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A review of literature on Quality-Orientation (QO) and Firm 
Innovativeness (FI) on Firm Performance (FP), It identifies the 
importance of usage of each principal of Quality Orientations and Firm 
innovativeness by usage of emerging technology for consistent firm 
performance. We also review the generalizability of Quality Management 
Principles (QMP) and Innovativeness as mediating and moderating 
constructs on Firm Performance. This study identifies the gaps in firm 
innovativeness by reviewing Intent to innovate and usage of emerging 
technologies in a Firm. We also reflect the generalizability of 
innovativeness and usage of emerging technology tools, Artificial 
Intelligence, Machine Learnings, and Robotics process automation as 
effective variables on firm performance. Future implications on Firm 
Innovativeness on firm performance for further research. 
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Introduction 
 
Entrepreneurs of SMEs are confronted with various problems impacting their performance (Korsakiene & 
Diskiene 2015). Process variation, moving demands of customers. Innovativeness is being analyzed have 
positive relation result of a firm and its customer expectations (Lumpkin and Dess 1996). Performance of a 
firm is also dependent on its orientation towards Quality (Miles, Russell, Arnold (1995). Research advise 
that Quality Orientation (QO) is defined as deployment of Quality Management Principles like, 
organizational commitment to maximize long term value, Teamwork, Customer Value and Focus, Innovative 
performance, Continuous improvement, Top management leadership, Employee management, Customer 
focus, Supplier management, Quality data and reporting, Process management, Innovative performance, 
Innovation leads to success for a firm, (Davis, Bell, Payne & Kreiser, 2010, Mohr-Jackson, 1996; Kaynak, 
2003). (Miles, Russell, Arnold (1995), Hoegl, 2005) Cagri Bulut (2017) (Elshaer & Augustyn 2016). (Abd-
Elwahed 2018),.), Quality Orientation and Innovativeness creates a better value for customers and 
ultimately superior performance, it must integrate into the organization's business philosophy (Miles, 
Russell & Arnold 1995). In an effort to accomplish good performance, firms should embrace both innovation 
and quality principles (Arshad, Wang, Su, (2016). 
This study also observed that there is an Innovation tools dimension which influences firm performance 
(Wang, & Su, 2016). The assessment of the influence of TQM on innovative performance is essential and an 
effective tool for figuring out innovative performance of the firm (Prajogo & Sohal, 2006). Emerging 
technologies like Robotic Process Automation, Artificial Intelligence (AI) and Analytics to predict exactly 
what customers want, competitors will inevitably figure out how it works. If firms do not utilize it, will 
probably go out of business given its superiority to predict customers’ wants (Makridakis 2017). Firm’s 
Innovativeness, intent to innovate and development accentuates new ideas and the propensity for change 
within a firm. 
Firms that have greater innovation-related needs and abilities are expected to exhibit a greater amount of 
innovative activity (Robert G. Fichman 2004). Guidance to managers on the question of “whether, when, 
and how to innovate” is the key for better performance (Swanson and Ramiller, 2004). There is dearth of 
theory explaining how the technology unit of a firm could contribute to the firm’s performance (Tarafdar & 
Tanriverdi 2018). 
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Firm Performance is impacted by Quality Orientation of a firm. Firm performance is confined to quality 
management and Innovative capacity (Atkinson et al., 1997). The competitive requirements for Firm 
 

Performance are the usage of Emerging Technologies for Innovations as: bigdata, algorithmic decisions and 
operational excellence (Makridakis 2017). Emerging technologies usage over and above quality orientation 
will bring revolutionary changes to the business environment (Wang, Su, (2016). The successful firms during 
the AI revolution will oversee evaluating and exploiting AI technologies to gain the most out of their 
implementation in all aspects of the firm. 
 

Objective 
 
Prior research reflects that Quality Orientation (QO) is defined as organizations proclivity towards QM 
Principles. Details of tools to be used for each QM principle of QO is not sufficiently studied, there is an 
opportunity to add to the body of knowledge on this area. If the Tools have been studied, they have not been 
studied with respect to Quality Orientation for Firm’s Performance (Mehra, Joyal, Rhee 2011; Clegg 2009; 
Abd-Elwahed 2018). Very less or limited study has been done to compare all dimensions of QM Tools and 
Techniques effectiveness on Firm Performance. Quality and Innovation go hand in hand for better firm 
performance (Wang, Su, (2016). 
SMEs contributes to economic and social transformation of a nations and it is known that leveraging 
information technology can facilitate their continued growth and development (QECD, 2004). Previous 
researchers reflect limited attention to Entrepreneurial Orientation, Market Orientation and TQM in the 
SMEs; a lot of opportunities still abound to extend theoretically and empirically the literature on EO, MO, TQM 
and SMEs performance (Gamal, Haim, Abdullahi, Hassan 2017). QO to Firm Performance has been studied 
in length, however QO from QM tools and Innovativeness on firm performance is insufficiently studies. To 
be relevant in the competitive market effect of Innovativeness along with Quality orientation needs to be 
Firm Performance. 
 

Literature Review 
 
What is Quality Orientation? 
The quality orientation (QO) is a construct that describes an organizational philosophical commitment for 
developing and maintaining a competitive advantage, based upon a quality focus. (Miles, Russell, Arnold 
1995). Quality Orientation (QO) is also defined as organization wide proclivity on Continuous Improvement 
(CI), Teamwork, Customer Value (Mohr-Jackson, 1996; Kaynak, 2003). Total quality orientation is the 
organization-wide commitment to continuous improvement for delivery of customer-perceived quality and 
ultimately customer satisfaction (Mohr-Jackson 1998). QM literature does not provide accepted definition 
of QO (Heine, Schmitt, Beaujean (2016). The culture driven in a firm is the construct of Quality Orientation. 

