is more profitable than any other industrial sector.
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The sector's output constitutes 11% of GDP (PCBS,2016). The performance of the Palestinian
economy during 2016 occupied a vital position within the Palestinian industrial sector in general
and within the manufacturing sector in particular. The number of establishments in the food and
beverage industries in the West Bank and Gaza Strip reached 2343 establishments, representing
14% of the total Palestinian establishments.

Data from the PCBS indicate that the Palestinian family spends about 36% of its budget on food,
which allows these industries to grow significantly in light of this large volume of domestic
demand. The importance of these industries is also due to its strong correlation with many other
economic agriculture activities, where food industries can contribute to stimulating this sector,
which increases the value-added of agriculture and diversification of agricultural crops, and the
growth of food industries through food processing will play an important role in increasing
farmers' income in their land, and reducing migration to the city is a challenge that cannot be
underestimated at the moment.

On the other hand, the weak competitiveness of Palestinian products against other foreign
products creates a state of weakness for the Palestinian economy, which is associated with the
stability of quality and price and thus loss of competitiveness. This is related to a direct, positive
and significant relationship between competitive strategies, practises and financial performance,

(Harzallah, 2013).

2.3.2 Processed Meat Industry in Palestine

In Palestine, the processed meat industry is one of the main sectors of the food industry; the
number of factories operating in this sector is about 17, employing more than 550 female

workers. 4 of them are 1SO 22000 certified. The volume of investment in this sector is about $ 25
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million, and the market share of this industry of food products varies between 90% for meat products.
The average household spending on these products is about 36% of the total spending on other
processed food products, and About 6 million dollars (Paltrade team, 2015).

In this part, two case studies of manufacturers of meat processing in Palestine are presented,
trying to show the differentiation and discrepancy between these two cases in the use of quality

systems and their reflection on the success of their products.

2.3.3 Two Case Studies

To understand the reality of the canned meat industry and examine the impacts of applying
quality systems on the processed meat sector in Palestine and its applying effects to improve the
competitiveness level on this industry locally and regionally. Palestinian food industry
companies can be categorized to the main forms of the administrative system: one is the family
business as Al Salwa Food Industries Company and Al-Islamiya food industries company. The
second administrative system is Like Siniora Company which owned by a holding company
APIC.

The researcher reviews the situation of two meat processing companies in Palestine; Siniora
Food Company and Al Salwa Food Industries Company.

Choosing AL Salwa industries company refers to 3 main reasons, First, the researcher is already
part of the administrative organization of ALSalwa, so that gives him more flexibility to send the
E questionnaires to his colleagues and employees in the company. The second reason refers to
Covid - 19 limitations and restrictions which could not help to reach other similar companies and
make sure that the E questionnaires will be filled. The last reason due to the data that should be

filled by different levels of employees in other competitive companies for AL Salwa company.
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While choosing Siniora company refer to the above reason that it has a different administrative
system about the family administrative system as AL Salwa Co.

These two companies are competitors in the Palestinian local market; they’re producing similar
products, but each has what distinguishes their products from the other. Each of them owns a
share in the local market which contains all governorates, in addition to their ambition to export
their product to the regional and international areas. An attempt is sought to find the
mechanisms of management and production that followed locally by these companies to
maintain a high-quality level of their products under this competition status between them at the
same time.

More specifically, the financial situation, the organizational structure of the two companies, the
certificates of food safety and quality and financial figures of their situation) (PFIU,2017) are
presented. Table (2) summarizes the market shares of meat processing and canning industries in
Palestine.

Table (2) List of PM Manufactories in Palestine

Company Market Share %
Al Madaen Co. 5%
Al Jaleel Al Islamiyah 5%
Al Sanabel 5%
Salwa Co. 10%
Others 15%
Seniora Co. 25%
AL Islamiyah Co. 35%
Total 100%

Source: Palestinian Food Industries Union (PFIU)



25

2.3.4 SALWA Food Industries Company

Is a private limited liability Shareholding Company, its performing in food industry concentrate
on frosted meat industries since 1997. The company always tries its utmost effort to meet its
consumers’ satisfaction and the market trends through a systemized production procedure by
adopting the ISO 22000, HACCP, and the Palestinian quality control certificate, to be recruited
in its production and operating processes. The company’s market gradually extended throughout
the Palestinian National Authority, including Gaza Strip, and successfully has engaged to the
Israeli and other regional market with fair quantities and remarkable consumer satisfaction, as
generated from the feedback gathered by various marketing activities (Torres,2014).

Salwa Foods produces a range of cooked meats in sausage form, cooked turkey breast, hot dogs,
and canned luncheon meat. Principle raw materials are mechanically-deboned meat, supplied
from lIsrael and Turkey portions. Packaging is very sophisticated, with some sausage casings
being imported from Ukraine. Turnover is some 7 million shekels annually. The company has
two brand names, Salwa which for the local markets, and Al Maqdisya in export markets,
principally in UAE and Jordan. Sales are 40% in local markets, 20% in Jerusalem, and 40% in
export markets. They are currently working at approximately 60% capacity. (SALWA, Website)
The company is considering essential alternatives for the sake of maintaining its progress and
development like expanding its scope of products to include canned products, besides
empowering its extension plans through reinforcing and maximizing its production capacity to
reach 200% of the current production volume by the end of the year 2020. Table (3) summarizes

SALWA Current Situation /SWOT Analysis.
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Table (3) SALWA Current Situation /SSWOT Analysis

Weaknesses
Strengths
1. Pure Palestinian Capital, 6. Insufficient production capacity and
2. Adopting and updating quality control and food divergence,
safety systems like 1ISO 22000 and HACCP, 7. Mainly rely on the local market.
3. Longterm of experience in food industries,21 years 8. Lack of financial fund
4. Recruiting technology and updating management | 9. Suppliers shall control the materials
systems (despite in restricted scale, expanded required for product packaging
recently),
5. good company’s reputation in the market.
Opportunities Threats
10. Leveraging production capacity and marketing | 16. Market shrinking relating to:
planning to maximize market share and profit. 17. New competitors interring the market,
11. Targeting the potential markets; locally in northern | 18. More Israeli restrictions on exporting to
WB, and globally in potential countries, Arab, Arab sector in Israel.
European, Canadian and American markets. 19. Political risk factor and its related
12. Reinforcing the company’s image conseqguences.
13. Restructuring marketing and sales department.
14. Developing adequate marketing and sales strategies,
15. Developing efficient promotional activities

Source: XPERT Consultancy. Capacity building. 2020
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SALWA Company tree structure:

General Manager

|

/ Deputy G M \
Production / l \
Manager
HR & Sales
mMaAnAger
Financial Manager

Figure (1): SALWA Company organizational structure

Quiality Control
High-quality department is the important element within the company for its function in
imparting strict and everlasting manipulating from best team on degrees of meat processing to be
conformable with the local and worldwide requirements. Incredibly, there are numerous fields of
control as comply with:
1. Inspection the raw material which utilized in production line.
2. Tracking utility of permitted specs and standards as observe:

- Product specifications.

- Product composition.

- Product shelf life.

- Product inspection inside the laboratory.
3. Making sure the cleanliness and appropriateness of all of the enterprise's centers.
4 Controlling the labour.

5. Complying with up the satisfactory structures inside the organization.
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The organisation characterised by means of utility the worldwide quality structures “IS0220007,
which works on complying with-up the control of meals protection in all employer’s facilities, so
that there are methods to manipulate and replace this machine includes:

- internal audit, via humans with experience and enough information.

- outside audit, by means of authorised global group, checking the software of food protection

strategies inside the company.

There are strong and close dating among the organization represented by using satisfactory
manipulating guarantee branch and the Palestinian universities with training packages for college

students in all departments of the company.

