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ABSTRACT 
 
This study measures the impact of perceived quality management on the 
perception of professional development through a set of explanatory variables in 
the Lebanese SMEs. Based on review of literature, the researcher constructed an 
instrument which consists of fifteen items and used factor analysis to establish 
construct validity. In addition, Cronbach's alpha was used to establish reliability 
for 272 returned surveys. Findings of regression analysis support the research 
hypothesis. Findings of this study should provide insight for future researchers 
and calls for testing the results in an experimental research. It is recommended 
to create academic partnerships with universities that provide quality 
management training and continuing education programs. The organization has 
a social responsibility to provide its workers with training and fair policy within 
a safe working environment. The research problem is based on review of 
literature and is investigated in a novel way. 
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INTRODUCTION 
 
The discoveries of large gas and oil in Lebanon make us 
wonder if Beirut is going to turn into the most modern 
place the same as Dubai or Qatar. Leaders in Lebanon 
argue that these cities should share the same economical 
hub because they have oil beneath their soils. . However, 
the researcher explicitly beliefs that Qatar’s prosperity and 
the rise of Dubai will go with the decline of Beirut unless 
quality professional development is taking place in 
Lebanon. Indeed “Dubai is to the Middle East what Hong 
Kong is to Asia: a capitalist jewel buzzing with activity” 
(UAE Country Profile, 2017).  

As mentioned by the U.S. Department of State, “non-
Muslim religious leaders within the UAE and outside the 
country regard the UAE as one of the most liberal and 
broad-minded countries in the region in terms of 
governmental and societal attitudes towards other faiths. 
The UAE government generally follows a policy of 
tolerance toward non-Muslim religions and, in practice, 
does not interfere very much with their religious 
activities” (Federal Research Division, 2007: 6). Qatar’s 
Fourth National Human Development Report made it clear 

that  “Companies are now also recognizing that ensuring 
workers’ welfare and rights not only creates a contented 
workforce but also enhances labour productivity” (Qatar’s 
Fourth National Human Development Report,  2015: 3). In 
contrast, Lebanon has “often been at the centre of Middle 
Eastern conflicts, despite its small size, because of its 
borders with Syria and Israel and its uniquely complex 
communal make-up” (BBC News, 2017). Charbaji (2008) 
reported that most of the Lebanese business is a family 
business made of SMEs. At the same time this leads to a lot 
of job complexities including role ambiguity, role conflict, 
stress, dissatisfaction which in turn leads to employees’ 
turnover (Charbaji, 2008: 236).  

Furthermore, Harb (2010: 17) noted that “Analyses of 
inter-sectarian relations indicate a rather negative profile: 
Lebanese youth reported high levels of sectarian bias (in-
group favouritism), average to mild levels of warmth and 
acceptance towards other sects and low levels of 
acceptance of inter-sectarian relationships”. Bolbol (2015) 
reports that “Corruption and inefficiency in the public 
sector   are   not  new  to Lebanon – the country has always  
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fared badly on reputable international standards of 
transparency and good governance”.  

The researcher in this study believes that it is a must to 
implement TQM and to change the behavior of Lebanese 
leaders and  managers at work by inspiring new corporate 
values such as not to discriminate on the basis of religion 
or politics. Lebanese people live in a princely state 
resembling the state that emerged in Italy during the 
Renaissance of the seventeenth century. The Lebanese 
political leaders are similar to the Renaissance Lords in 
Europe. Lebanese people stereotype each other and this in 
reality alienates qualified employees and makes it hard to 
hire the right person in the right place at the right time. 
Vanderbloemen (2016) believed that “Your business starts 
with people. It is important to hire at the right time, but it 
is even more important to hire the right person at the right 
time”. What exaggerates this problem is the fact that the 
behavior of Lebanese managers are conditioned long 
before they go to work for the first time. When a Lebanese 
applicant with political connections applies for a new job, 
she/he is immediately exempted from uncovering if 
she/he has the skills, abilities, will and wants to do the job. 
As a result, most of the qualified people never reach the 
position that suits their academic qualifications and 
experience in both the private and public sectors in 
Lebanon.  