2.3.5 Siniora’'s Food Industry Company

Is one of the oldest canned meats processing organizations in Palestine, it began within the port
of Jerusalem in 1929 and then advanced and multiplied till its first manufacturing unit became
installed in Jordan. In 1996, the Arab Palestinian Investment Enterprise (APIC) obtained
Siniora’s two branches. Thru APIC’s substantial investments, Siniora witnessed an exponential
boom in assets and capacities that allowed it to feature new product traces and integrate the state-
of-the-art technology that handed the very best standards of best in food manufacturing,
providing markets past Jordan and Palestine into Syria, Lebanon, Saudi Arabia, the United Arab
Emirates, Kuwait, Qatar, Omar, Yemen and Bahrain. These days, Siniora operates some of the
maximum advanced factories inside the global in the processed meat enterprise.

As part of the enterprise’s strategies, Siniora is buying and selling company turned into installed

in 2009 as a distribution organization to extend into the Saudi marketplace. Saudi Siniora has a
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facility in Riyadh that boasts 3,500 rectangular ft of storage space, in addition to a department in
Jeddah and one in Dammam.

Siniora has additionally based studies and development middle to boom clinical research, pursue
in addition medical methods and innovate new and interesting merchandise that satisfies our

clients” evolving tastes and preferences.

Quality and Food Safety Planning
Excellent and meals safety making plans is of the maximum priority for the management team at
Siniora meals industries. Planning regarding meals protection and high-quality is exactly
controlled and adheres to one or extra of the following:

- The company’s excellent and food safety objectives

- The company’s strategic plans and desires

- International and/or neighborhood market trends

- Avvision of future marketplace wishes

- The requirements and expectations of customers, or purchasers

- Control’s angle of the company’s performance and its improvement.

Quality and food safety planning in Siniora results in any of the following:
- Necessities for brand new or extra skills and understanding in the company
- The introduction of a development plan
- The definition of obligation and authority for enhancements plans

- The identification of assets required for development methods.
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Quality Control

Good enough sanitation ideas are implemented in all the employer’s operations from the
receiving, analyzing, transporting and segregation of food to the preparing, manufacturing,
packaging, and storage of food. Appropriate first-class control operations are hired to make
certain that all meals are suitable for human consumption and that meals-packaging substances
are safe and suitable. Usual sanitation of the manufacturing facility falls under the supervision of
1 or extra people assigned duty for this characteristic within Siniora, and it takes all reasonable
precautions to make sure that production procedures do now not contribute to infection from any
supply.

Eventually, Siniora continues the best degree of first-rate and consistency over its diverse variety
of products due to the emphasis it has positioned on food protection and best. It also makes
steady enhancements due to the possibilities recommended through its rigorous first-rate

management strategies.

2.4. Previous Studies

In this part the researcher reviews the most important empirical previous studies that investigated
the effect of using quality systems on consumer satisfaction, the market, marketing, and the
administrative performance of the factory or organization. many studies investigated the role of
the quality management system and its dimensions on competitiveness. As Abdul Hamid study
(2015) shed light on the importance of quality and ISO specifications in activating the
competitiveness of the economic institution, and to identify the role to improve the reputation of
the companies in the market, the impact of gaining the trust of the customer. In addition, it aims

to know their role in increasing the competitiveness of the companies.  The study found that



31

there is an impact of ISO certification on improving its reputation in the market, gaining
consumer confidence, and increasing its competitiveness through market and the ability to
achieve customer satisfaction.

Abdul Hamid met with Kafetzopoulos & others (2015) study who investigated the effect of
applying the variables of total quality management system on the competitive advantages
followed in the Palestinian industrial establishments. Descriptive approach via questionnaire was
adopted as a main tool in collecting data by distributing it to the sample of the study. The study
population consisted of directors and heads of quality departments in the Palestinian industrial
establishments in the West Bank that are 1SO 9001 certified. The study concluded that the 1SO
standards contribute to enhancing the confidence of customers in the product, granting the
opportunity to enter and occupy a strong mark in the international markets, in addition to
reducing the percentage of lost effort and saving the money spent on correcting the situation of
companies

Also, Al-Ali and others (2019) emphasizes the role of adopting the TQM system in improving
the productivity of production institutions and factories and concluded that continuous
improvements in production through the adoption of TQM to suit the size of the institution must
maintain the sustainability of growth rates in productivity. One of his study recommendations is
that continuous improvement in productivity is achieved through improvements in technological,
human, and administrative aspects.

And the relationship between the adoption of the philosophy of total quality management and
strengthening of competitive advantage of the organization (Yousif & Others.2017). that the
relationship between quality and increasing market share, quality and costs through enhancing

customer satisfaction in the product, Product specifications and international quality standards It


https://www.emerald.com/insight/search?q=Dimitrios%20P.%20Kafetzopoulos
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IS imperative to enhance its competitiveness both at the local and global level and ensure its
survival and continuity in the market. this relation highlighted through

Kendal (2008) Fogale (2015) highlighted the impact of the application of the TQM variables
on the competitive policies. Where developing of products as a source of competitive advantage,
considering that the survival of the institution in the market requires the search for methods to
develop its products. and as a basis in the process of product development, they see that
continuous product development to develop a competitive advantage in the enterprise.

On the on other hand Angelova and Zeqiri (2011) presents the concept of customer satisfaction
in the where activities emphasized on quality management in food industry enterprises. A
valuation of organizational activities was provided by researchers provided in the area of
customer satisfaction management by performing a cross-cultural study, where these entities
possess quality systems, certified according to the 1ISO 9001:2000 standard. The justification for
this study raised from recent analysis trends in quality management systems. Many business
organizations are mindful that improving their business performance requires the need to satisfy
customer needs, and by delivering a high-quality product. Often, the decision to invest in quality
management systems becomes a higher requirement in these organizations' agendas, because
customer satisfaction becomes an important factor for their success. This is an important method,
but instead, these business organizations are emphasizing more on the technological standards of
quality and either ignore or forget about the relationship with customers, and the importance of
customer satisfaction, convincing themselves that having good products, guarantees their
customer satisfaction.

Almost a recent study by Sayyed (2017) examined the connection between total quality

management (TQM) practices and their outcomes on companies’ performances in Palestine. It
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additionally objectives to talk about control dedication, employee involvement, education and
schooling, reward and reputation on exceptional development within 57 Palestinian firms. The
take a look at employs survey information amassed from Palestinian production and provider
firms. The consequences of this have a look at discovered that management commitment, worker
involvement, training, schooling, rewards and popularity are considerably definitely related to
firms’ excellent development practice. It became perceived that employee involvement was a
dominant aspect for exceptional development; it changed into associated with tremendous
improvements in companies’ satisfactory development.

Atiyah & Others (2019) and Ahmad & others (2011) tried to identify the reasons for the lack of
competitiveness of the Palestinian food industries, whether it is the low quality of their products
or the high price levels compared to their imported counterparts. The sample was for the food
factories in the West Bank. This is due to the difficulty of movement of their products and
similar circumstances that affected the Palestinian economic activities in general. the two studies
concluded to number of results, the most important one is that the food industry suffers from
several problems, including: Low specialized skills in this type of industry, and their inability to
have an international presence for their products, this means a lower rate of their exports
compared to some other industrial sectors. And they recommended the need to focus on raising
the quality factor through the adoption of world-famous methods in this sector, with a focus on
the necessity of working to raise the quality factor of Palestinian products for its role in the
development of the Palestinian product, in line with the renewal of consumer tastes and high
export rate when adopting world famous methods for these sectors, and the continuous attempt to
obtain international certificates in this regard sector. in addition to Quality, audits can effectively

contribute to build the competitiveness of Arabic products and consolidate them in an advanced
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competitive position that enables them to gain an adequate share in the global markets through
review of Quality System, Product Design, Product Quality Assurance, Environmental Quality

Measurement Systems, and Quality Costs.

2.4.1 Summary of Previous Studies

Previous studies (Abd Al-Hamid, 2015) (Ahmad & Others, 2011) (Angelova & Zeqiri.2011)
(Sayyad.2017) showed the impact of the main dimensions of quality management systems
strategy to raise the level of competitiveness in the processed meat market in Palestine. Firstly,
Quality Systems Management including strategic planning, product quality, and obtaining a local
and international quality certificate due to its impact on the institution’s reputation in the market.
Secondly: the customer services and its relationship with customer satisfaction, and its impact on
competitiveness, third: the factory’s administrative performance as basic dimensions on which
the strategy of quality systems in the local market is based. While Yousif (207) focused on the
relationship between adopting the philosophy of total quality management and building and
enhancing the competitive advantage of the company or institution by raising the capabilities to
enhance customer satisfaction with the product.

On the other hand, Atiyah & Others (2019) pointed out in his study on identifying the reasons for
the lack of competitiveness of the Palestinian food industries, whether that is due to the low
quality of their products or the high price levels compared to their imported counterparts, the
study concluded that ISO standards contribute to enhancing customer confidence in the product,
and giving the opportunity to enter and occupying a strong mark in the global markets, in

addition to reducing the percentage of wasted effort and saving money spent. This study will
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attempt to show the effect of applying the dimensions of the quality systems strategy in the
processed meat sector in Palestine in raising the competitiveness.

Accordingly, this study aims to examine if there an impact of applying the quality management
systems strategy ‘s dimensions in the meat processing industry in Palestine on competitiveness

factor in this sector.
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Chapter Three
Research Methodology

3.1 Overview

This chapter includes and discusses the following topics, research design, data collection,
primary and secondary data, thesis instrument (questionnaire design and the questionnaire steps),
validity and reliability of questionnaire, conceptual model, population of the study, sample size

and method of data analysis.

3.2 Research Design

Research design is the framework of research methods and techniques that allows researchers to
focus on research methods that are suitable for the subject matter and set up their studies up for
success. Using a research design helps to guard against possible chances of failure in a study.
This implies that when an enquiry is conducted, it is necessary and important to anticipate each
research problem and decide on what to do, and then one can increase chances of controlling the
research procedures. In this sense, research design is self-regarding, and correction is made into
the conduct of enquiry leading to an improvement and perfection of an integral part of every
research effort.

The researcher attempts to determine the tools that the Palestinian decision makers need to
support processed meat sector, which is done by taking the main share of food industries
(estimated by 90% for meat products while 30% for dairy products). In addition, to determine
the impact of the strategic meat processing on the Palestinian economy and discussing the
methods of facing the changes and grabbing the opportunities to improve competitiveness in this

sector. The impact of COVID-19 led to the restriction of this research work to the meat
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processing industry and the related factors that of implementation of QMS, due to health

restriction, therefore, the researcher used the virtual connection with target group.

3.2.1 Data Collection
The data collection to be used should be within the context of the research objectives and

hypotheses. The sources of data collection were the primary sources.

3.2.1.1 Primary Data:

The main source of data to be used in this thesis is the questionnaire. To facilitate useful
information, self-developed questionnaires have been administered. Questionnaire is one of the
most useful tools for data collection which aims to measure the importance of implementation of
quality management strategies system, customer’s services and administrative performance
design on competitiveness policies of meat processing industry.

Questionnaire: It took the form of virtual questions given to meat processing factories. Based on

the thesis objectives, the questionnaires were prepared.

3.2.1.2 Secondary Data:

These are already existing data that can be easily being gotten from various sources they can be

from journals, bulletins, textbooks, newspapers, periodicals. etc.

3.3 Thesis Instrument
The researcher adopted the following method for this thesis.
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3.3.1 Questionnaire Design

The thesis survey questionnaire consisted of seven sections; the first section is the strategic plan
of factory. In this section the researcher used direct and indirect sub- questions refer to vision
and mission and strategic values of the factories; it has eighteen questions. The second and third
sections are about quality of products features and existing quality certificates; they have twelve
sub-sections. While the performance of senior management section has nine sub- questions to
measure the performance of senior management section in processed meat factories. In addition
to production cost which has six questions and availability of supply and production inputs
management section has eight questions. The last section related to marketing and sales

management with focusing on customer satisfaction, it has nine sub-questions.

3.3.1.1 The Questionnaire Building Steps
In order to build an administered questionnaire, the researcher used five scales for the seventh
dimensions in the questionnaire, each scale in the below table contains the main items used in

this thesis. Table (4) summarizes the questionnaire scales based on Parasurmann (1988).
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Table (4) Study questionnaire questions

Variable Dimensions
Quality Strategic plan of manufacturer
management
system quality of products

quality certificates

Competitiveness Production Cost

Supply & production inputs

management
Administrative Performance of senior
performance management
Customer ‘services Marketing and sales

management with focusing on

customer satisfaction

Source: Persuraman et al. (1988)

Indicator or Clause or Item

Strategy formulation Quality management
strategy of the manufactories

The engagement of all employees in the
pursuit of quality

A commitment to quality from the top of
your organisation.

A commitment to continual quality
improvement

A commitment to evidence based decision
making

Strategy formulation TQM of the
manufactories

Strong relationship management of
customers, suppliers and regulators.
Significant access to, or control of,
distribution channels in the market (e.g.
products or brands that are widely stocked
or demanded by intermediaries who
provide distribution to the final consumers.
A high (and perhaps leading) market share
—measured in either value or volume
terms. The leading firms in a market
usually enjoy a significant proportion of
the available revenues or customer demand

Establish priorities to motivate employees
to take actions and make decisions, which
are consistent with organizational goals.
Communicate direction to the rest of the
employees

Provide feedback

Evaluate and reward behavior

Challenge assumptions

Check positions

Inform managerial decision-making
process

A true customer focus in your approach to
product development and delivery.
Equipment used to provide service
keeping records correctly

Performing the services at designated time
Prompt services

Easy accessibility of services

Good service for customer
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3.3.2 Validity of Questionnaire
The questionnaire passed through many steps before giving the final version to the target

respondents. The questionnaire sent to four evaluators to evaluate each dimension and its
consistency to reach the main objectives of the thesis. All evaluators agreed that the mentioned
dimensions and items in the questionnaire will achieve the main research objectives

The first draft: the questionnaire was structured into sixty-eight items, fifteen items for
competitiveness features; quality management system (QMS) has thirty items, nine items for
administrative performance and nine items for customer’s service.

Qualification, and Age, Job position, position, and years of Experience). the importance of this
section referring to study the impact of the Quality system strategy on the competitiveness of
manufactories & measuring it through collecting the perceptions of manufactories employees.

3.3.3 Reliability of Questionnaire
Pre-testing the questionnaire is considered important based on the earlier observations to pilot

test the questionnaire to ensure its reliability. The researcher distributed the questionnaire in
several stages, the first stage and the following stages were aimed at achieving consistency for

the respondents’ response to the questionnaire. (MacKenzie, 2003)

As Table (5) shows the Reliability tests Cronbach’s Alpha by SPSS which is the most common
measure of internal consistency (“reliability™). It is most commonly used when you have multiple
Likert questions in a survey/questionnaire that form a scale and you wish to determine if the

scale is reliable.
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Table (5): Reliability tests Cronbach’s Alpha

Construct Items Reliability
Competitiveness 15 0.999
Quality management system (QMS) 30 1
Administrative performance 9 0.867
Costumer’s services 9 0.867
Total value 61 0.959

The validity of the questionnaires was examined by coefficients correlation and the results (for
61 items, except the demographic information) dimensions were above 0.5, also, the reliability of
the instruments was tested by using Cronbach’s Alpha coefficient and the result was found to be
more than 0.7, the Cronbach’s Alpha coefficient for all dimensions was 0.9593.4 Conceptual
Model.