Definitely, stereotype, is the real reason qualified 
Lebanese applicants do not get hired. Harris (2015) 
believes that “In an ideal world, the job would go to the 
most qualified candidate. However, there are many 
reasons why you might not get hired for a job even if you 
have all of the skills and experience to successfully do the 
work. Sometimes an internal candidate has the edge, or 
another applicant has a friend on the hiring committee”. 
What makes it worse is the fact that conducting cultural 
audits that allows a business to examine cultural 
stereotypes is the missing ingredient in both the private 
and public organizations in Lebanon. For instance, at most 
universities in the world, PhD students regularly worry 
whether their research proposal will be good enough for 
admission as compared to admission and success at the 
Lebanese University Ecole Doctorale program which is 
based on connection rather than qualifications.  

Judging by the set of observations surrounding both 
public and private sectors make us believe that it is almost 
impossible to implement modern models of corporate 
social responsibility, corporate governance and new 
philosophy of learning and e-leadership in Lebanon. There 
is a discrimination and lack of equal opportunity in both 
the private and public organizations in Lebanon. What the 
researcher in this study is trying to do here is to focus on 
how to encounter negative stereotyping by exploring the 
impact of total quality management on enhancing 
professional development.  

Personally, the researcher in this study believes that 
negative stereotyping affects perception which in turn 
affects feelings. It creates negative attitudes and affects 

how people look at each other and how they communicate 
with each other. Lebanese people are accustomed in their 
daily life to the rejection of the other. This in turn can be 
the answer to the natural question of why hired employees 
in Lebanon lack competencies in critical areas. What make 
this definitely worse as noted by the Dunning-Kruger 
effect is that people think they are great even when their 
performance is terrible. Kruger and Dunning (1999: 1121) 
affirmed that “People tend to hold overly favorable views 
of their abilities in many social and intellectual domains.  

The authors suggest that this overestimation occurs, in 
part, because people who are unskilled in these domains 
suffer a dual burden. Not only do these people reach 
erroneous conclusions and make unfortunate choices, but 
their incompetence robs them of the metacognitive ability 
to realize it”. That is why you find the majority of the 
Lebanese struggling to cope in a productive work 
environment. It is this researcher’s belief that failure to 
provide adequate training for the tasks and assess that the 
learning goals have been met will result in decreased 
employees’ competencies. The good news, however, is that 
nothing is holding organizations back from counteracting 
negative stereotype and creating work environment which 
supports quality culture.  

Dooley et al. (1995: 15) noted that “The key point in any 
discussion of quality is the concept of 'customer'. We tend 
to associate customer with 'consumer', that is, the end user 
of the product or service. A broader definition of customer 
would be "anyone who receives my product or service;" 
this makes it possible then to discuss both internal and 
external customers” Dooley (1995: 21) stated that “TQM 
creates a focus on continuous measurement.” Along the 
lines of chaos theory, the butterfly effect grants the power 
of change to small causes that have large effect. A recent 
example of the butterfly effect is “Trump’s executive order, 
signed on Friday, temporarily banned refugees from 
around the world, blocked Syrian refugees indefinitely and 
halted entry for 90 days for people from seven 
predominantly Muslim countries: Iraq, Syria, Iran, Yemen, 
Sudan, Libya and Somalia” (The Guardian, 2017).  

The outcome to this little act was however unpredictable 
and sensitive to its initial condition and the chaotic 
dynamic behavior lead to larger variation and it’s 
seemingly inconsequential act did not stop there but 
rather sparked far – reaching consequences  of non- linear 
events  affected refugees and  communities inside and 
outside airports with direct or no direct ties to refugees. 
Dehkordi and Pordanjani (2015: 222) believed that 
“managers should be prepared to effectively respond to 
unforeseen events and create enough flexibility for quickly 
changes in the boundaries sets that set out by 
organization's mission and principles”.  