The overall objective of this thesis is to find out the role of QMS, customer’s services and
administrative performance on competitiveness in processed meat industry, the conceptual
framework for this thesis is developed from the above literature review mentioned previously, as

shown in Figure (2).
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Figure (2): Thesis Conceptual Model
The framework shows the variables used on the above model along with its types and the related

indicators per each variable. Quality Management strategy dimensions is the independent

variable which consists of three dimensions (Quality management System, Administrative
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performance, Customer’s Services), the dependent variable is competitiveness. Table (6)
Summarizes the Research variables and its related indicators

Table (6): Research variables and its related indicators

Variables Type

- Quality management system (QMS) Independent
— Administrative performance

— Costumer’s services

—  Competitiveness Dependent

3.4  Population of Study
The population of study is limited to the employees of the meat processing factories working in
West Bank. According to the Chamber of Commerce and Industry in Ramallah there are six
main factories that are actually operating in the West Bank which are Al Islamiyah Co, Seniora
Co, Al Madaen Co, Al Jaleel Al Islamiyah, Al Sanabel, AL Salwa Co. The average number of
employees in these meat processing factories range between 50-500 employees. The researcher

focused on only on Seniora Co & Al Salwa Co due to the justification that mentioned previously.

3.5  Sample Size
The researcher uses random sample, in order to insure the equitable presentation for all targeted

processed meat manufactories. The sample size of this study is identified according to the
following equation (Krejcie and Morgan, 1970)

Population size: The total number of people in the group you are trying to study. in this research
the population size around 500. according to this number with 95 % Confidence Level (The
probability that your sample accurately reflects the attitudes of your population the standard is

95%).and 5% Margin of Error (The range measured as a percentage that your population’s
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responses may deviate from your sample’s). and by Calculate sample size (sample size is the
number of completed responses your survey receives. It’s called a sample because it only
represents part of the group of people (or target population) whose opinions or behavior you care
about.) it will should be 218.

But due to corona pandemic the researcher used the electronic form to distribute the

questionnaire, which minimizes the size of the sample to 147 responses.

3.6 Method of Data Analysis
The data was analyzed by using the Statistical Package for Social Sciences (SPSS-AMOS)

version 21. The data were checked for entry errors. The relationship between the demographic
variables and other all dimensions were analyzed by the using parametric tests: frequency to
describe the demographic variable, mean and standard deviation to answer the research
questions, one sample T test, independent T test, and One-way ANOVA and LSD tests to test
hypotheses, Pearson correlation test to examine the relationship between endogenous and the

exogenous variables.
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Chapter Four
Data Analysis and Results

4.1 Overview

In order to achieve the main aim of the current study, a random sample was selected by using a
virtual questionnaire. Also, data were collected by using five point-Likert scales. In this chapter
presented the findings of the current research: Participants’ s Demographics, Research questions,

and finally Testing hypotheses.

4.1.1 Participants’ s Demographics

Table 7 presents the sample data in relation to sex, qualification, and age, job position, position
and years of experience.

Table (7): Descriptive statistics of demographic variable

Demographic variables Frequency Percentage
Sex Male 105 71.4%
Female 42 28.6%
Total 147 100.0
Qualification High School 28 19%
Diploma 28 19%
Bachelor 77 52.4%
Master 14 9.5%
Total 147 100.0
Age Less than 25 28 19%
25-35 56 38%
36-45 42 28.6%
More than 45 21 14.3%
Total 147 100.0
Position Head of the 126 85.7%

Department
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Employee 21 14.3%
Total 147 100.0
Years of experience Less than 5 49 33.3%
5-16 63 42.9%
16-26 28 19%
More than 26 7 4.8%
Total 147 100.0

As shown by the above table, out of a total of 147 respondents; The weight between the male and
female is 71.4%: 28.6%. As to the age, the (25-34) group covers the highest weight, that is,
38.1%; while the category of (over 45), become lowest. The second largest group is the
respondents whom ages are (less than 25), which covers 14.3%. Given that, the researcher can
see the most employees of processed meat manufactories in Palestine are mainly the young and
middle-aged ones from (25-34) years old. Subjects were also inquired about their qualifications
and 10% of them were postgraduates (master), 52 % were graduates (BA), while remaining 19 %
did diplomas 19% had a High school certificates. Therefore, the percentage of interview with
bachelor degree is the highest. Most respondents had administrative position (86%), while 14%
are not respond on this question. As to the years of experience, the (5-16) group covers the
highest weight, that is 43 %; while the category of (more than 26 years), become lowest (19%).
The second largest group is the respondents whom years of experience are less than 5 years

which covers 33%.
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4.2 Research Questions

According to the mean and the standard deviation, this section aims to answer the thesis
questions. By showing up the level of QMS, administrative performance, customer ‘services,
competitiveness and their dimensions. To classify the level of items on Likert scale, the
researcher considered that if the average item is (3.67-5), then the level is high, (2.34-3.66) is

average, and for the low-level item it will be average (1- 2.33), (as seen in Table 8). (Jamieson,

2004).

Table (8): Level of items on the Likert scale
Classifications Degree Scale Range
High Agree / strongly agree 3.67-5
Moderate Undecided 2.34-3.66
Low Disagree / Strongly Disagree 1-2.33

Source: (Jamieson, 2004).

Table (9) summarizes the answers related to the question: “What is the level of Quality
Management System in the processed meat Industry in Palestine?””.

Table (9.A): Mean and Standard Deviation of Quality Management System (QMS) strategic plan
dimension

Items Mean Standard Level
Deviation
Strategic plan features
1 The company sets a clear vision for it 3.524 1.3362 High
2 The company develops a long-term strategic plan 3.524 1.3362 High
3 A company has a private message to work with 3.524 1.3362 High
4 The company's mission is clearly focused on quality 3.524 1.3362 High
5 The company reviews its objectives through a 3524 13362 High
comprehensive planning process
6 The company allocates sufficient financial and
human resources for the successful implementation 3.524 1.3362 High
of strategies
7 The company has a comprehensive measurement
system (indicators) for the strategic plan that covers 3.524 1.3362 High
the main operating areas
8 ;’he_re are teams at each level in the company 3524 13362 High
edicated to setting company goals
9 There are work teams at each level in the company
dedicated to devising appropriate action plans to 3.524 1.3362 High
achieve its goals
10 | The company directs its policies to meet the needs of 3.524 1.3362 High
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the customers

11 | The company directs its programs to meet the needs 3524 1.3362 High
of the customers

12 | The company directs its resources to meet the needs 3524 13362 High
of the customers

13 The company directs its policies to meet the needs of 3524 1.3362 High
its workers

14 Thge company directs its programs to meet the needs 3524 13362 High
of its workers

15 Th_e company directs its resources to meet the needs 3524 1.3362 High
of its workers

16 The company directs its policies to meet the needs of 3524 1.3369 High
its owners

17 Th_e company directs its programs to meet the needs 3524 13362 High
of its owners

18 A company directs its resources to meet the needs of 3524 1.3369 High
its owners

dimension between (3.4-5), all respondents believed that their manufactories deigned &
implemented high QMS standards. For instance, the item seven under strategic plan dimensions
“The company has a comprehensive measurement system (indicators) for the strategic plan that

covers the main operating areas “got high level mean (M=3.524) & (SD= 1.3362) with 70.48%

As shown in the (9.A) table; Whereas the mean for all of 18 items refer to strategic plans

importance percentage.

Table (9.B): Mean and Standard Deviation of Quality Management System (QMS) Product’s
quality dimension

Product’s quality
# | ltems Mean Standard Level
Deviation

1 |The qugllty of our products is high compared to the 3.449 13507 High
competitors

2 | The company is constantly improving its products 3.592 1.3332 High

3 | The company's customers rl1ave high confidence in 3524 13362 High
the quality of the company's products

4 | The company accepts feedback and suggestions on 3524 13362 High
product quality

5 | The company takes the suggestions aimed at
improving the quality of its products and works to 3.524 1.3362 High
implement them

6 | The company is concerned with the quality of the .
raw materials used 3.585 1.3591 High
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7 | The company is interested in applying the concept of 2503 1.2947 High
total quality management

8 | The returned product rate is low in the company 3.503 1.3364 High

9 | The company uses tools to control product quality 3.524 1.3362 High

Table (9.B) Shows All the dimensions reflected how MP the manufactories seeking to raise
their product quality; item six under the product quality dimensions under the product quality
dimension "The company is concerned with the quality of the raw materials used" show the
importance of quality standards with (M=3.585, SD = 0. 1.3591) with high importance

percentage 71.70%.

Table (9.C): Mean and Standard Deviation of Quality Management System (QMS) Quality
certificates dimension

1 Doe§ the company seek to thaln more than one 3524 13362 High
quality certificate at the same time
2 If your company has not obtained any type of quality .
certificates, is there a way to obtain that. 3.524 1.3362 High
Quality Management System 3.524 1.336 | High

The most important item in QMS dimension is accepting MP Manufactories the suggestions and
feedback due to its role to improving their Products quality (Table 9.C) with High mean (M=
3.524. SD=1.3362) for item “The company takes the suggestions aimed at improving the quality
of its products and works to implement them.”

Totally, all items for QMS dimensions had a high level, that’s mean that there is a high level of
implementation of QMS standards in processed meat manufactories with (M =3.524,
SD=1.3360).

Table (10) summarizes the answers related to question: “What is the level of Customer’s

Services in meat processing factories?”
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Table (10): Mean and Standard Deviation of Customer’s services dimension

Items Mean Standard | Level
Deviation
1 | The company measures customer satisfaction using 3524 13362 High
questionnaire, interviews, or calls
2 | The company measures customer reactions using 3.596 13201 High
questionnaires, interviews, or calls
3 | The company conducts a benchmarking of
customer satisfaction as compared to that of 3.524 1.3362 High
competitors' products
4 | The company uses a variety of methods to build .
good relationships with customers 3.641 1.2339 High
5 | The employees of the company are informed of the .
. 524 1.3362
needs and desires of the customers 35 33 High
6 | Customer complaints are used as inputs to improve 3.486 13483 High
production process practice
7 | The company fol!ows a policy of delivering orders 3524 13362 High
to customers on time
8 | The company focuses on after sales services. 3.447 13095 High
9 The_company is committed to providing after-sales 3.486 13483 High
services.
10 | The company is concerned with the internal
customer (the worker) as much as it is concerned 3.632 1.2276 High
with the external customer (the customer).
5 .
Customer’s services s LS High

mean that there is a high level of customers services in processed meat industry with (M=3.538,
SD= 1.3145), whereas the mean for all of them from (3.4-5), the respondents believed that the
third item “The company conducts a benchmarking of customer satisfaction as compared to that
of competitors' products” very important item in customers services dimension due to its great h
mean M=3.524, SD=1.3362 with important percentage 70%, in the same level of importance
with item five “The employees of the company are informed of the needs and desires of the

customers” reflecting the importance of customer satisfaction to improve the production process

(M=3.524) 70.48% .

Also, as Table(10); all items for customers services dimensions had a high level, that’s
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While the item seven and eight appear as priorities for MP manufactories. Since their mean are
(M=3.447, M=3.486) due both of them focusing on the after-sale services as policy and service
with percentage 70 % for both

Table (11) shows the answers related to the question given by: “What is the level of

Administrative performance of processed meat factories?”

Table (11): Mean and Standard Deviation of administrative performance dimension

Items Mean Standard | Level
Deviation
Performance of senior management

1 | The company de_termmes the quality policy and 3.645 12371 High
actually applies it

2 | The company bears its respon3|b!llty for the qugllty 3.504 13362 High
of performance when implementing any operation

3 | The company deals with improving the quality of
performance as a way to raise the level of 3.447 1.3225 High
efficiency

4 | The company gives considerations of quality more 3524 13362 High
than cost

5 | The company is committed to the standards of .
protecting society and the environment 3.550 1.3641 High

6 | The company gctl\_/ely supports male / female 3.447 13005 High
workers participation

7 | The d_|r§ect supervisor in the company is responsible 3.504 13362 High
for raising and promoting quality

8 | The direct supervisor in the company accepts
change and is considered part of the company's 3.447 1.3225 High
culture

9 _The company con_stantly strives to apply 3.645 12371 High
international quality standards

Administrative performance e i High

In addition, as table (11); all items for Performance of senior management dimension had
a high level, that’s mean that there is a high level of performance of senior management in

processed meat industry in Palestine (M=1.79362, SD=0.5603), whereas the mean for all of
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them from (3.4-5), respondents believed that the first item “The company determines the quality
policy and actually applies it” were the most important item in Employees Behavior dimension
due to its high mean M=3.645 with 73% importance percentage. in send stage comes the 3rd
item “The company deals with improving the quality of performance as a way to raise the level
of efficiency” which consider the quality of performance of employees as a very important item
with (M=3.447)

& percentage 70%.

“The company actively supports male/female worker’s participation” item with (M=3.447,
SD=1.3225) which appear the level of supporting the employee’s male /female who are active, in
a very effective with good percentage 69.7%.

Answers related to the study question: “What is the level of competitiveness dimension of meat
processing factories?” are tabulated in Table (12).

Table (12): Mean and Standard Deviation of competitiveness dimension

Items Mean Standard | Level
Deviation
Supply & production inputs management

1 | The _purchasmg detparyment is responsible for the 3502 19538 High
quality of production inputs

2 | The company requests clear qnd accurate 3524 1.3362 High
specifications from the suppliers

3 | The company selects its suppliers according to High
quality control standards to ensure the quality of 3.524 1.3362
the products

4 | The company selects its suppliers based on quality 3.476 1.3362 High
over price

5 | The company builds long-term relationships with 3524 1.3362 High
suppliers

6 | The company seeks to integrate its suppliers in High
planning processes to improve the level of 3.524 1.3362
production

7 | The company seeks to integrate its suppliers in 3.476 1.3362 High
product development processes

8 | The company relies on a timely material ordering 3.429 12980 High
system to reduce storage costs
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Cost of production

1 | The company pursues a strategy base_d on the 3524 1.3362 High
lowest costs compared to the competitors

2 | The prices in the company are low compared to the 3524 1.3362 High
competitors

3 | The cost of the products is low compared to the 3524 1.3362 High
competitors

4 | The administrative expenses in the company are 3,500 1.3650 High
considered low compared to the competitors

5 | The company's dlstrlbut!on expenses are low 3524 1.3362 High
compared to the competitors

6 | The percentage of used energy of the company is High
higher than its counterparts in the competing 3.524 1.3362
companies

Competitiveness 3.513 1.3296 High

Finally, in Table( 12); all items for competitiveness dimension had a high level, that’s
mean that there is a high level of competitiveness in processed meat industry (M=3.513,
SD=1.3296), whereas the mean for all of them from (3.4-5), the respondents believe that the
most processed meat manufactories build strong relation with supplier based on quality & price
together; for example, item four under section Cost of production “The company selects its
suppliers based on quality over price “ (M=3.500, SD=1.3650) with high percentage reach 70%,
furthermore, item five the company builds long-term relationships with suppliers “(M=3.524 )
under the supply and production inputs management dimension with importance percentage
70.47%.

On the other hand, the respondents think that their manufactories followed strategy based on the
lowest costs compared to the competitors (item one) under cost of production dimension with
high mean (M=3.524) 70.47%. while Item six show the using of full/highest percentage of the
energy by MP manufactories “The percentage of used energy of the company is higher than its

counterparts in the competing companies” with high mean (M=3.524) percentage 70.47%.
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4.3  Hypotheses Testing
Hypothesis testing is an act in statistics whereby an analyst tests an assumption regarding a

population parameter. The methodology employed by the analyst depends on the nature of the
data used and the reason for the analysis. Hypothesis testing is used to assess the plausibility of a
hypothesis by using sample data. In hypothesis testing, an analyst tests a statistical sample, with
the goal of providing evidence on the plausibility of the null hypothesis

Several statistical tests (SPSS) were used: one sample T test, independent T test, and One-way
ANOVA and LSD tests to test hypotheses, Pearson correlation test to examine the relationship
between endogenous and the exogenous variables.