Dizikes (2011) believed that several scientists now “rank 
chaos theory alongside relativity and quantum theory 
among the great scientific revolutions of the 20th century”. 
If we ask how to bring together all players to make a 
difference   in   people’s   life  of the Lebanese organizations  
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then, “you” (a leader) can make a difference by your own 
actions. It is your job to envision what is necessary, and 
this may involve destroying an existing culture and 
replacing it” (Galbraith, 2004: 11).  

Sohal and Morrison (1995: 32) concluded “that TQM is 
part of becoming a learning organization”. Vargas (1999) 
argued that “The organization has a social responsibility to 
provide its workers with socio-economic securities (health 
care benefits, social security plan, retirement and pension 
benefits) and workers have the social obligation of 
working effectively and efficiently to meet the 
organization's productivity goal”. In general, companies 
should link training with rewards and recognition. Duff 
(2016) believed that “Companies reward employees for a 
job well done, hoping that it will be an incentive to retain 
their top talent”. Capobianco (2014) is of the opinion that 
“Recognition is priceless and status is much more than 
money. It increases employee loyalty, enhances 
performance and generates greater success”. It is critical to 
keep in mind that money and recognition are not 
everything to all employees. If employees are given 
training and bonus then, they should be given information 
and authority to participate in problem solving and 
decision making regardless of their gender, religion or 
political affiliation. The trick to motivate your employees is 
to know them. Sturman and Ford (2011) stated that “the 
key to managing and retaining these employees is to create 
jobs that fulfill your employees' quest for fun, fair, 
interesting and important positions; allocate rewards 
fairly and provide leadership that takes their time and 
makes the effort to ensure that employees are 
appropriately treated, rewarded, respected and 
recognized”.  
 
 
Significance of the study 
 
On one side, negative stereotype in Lebanon is capable of 
causing workers to underperform. Inzlicht et al. (2011: 
229) believed that “stereotype and social identity threat 
have lingering effects that continue to influence people 
after they leave threatening environments, such that it has 
residual effects on behavior even in areas unrelated to the 
impugning stereotype”. On the other side, the researcher 
in this study suggests implementing QM and promoting a 
non-discriminatory work environment. Ozdemir (2007: 
505) believed that “change through quality culture has to 
be adopted by all the personnel in the leadership of total 
quality management system”. Jong et al. (2006: 585) 
opined that “managers should prioritize task-specific 
competence as the critical determinant to deliver service 
delivery excellence and design training programs 
accordingly”.  

The question that arises, then, is what is the effect of 
perceived quality management on perceived professional 
development? A study such as the one suggested here is 
recommended by experts in this area. Afzali et al. (2014: 

628) believed that “managers should consider leadership 
strategies that aim to improve employees’ feelings of 
meaning, competency, impact and self determination”.  

Hill (2013) stated that “Research from Gallup, in the 
United States, during the last decade revealed that what 
staff wanted from their managers was trust, stability, hope 
and compassion. Therefore, the positive “butterfly effect” 
from leaders begins with the ability to demonstrate those 
virtues during their daily encounters with their staffs”.  

Furthermore, Mancini (2015) noted that “if there is one 
key critical success factor to all change management 
initiatives; it is the clear demonstration of leadership 
support. Is there a leadership team that is accountable for 
the success of the change?  Do leaders invest their personal 
time and attention to following through on actions related 
to the change?” Little (2014) stated that “Organizational 
change is hard enough, do not make it harder by letting 
your ego get in the way.  Sometimes, as a change agent, 
your strongly held belief needs to take a back-seat so the 
entire team can focus on the greater good”. Chaos theory 
originated in math and physics suggest that “It is necessary 
for organizational leaders to be aware of the multiple 
systems which are inherently involved within the 
organization, both internal and external. Even a small 
change in the system can impact the whole.  

Vinuelas and Githens (2010: 1157) stated that it is the 
responsibility of the HRD professional to be prepared for 
the unexpected and to have plans in place that provide 
greater stability within the organization”. Holm (2002) 
argued that “How important complexity theory will be in 
this area is, however, not a philosophical question. It is an 
empirical question that will be answered in the years to 
come".  
 