Main Hypothesis:

HO-1: quality management system (QMS) has no a role to improve meat processing
industry (PMI) in Palestine.

One sample t-test was used to examine the null hypothesis that (QMS) dimensions doesn’t play a
role in meat processing industry (PMI) in Palestine., with a 95% level confidence, Table (13)
shows that the QMS (mean=3.6523, SD=1.68827) was significantly results support that the
alternative hypothesis which means that (QMS) dimensions plays a role in the in-meat
processing industry (PMI) in Palestine, as same as for all dimensions.

Table (13): The results of one sample t test for QMS Dimensions

Dimensions Mean Std. T-value |P -
deviation value
Strategic plan 3.5238 1.33618 | 31.521 .000
Product ‘quality 3.5253 1.30853 | 32.201 .000
Quality certificates 3.5246 1.32070 | 31.897 .000
QMS 3.6523 1.68827 | 25.870 | .000
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HO-2: Customer’s Services has not a role to improve processed meat industry (PMI)
in Palestine.
One sample t-test was used to examine the null hypothesis that customer's Services doesn’t play

a role in processed meat industry (PMI) in Palestine with a 95% level confidence, Table (14)
shows that the Customer's Services (mean=3.5196, SD=1.68326). The results support that the
alternative hypothesis which means that Customer's Services plays a role in the in processed
meat industry (PMI) in Palestine

Table (14): The results of one sample t test for Customer’s Services.

Dimension Mean Std. T-value | P —
deviation value
Customer’s Services 3.5196 1.68326 | 24.991 | .000

HO-3: Administrative performance has not a role to improve processed meat
industry (PMI) in Palestine.
One sample t-test was used to examine the null hypothesis that Administrative performance

doesn’t play a role in processed meat industry (PMI) in Palestine., with a 95% level confidence,
table (15) shows that the Administrative performance (mean=3.5122, SD=0.400194). The results
support that the alternative hypothesis which means that Administrative performance plays a role
in the in processed meat industry (PMI) in Palestine.

Table (15): The results of one sample t test for administrative performance.

Dimension Mean Std. T-value | P —value
deviation
Administrative performance 3.5122 | 1.80178 | 23.298 .000

HO0-4: Competitiveness dimensions have not a role to improve processed meat
industry (PMI) in Palestine.
One sample t-test was used to examine the null hypothesis that competitiveness dimensions

doesn’t play a role in processed meat industry (PMI) in Palestine., with a 95% level confidence,

Table (15) shows that the competitiveness dimensions (mean=3.5085, SD=1.30509). The results
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support that the alternative hypothesis which means that competitiveness plays a role in the in

processed meat industry (PMI) in Palestine. as same as for all dimensions.

Table (16): The results of one sample t test for competitiveness

Dimension Mean Std. T-value | P —
deviation value
Cost of production 3.5238 | 1.33618 | 31.521 .000

Supply &  production inputs 3.5085 1.30509 | 32.130 .000
management

HO-5: There is significant difference in the role of independents variables in
mediating the impact of competitiveness due to sex (demographic variables) in the
PM industry in Palestine.

An independent t-test used. Given the Table (17), with a 95% level confidence tell: There is

significant difference in exogenous and endogenous variables in PM industry due to sex
since the p-value of the observed t statistic is less than 0.05. Hence, the researcher can accept
the alternative hypothesis there is no significant difference in exogenous and endogenous
variables in the PM industry due to sex. Except the variable “Administrative performance
“since the p-value is 0.133 whish’s more than 0.05, the null hypothesis fails to be rejected
that demonstrated for no significant difference in Administrative performance due to sex of
employee’s PM manufactories, which means male & female employees’ are effective in
same level in Administrative performance, male mean (M=3.5696), female

mean(M=3.3687).

) There is significant difference in exogenous and endogenous variables in the PM
industry due to sex.

Table (17): The results of independent t test according to sex

Dimensions Sex N Mean Std. T-value | Sig.
deviation
Quality Management System Male 105 | 3.8474 1.78394 | 10.562 | .001

Female | 42 | 3.1646 1.31761

Customers Services Male 105 | 3.5591 1.75437 8.352 .004
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Female | 42 | 3.4208 1.50611
Administrative performance Male 105 | 3.5696 1.95633 2.284 | .133
Female | 42 | 3.3687 1.35012
Competitiveness Male 105 | 3.5612 1.75064 4.755 | .031
Female | 42 | 35418 | 1.11754

HO-6: There is significant difference in the role of independents variables in mediating the
impact of competitiveness due to qualifications (demographic variables) in the PM industry
in Palestine.

One-Way ANOVA test was used to Give the Table (18), with a 95% level confidence the
researcher can tell: There is no significant difference in exogenous and endogenous variables in

the PM industry due to qualifications since the p-values of the observed F- statistic are greater

than 0.05. Hence, the researcher can accept the null hypothesis that there is no significant

difference in exogenous and endogenous variables in the PM industry due to qualifications.

Except the variable "Customers Services" since the p-value is 0.012 which’s less than

0.05, so the researcher accepts the alternative

difference in due to qualifications.

hypothesis that demonstrated for significant

2) There is no significant difference in exogenous and endogenous in the PM industry due

to qualifications.

Table (18): The results of F- test for exogenous and endogenous variables according to
gualifications

Dimensions Sum of Df Mean F Sig
Squares Square

Quality Management | getween Groups 21.410 3 7.137 2.585 056

System
Within Groups 394.730 143 2.760
Total 416.140 146

Customers Services | getween Groups 30.592 3 10.197 3.807 012

Within Groups 383.077 143 2.679
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Total 413.669 146
Administrative Between Groups 22.495 3 7.498 2375 073
performance
Within Groups 451.483 143 3.157
Total 473.978 146
Comparativeness | getween Groups 5.840 3 1.947 765 516
Within Groups 364.111 143 2.546
Total 369.951 146

HO-7: There is significant difference in the role of independents variables in mediating the

impact of competitiveness due to age (demographic variables) in the PM industry in

Palestine.

One Way ANOVA test was used to Give the Table (19), with a 95% level confidence the
researcher can tell: There is no significant difference in exogenous and endogenous variables in
the PM industry due to age of employees since the p-value of the observed F statistic is greater

than 0.05. Hence, the researcher can accept the null hypothesis that there is no significant

difference in exogenous and endogenous variables in the PM industry due to age of employees.

3) There is no significant difference in exogenous and endogenous variables in PM industry

due to age.

Table (19): The results of F- test for exogenous and endogenous variables according to age

Quality
Management
System

Comparativeness

Sum of
Squares

Between 19.58
Groups

7

Within Groups = 396.553

Total 416.140

Between 5.917
Groups

Df

3

143

146

3

Mean
Square

6.529

2.773

1.972

2.354

75

Sig.
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Within Groups = 364.034 143 2.546
Total 369.951 146
Administrative Between 14.224 3 4.741 1.475 294
performance Groups
Within Groups = 459.754 143 3.215
Total 473.978 146
Customers Between 2.187 3 129 .253 859
Services Groups
Within Groups 411.482 143 2.877
Total 413.669 146
Table (20): The results of LSD- test for exogenous and endogenous variables according to
gualifications
Dependent Variable Mean Difference (I-J) | Std. Error Sig.
Customers High Diploma | 1.18263* 43743 .008
Services school Bachelor | .36200 .36120 .318
Master | -.39860 53574 458
Diploma | High school | -1.18263* 43743 .008
Bachelor | -.82064* .36120 .025
Master | -1.58123* 53574 .004
Bachelor | High school | -.36200 .36120 318
Diploma | .82064* .36120 .025
Master | -.76059 47554 112
Master | High school | .39860 53574 458
Diploma | 1.58123* 53574 .004
Bachelor | .76059 47554 112
Administrative High Diploma | .61041 47489 201
performance school Bachelor | .05707 39212 .884
Master | -.93684 58161 .109
Diploma | High school | -.61041 47489 201
Bachelor | -.55335 39212 .160
Master | -1.54726* 58161 .009
Bachelor | High school | -.05707 39212 .884
Diploma | .55335 39212 .160
Master | -.99391 51625 .056
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Master | High school | .93684 58161 109

Diploma | 1.54726* 58161 .009

Bachelor | .99391 51625 .056

competitiveness High Diploma | .50659 42647 237
school Bachelor | .28674 35214 417

Master | -.14510 52231 .782

Diploma | High school | -.50659 42647 237

Bachelor | -.21986 35214 .533

Master | -.65170 52231 214

Bachelor | High school | -.28674 .35214 417

Diploma | .21986 35214 .533

Master | -.43184 46362 .353

Master | High school | .14510 52231 782

Diploma | .65170 52231 214

Bachelor | .43184 46362 .353

Quality High Diploma | .96336* 44404 .032
Management school Bachelor | .14687 .36665 .689
System Master | -.32665 54383 .549
Diploma | High school | -.96336* 44404 .032

Bachelor | -.81649* .36665 .028

Master | -1.29001* 54383 .019

Bachelor | High school | -.14687 .36665 .689

Diploma | .81649* .36665 .028

Master | -.47353 48272 .328

Master | High school | .32665 54383 .549

Diploma | 1.29001* 54383 .019

Bachelor | .47353 48272 .328

Given the Table (20), to investigate which employee’s qualifications have more effective in

CRM dimensions, the researcher used LSD test. And from those results the researcher can say:

1) Diploma, Bachelor and Master employees of PM manufactories are more effective in

Customers Services than whom have High school due to the p-vale is .008,.004,.025 which

less than 0.05.
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2) Bachelor and Master employees of PM manufactories are more effective in Administrative
performance than whom have Diploma & High school due to the p-vale is 0.009 which
less than 0.05.

3) Bachelor, Master, Diploma & High school employees of PM manufactories are not effective
in Comparativeness which more than 0.05.

4) Bachelor, Diploma & High school employees of PM manufactories are more effective in
Quality Management System than whom have Master due to the p-vale is which less than
0.05

5) Bachelor and Master employees are more effective in CRM than whom have Diploma due
to the p-vales are 032, 028, .019 which less than 0.05.

HO-8: There is no significant relationship in exogenous and endogenous variables in the PM

Industry.

Table (21): Correlation coefficients among exogenous and endogenous variables
Dimensions 1 2 3 4
Quality Pearson 1
Management Correlation
System Sig. (2-tailed)

N 147
Comparativene  Pearson 708" 1
SS Correlation
Sig. (2-tailed) .000
N 147 147
Administrative ~ Pearson 720" 685" 1
performance Correlation
Sig. (2-tailed) .000 .000
N 147 147 147
Customers Pearson 693" 682" 666 1
Services Correlation
Sig. (2-tailed) .000 .000 .000
N 147 147 147 147

** Correlation is significant at the 0.01 level (2-tailed).
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The size of the value of the correlation coefficient was decided, for indicating the relationship
strength between two variables. According to Cohen’s standard (1988), the guidelines for
assessing the relationship are showing in Table (21):

Table (22): The guidelines for assessing the relationship

Strength Value
Small 0.10 to 0.29

Medium 0.30 to 0.49
Large 0.50t0 1.0

Source: (Cohen,1988)

As shown in table 22, the relationships between all exogenous and endogenous variables are
seen positive. Here the researcher can see that, 1) In Palestine Meat Processing industry, Quality
Management System, Customers Services, administrative performance and Comparativeness are

significantly with each other with p value = .000.
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Chapter Five

Discussion of Results

5.1 Overview

This chapter summarizes the findings of thesis hypotheses and reflects the other researches
findings with this thesis results to match and gather the common results together to reinforce the
understanding and the needs of these variables that have been used in this thesis in the PM

Industry in Palestine.

5.2 Hypotheses Discussion

The purpose of this thesis was to identify the level of implementation of quality management
system strategy dimensions at processed meat manufactories and its role to enhance
competitiveness in Palestine. This chapter includes a discussion of findings of quantitative
research that was collected from employees of processed meat manufactories, which discussed in

light of the literature review.

The key finding of this thesis is coming to prove that the major role of Quality management
system strategy at processed meat manufactories; where it indicates that there is a high level of
implementation of QMSS in processed meat manufactories in Palestine, This means that the
processed meat manufactories are committed to implementing all the dimensions( Quality
management system, Administrative performance & Customer's services) of the quality
management systems strategy, which enhances the level of competition for its products against

other products.
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These findings coincided with many researches (Ahmad & Others.2011) (Sayyad.2017) about
the use of QMSS dimensions application in processed meat industry, which used the same

dimensions (Quality management system, Administrative performance & Customer's services).

Quality Management System (QMS): findings related to the role of QMS show that there is a
high level of implementation quality Management System, which means that the PM
manufactories ‘employees used QMS dimensions (strategic plan, product's quality & quality
certificates). This finding coincides with many researchers about the use of quality Management
system dimensions in this industry, Yousif & Others (2017) concentrated on the importance of
having a strategic plan, following the product's quality and gaining local and international quality
certificates. They founded that these dimensions entail the identification and satisfaction of needs
and the balancing of the PM manufactories to improve their productivities and the customer’s
needs for quality service and products which effect directly on the competitiveness; this what is

confirmed by this thesis.

Customer’s Services: The data that has been analyzed that there is a high level of customer's
Services in PM industry; it means that the PM manufactories employees believed that the impact
of the marketing and sales management with focusing on customer satisfaction (CS dimensions)
is a significant issue in the PM industry. The result coincides with the following researchers,
Chopra (2014) the results indicated that caring, problem solving, committed and helpful
salesmen play an important role in delivering customer satisfaction that’s why the qualifications
of the employees have significant effect on the level of customer 'services as the results of thesis
show up. Good service leads to customer satisfaction and retention and profits for the PM
manufactories. Kafetzopoulos & Others (2015) found that customer service effect on customer

satisfaction and customer loyalty for a long time.
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Administrative Performance: Thesis result found that there is a high level of impact of senior
management’s Performance in the processed meat industry, which corresponded with the
following researchers, Gomera & Others (2018), Davis-Blake & Others (2017). Abu-Naser &
Others (2018), that Administrative Performance and responsiveness to the needs of customers
will improve the competitiveness in PM industry in Palestine; by raising the capacities and skills
to meet the needs of productivity, market & customers without any effect of sex or age. which

brings us to effective role of administrative performance to enhance the competitiveness in PMI.

Competitiveness: here the results found that there is a high level of competitiveness in PM
industry; it means that the PM manufactories employees believed that competitiveness is
significant in PM industry. The results coincide with Giachetti (2014), Chung (2002), Chong &
Others (2004). that who point out that competitiveness through the product cost and Supply &
production inputs management is raise in PM industry by ensuring the implementation of the

QMS dimensions, improving the administrative performance & customer’s services.

Discussion on Each Research Hypotheses

In this section, the researcher discusses thesis hypotheses with the previous studies hypotheses

mentioned in the literature review.

H1: quality management system (QMS) doesn’t has a role to improve processed meat

industry (PMI) in Palestine.

Hypothesis (1) quality management system (QMS) has no a role to improve processed meat

industry (PMI) in Palestine.
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The conclusion that quality management system (QMS) play a significant role in this PMI
industry, QMS dimensions( strategic planning, quality certificates, and quality of
products)founded significant to enhance the implementation of QMS in the processed meat
industry (PMI) and the role that these dimensions play to achieve better implementation of the
Quality standards and how to employ these dimensions to achieve a high level of the quality
management system to enhance the competitiveness in this sector. The thesis’ hypothesis
coincides with Korankya. (2013), he found that QMS implementation has a positive influence on

competitiveness.

H-2: Customer’s services has not a role to processed meat industry (PMI) in Palestine.