 
Purpose of the study 
 
In response to worldwide demands, many organizations 
adopted quality practices to generate motivated and 
competent employees. The heart of motivating employees 
is to satisfy their needs and give them what they want. The 
more you give employees their basic rights (a fair-clear 
policy for holidays and pay and a fair-clear policy for 
sabbatical leave and maternity leave) the more productive 
they become. This shows the ways to this research 
hypothesis: “Perceived Quality Management” leads to 
better “Perception of professional development”. Jaafreh 
and Al-abedallat (2013: 94) believed that “there is a lack of 
agreement on the findings and some results are 
contradictory with QM theories”. Vinuelas and Githens 
(2010: 1169) argued that “Allowing chaos to operate as a 
means of facilitating change has been linked to a growth of 
creativity out of the tension chaos often inspired”. 
Chowdhury (2015: 53) “argued that the focus of the 
change must be on the behaviour of the group, 
concentrating on factors such as group norms, roles, 
interactions  and  socialization  processes.  Lewin’s  (1951) 
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Table 1: Structure matrix. 
 

variable 
Component 

1 2 3 4 

Problem solving process in our company is an opportunity to bring staff together 0.780 -0.401 -0.474 0.064 
Staff in our company are prepared to change decisions when presented with fresh 
information 

0.755 -0.414 -0.262 0.123 

Information in our organization is accessible to those who need it 0.750 -0.277 -0.259 0.134 
The performance of  my organization has been exceptional in meeting its goals 0.743 -0.353 -0.521 0.226 
In our company everyone’s viewpoint is freely expressed 0.733 -0.319 -0.349 0.039 
My company  improved safety of work place 0.726 -0.416 -0.305 0.204 
My company measures the benefits it provides to stakeholders 0.706 -0.513 -0.452 0.238 
Everyone influence  decisions at our company 0.575 -0.319 -0.557 0.177 
My company has a fair policy for pays and holidays 0.432 -0.853 -0.340 0.022 
My company has a fair  policy for sabbatical Leave 0.312 -0.817 -0.288 0.009 
My company has a fair  policy for paid maternity leave 0.404 -0.810 -0.201 0.088 
In our company staff are adequately trained for the tasks 0.456 -0.377 -0.921 0.024 
In our company staff  have demonstrated that tasks have been learned 0.439 -0.345 -0.892 0.051 
My organization changes its suppliers very often 0.005 0.038 -0.087 0.816 
A solid strategy must be implemented in our organization  to solve any problem 0.241 -0.102 0.049 0.694 

 

Extraction Method: Principal Component Analysis. Rotation Method: Oblimin with Kaiser Normalization. 

 
 
models are more relevant to incremental and isolated 
change projects” Lewin’s planned approach to explaining 
behavior during the change process could be outdated but 
still relevant for small-scale incremental change in a 
developing country such as Lebanon. Nilson et al. (2991: 
24) is of the opinion that “it is still important to conduct a 
cross-cultural study that investigates differences in the 
relationship between quality practice and performance 
going forward”.  
 
 
METHODOLOGY 
 
Sample selection 
 
The researcher did not have access to all names of all 
managers in the Lebanese SMEs therefore, she chose to 
rely on the skills of trained interviewers, who were asked 
to visit SMEs and use a convenient large sample of SME 
managers. One hundred and seventy two out of the two 
hundred and seventy two respondents are males (63.2 
valid percent). The age variable is approximately normally 
distributed with an average age close to 41 years. The 
average experience of the respondents on the current job 
is close to 8.66 years with an average previous experience 
of 12.24 years.  The average education is close to 16 years.   
 