Hypothesis (2) contended that Customer’s Services doesn’t play a significant role in Meat
processing industry (PMI) in Palestine. The conclusion that Customer’s Services play a role in
this industry and it has a significant impact in processed meat industry (PMI), the employees
expressed in the questionnaire the role of Customer’s Services to achieve customer’s satisfaction
which raising the competitiveness in PMI to attract, satisfy, meet the needs and to decrease the
level of competition with other rivals in the same market. Foya (2015) who consider the role of

Customer’s service as the priority an organization assigns to customer satisfaction.

H 3: Administrative performance has not a role to improve processed meat industry (PMI)

in Palestine.

Hypothesis (3) contended that Administrative performance has not a role to improve the Meat
processing industry (PMI) in Palestine. The conclusion that Administrative performance has a

significant role in the industry (PMI) in Palestine. Davis-Blake & Others (2017) emphasizes on
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the function of Reforms and improvements in public administration structures are based on a
number of middle fundamentals. Among those, managerial best of senior management,
responsiveness, citizens’ delight, and democratic values together with consideration, faith, and

self-belief in the business enterprise are the most crucial standards.

HO0-4: Competitiveness dimensions have not a role to improve processed meat industry

(PMI) in Palestine.

Hypothesis (4) contended that Competitiveness dimensions have not a role to improve the
processed Meat industry (PMI) in Palestine. The conclusion that Competitiveness dimensions
(products cost & and Supply & production inputs management) have a significant role in the
industry (PMI) in Palestine. Ahmad (2011) indicate to competitiveness is the degree to which
the organization succeeds in achieving its goal of maintaining its competitive position and
building competitive sites deeper between them and their counterparts of organizations by
reducing the percentage of error and production defects, Increasing market share, increasing
actual productivity, attention, innovation and sales growth, and defined capacity competitive as
well as being the framework or how the enterprise enables excellence and superiority over

competitors.

H-5: There is no significant difference in the role of independents variables in mediating
the impact of competitiveness due to sex (demographic variables) in the PM industry in

Palestine

Hypothesis (5) contended that there is a positive relationship between all exogenous and

endogenous variables. The result concluded that the dimensions of quality management strategy
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in-PM industry play a significant role in raising competitiveness but no significant difference due

to sex.

Ha-6: There is no significant difference in the role of independents variables in mediating
the impact of competitiveness due to age (demographic variables) in the PM industry in
Palestine.

Hypothesis (6) contended that there is a positive relationship between all exogenous and
endogenous variables. The result concluded that there is no significant difference in exogenous

and endogenous variables in the PM industry due to age of employees.

Ha-7: There is no significant difference in the role of independents variables in mediating
the impact of competitiveness dueto qualifications (demographic variables) in the PM
industry in Palestine.

Hypothesis (7) contended that there is a positive relationship between all exogenous and
endogenous variables due to qualifications. The result concluded that there is no significant
difference in exogenous and endogenous variables in the PM industry due to qualifications.
Except the variable "Customers Services" since the p-value is 0.12 which’s less than 0.05, so the

alternative hypothesis has been accepted that demonstrated for significant difference in due to

qualifications.

HO-8: There is no significant relationship in exogenous and endogenous variables in the PM

Industry.

Hypothesis (8) contended that there is a strong relationship between all exogenous and
endogenous variables due to qualifications. The result concluded that There is significant relation

between exogenous and endogenous variables in the PM industry due to qualifications.
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Chapter Six

Conclusions and Recommendations

6.1 Conclusions

The aim of this thesis has been to look for The implementation level of quality systems strategy
dimensions of the processed meat sector is advanced in view of the case studies of processed
meat manufactories which have been analyzed in addition to the results of the quantitative
analysis; the results showed a strong positive relationship between that quality management
system (QMS) and competitiveness in the PM industry. And also, there is a strong positive
relationship between Administrative performance in the PM industry and competitiveness. The
results concluded that the dimensions of customer services have a significant positive
relationship with competitiveness in PMI. As a result, there is a strong positive relationship
between exogenous Quality Management Strategy (Quality Management System, Administrative
Performance & Customer’s Services) and endogenous variables Competitiveness in the PM

Industry.

Thus, these conclusions concluded that ( QMS dimensions)strategic planning, gain a quality
certificate, and applying the quality standards on the production process, in addition to the strong
impact of the marketing and sales management with focusing on customer satisfaction( CS
dimensions), in parallel with effective Administrative performance of senior management; all
these dimensions have a high effect on the competitiveness level of the manufactories through
the product cost and Supply & production inputs management in ways that are compatible with

the needs of the target market.
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It is evident from the foregoing the importance of implementing the dimensions of quality
systems in the processed meat industry in Palestine and its great role in raising the level of the
Palestinian GDP, where the percentage of this industry reaches 90% of other food industries, and
the value of family spending on it is 36% of the food expenditure. In addition to the provision of
more than 500 job opportunities for both genders, with various rewards, qualifications and
specializations, and an investment of $ 25 million. This is evident in strengthening the
competitiveness of locally processed meat products in front of imported products, and in

ensuring an increase in their market share

6.2 Recommendations

In this section, some suggestions have been proposed for PMI in Palestine, in order to
overcome some gaps strategic relationship between Quality Management Strategy dimensions &
competitiveness in PMI. These are mainly based on the comparative importance and priority of
the role of implementation of Quality Management Strategy (Quality Management system,
Administrative Performance & Customer’s Services) to enhance the competitiveness.

It is noted in this research that the efforts exerted in implementing the dimensions of the quality
system strategy are being made at the level of the internal environment of the manufactories
through their endeavour to raise their technical, marketing, production capabilities & Standards.
In addition to needing many facilities and exemptions that would develop the meat processing
industry in Palestine.

These recommendations will be directed to the partners in the processed meat industry in
Palestine; The government sector (the Ministry of Economy (MoE), the Ministry of Agriculture

(MoA), Palestinian Standards Institution (PSI)) in addition to the Palestinian Food Industries
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Union, Parade, and universities which had related specializations. Whereas, these partners have

an important and essential role in developing the processed meat sector in terms of cooperation

to Develop & implement the strategy of quality management systems to enhance competitiveness

at the local, international levels. The following are recommendations to improve the processed

meat industry sector to face many of the problems and challenges affecting the competitiveness

of this sector:

Needed to national incentives for the processed meat industry to ensure implementation
of the quality management strategy dimensions in all processed meat manufactories in
Palestine.

Gain recognition by more countries of the Palestinian Quality Certificate issued by the
Palestinian Standards and Metrology Organization, in order to facilitate the export task
and reduce the cost of inspection when exporting.

The need for producers of food commodities to focus on developing and diversifying the
quality of their products. By paying attention to production conditions within the factory,
and ensuring that the production process conforms to quality and safety standards. As
well as seeking to obtain quality and food safety certificates (local and international) such
as the Palestinian Quality Certificate and 1ISO 22000 Certificate.

Focusing on recruiting scientifically qualified human cadres for their role in improving
the quality of existing products, developing new products, and building and improving
their capabilities by holding training courses for its affiliates with the aim of developing

the technical and technical skills of workers in the food industry.
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e Encourage the investment in the processed meat industry through cooperation between
many relevant bodies such as the Palestinian Food Industries Union, Paltrade (in its
capacity as the relationship representative, for the private sector), donors, and
universities. This would diversify products and increase their competitiveness and market
share.

e Increasing the awareness of local manufacturers about the food exhibitions held in other
countries, in order to encourage them to increase exports and enter new markets. As well
as making them aware, through the Federation of Food Industries, to participate in
exhibitions held in local markets in different cities, in order to increase the products'

access to consumers in Palestinian cities and villages.

6.3 Limitations of the Study

The quantitative tool in this research was distributed to employees and workers in target meat-
processed manufactories, which may minimize the credibility of the respondents and the
reliability of their answers. Furthermore, the Covid-19 pandemic has affected the researcher's

ability to reach other respondents in other meat processing manufactories.
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