 
Establishing the construct validity and reliability of 
the instrument 
 
Based on review of literature, the researcher constructed 
an instrument for this study which consists of fifteen 
items. Two statistical tests were conducted in order to 
determine the suitability of factor analysis. First, the 
Kaisers-Meyer-Olkin (KMO) measure of sampling 

adequacy score of 0.889 was well above the recommended 
level of 0.50. Second, the Bartless test of sphericity was 
significant (Chi Square = 1617.309, P= 0.00), indicating 
that there are adequate inter-correlations between the 
fifteen items which allow the use of factor analysis. 
Principal axis factoring was used as an extraction method 
with oblique rotation method. Four factors were extracted 
using the Eigen value greater than one criterion. The four 
factor solution accounted for 63.253% of the total 
variance. The four factors were easy to label (Table 1).     

The first factor called “Perceived Quality Management” is 
highly reliable with Cronbach's alpha equals 0.875. This 
dimension accounts for 39.204% of total variance and is 
defined by eight items. The second factor called “Perceived 
Socioeconomic Securities” is highly reliable with 
Cronbach's alpha equals 0.768. This dimension accounts 
for 9.186% of total variance and is defined by three items. 
The third factor called “Perceived Professional 
Development” is highly reliable with Cronbach's alpha 
equals 0.871. This dimension accounts for 7.98% of total 
variance and is defined by two items. The fourth factor 
called “Business Strategies for Competitive Advantage” is 
found not to be reliable with Cronbach's alpha equals 
0.291. The researcher decided to delete this factor from 
further analysis.  
 
 
Testing the relative importance of the independent 
variables to the explained variation in the dependent 
variable using regression 
 
The instrument (questionnaire) used to collect data for 
this study has three valid dimensions that are highly 
reliable. In regressing the dependent variable on the set of 
independent variables in this study it is found that R2 = 
0.318,   F( 5.256 )   =  23.912   and   p  =   0.000.    Moreover, 
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Table 2: Coefficientsa. 
 

Model 

 

Unstandardized 
coefficients 

 

Standardized 
coefficients 

 

 

T Sig. 

B Standard error Beta 

1 

(Constant) 2.247 0.608 - 3.697 0.000 

Perceived quality management 0.146 0.018 0.491 80.067 0.000 

Perceived socio-economic securities 0.089 0.039 0.137 20.267 0.024 

Years of your work experience on the current job 0.005 0.019 0.018 0.255 0.799 

Years of your past work experience -0.007 0.016 -0.039 -0.465 0.642 

What is your age in years? -0.004 0.018 -0.027 -0.252 0.801 
 

a. Dependent variable: Perception of professional development. 

 
 
“Perception of professional development” is determined 
by “Perceived Quality Management” at 0.000 level of 
significance and “Perceived Socio-economic Securities” at 
the 0.024 level of significance (Table 2).  
 
 
Conclusion 
 
The most important conclusion of this paper, which 
supports previous published research, is that “Perceived 
Quality Management” leads to better “Perception of 
professional development”. The General Director of the 
International Labour Office- Juan Somavia declares that 
“How many women and men are in employment and how 
productive they are at work has a lot do to with the 
available opportunities to acquire and maintain relevant 
skills. Countries, enterprises and persons all perceive skills 
development as strategic and consequently seek to step up 
investments in skills. In aspiring to realize the potential of 
skills development they are faced with common 
challenges” (Somavia, 2010: 4). Moreover, the significant 
relation between “Perceived Socio-economic Securities” 
and “Perception of professional development” is supported 
by review of literature.  

Dobre (2013: 53) is of the opinion that “If the 
empowerment and recognition of employees is increased, 
their motivation to work will also improve, as well as, their 
accomplishments and the organizational performance”. 
Findings of this study have not been able to demonstrate 
the positive or negative relations between “Demographic 
Characteristics” and “Perception of professional 
development”. The researcher in this study believed that 
no one can stop the aging of employees and their 
education becoming obsolete. It is recommended to create 
academic partnerships with universities that provide 
quality management training and continuing education 
programs. Findings of this study should provide insight for 
future researchers to test the results by conducting an 
experimental research in this field of interest. Charbaji 
(2008: 1) is of the opinion that “internal research and 
development” are the keys for companies to establish a 
“competitive position in the marketplace”. 
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