 
Why Quality Orientation? 
It is imperative to study what other attributes constitutes Quality Orientation and within variables of 

Continuous Improvement (CI), Teamwork, Customer Value. In-turn how does it affect an organization 
performance. Post research of most cited and papers from year 1995 to 2019, different dimensions have been 
studied by researchers on QO. It is imperative to adopt QO constructs and re look at the relevance of QO in 
service SMEs’. 
Attributes of quality orientation are defined as customer focus (Miles, Russell, Arnold (1995), (Malhotra, 
Lee & Usley 2012) continuous improvement (Cagri Bulut (2017); Malhotra, Lee, Usley 2012); Heine, Schmitt 
& Beaujean (2016) ; Miles, Russell & Arnold (1995); Kaynak (2003). team work (Cagri Bulut 2017), 
Minimizing Process Variation, Focus on Quality Improvement, TQM Culture, top management commitment 
(Mokhtar, Sanuri-Mohd & Zien 2010), process quality management, quality design of a new product 
performance (Mokhtar, Sanuri-Mohd & Zien 2010), Reducing variation in operational processes and routines 
, commitment to continuous improvement, reduction cost objectives, reduction in cost measures, internal 
customer focus, external customer focus, continuous improvement (CI), orientation system thinking 
perspectives (Heine, Schmitt & Beaujean 2016), being “data driven organization, value” (Achrol, R.s 1991), 
Heine, Schmitt, Beaujean (2016), continuous improvement and innovation (Cravens, Hills & Woodraff 
1987), being proactive (Criehton 1992), innovative performance of an organization is main component of QO 
(Cagri Bulut 2017). 
At what stage of process cycle Quality and Continuous Improvement (CI) tools are used in a firm. Which tool 
to be used and how is an area for future study. There is no explicit reference available on orientation of an 
organization on Continuous Improvement tools under Quality Management. 
 
Constructs of Quality-Orientation (QO): 
QO constructs as studied in prior research are customer Focus, continuous Improvement, teamwork (Cagri 
Bulut 2017), QO is to minimize variation in organizations processes (Sethi and Sethi 2009), focus on quality 
improvement including TQM is termed as Quality Orientation (Sethi & Sethi 2009), new product 
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performance (Mokhtar, Sanuri Mohd & Zien 2010), top management commitment, process quality 
management, quality design with new product performance. Reducing variation in operational processes 
and routines (Malhotra, Lee, Uslay 2012), “Organization wide commitment to continuous Improvement 
in delivery of customer-Perceived quality” (Deming 2000, Oliver 2009), “reduction cost objectives 
considered as direct way to influence profitability” (Raju abd-Lonial 2002) and reduction in cost measures 
(Macedi, Liao, Pinho 2017). QO constructs are also defined as, having internal customer focus and external 
customer focus, continuous improvement orientation system thinking perspectives and being a data driven 
organization (Hein, Schmitt & Beaujean 2016). Quality Orientation refers to the organizational wide 
proclivity on Continuous Improvement and coordinated teamwork and considers the Customers as the 
ultimate value of the organization (Mohr- Jackson, 1996; Kaynak, 2003). 
One new variable of QO, quality tools was found and investigated by an author, was quality tools applied on 
new product performance is important for the firm (Mokhtar, Sany Sanuri Mohd, Zien 2010). Interestingly 
reduction in variations of the process is also studied “core thrust of Quality Orientation is on reducing variation 
in organizational processes and routines” (PK Ng, Goh, Eze 2009). QO constructs are also called critical 
success factors by Kee-Hung Lai (2003). These are 1) people and customer management 2) supplier 
partnership, 3) Communication of improvement information 4) Customer satisfaction orientation 5) 
External interface management, 6) Strategic quality management, 7) Teamwork structures for 
improvement, 8) Operational quality planning, 9) Quality improvement measurement systems, 10) 
Corporate quality culture. and business performance: measures and questions: 
Quality Orientation as emerging philosophy (Miles, Russell, Arnold 1995): defines attributes as Customer 
Satisfaction, Employee Empowerment, Quality Focus, Procedural Improvement, High level product, Low 
variability in production function. Measures if Quality are: Return on Quality (Kotler 1994), Customer 
satisfaction, Long term Profits, Financial ratios. 
Impact on firm can be looked at from these constructs of QO, 1) Motivation performance 2) Market 
performance, 3) Productivity performance, 4) Societal performance. It is also studied by authors that 
medical technology investment alone does not contribute to a significant improvement in hospital service 
quality (L. 
X. Li. (1997). QO is integral part of Business Success (Miles, Russell, Arnold (1995). 
Prior research indicates that the difference between the customer expectation and customer experience is 
vital for customer satisfaction and in turn firm Performance. (Parasuraman et all 2000). Quality Orientation 
can lead to a good process output which will result in customer satisfaction. Answer to the above research 
question will help us empirically validate the above argument and understand the linkages between Quality 
Orientation and firm performance. It will also help us reiterate the importance of having a Quality 
Orientation in progressive enterprises for them to succeed in a competitive market environment. 
 
Firm Innovativeness 
Impact of cognitive technologies are not studied in length for innovation (Sommer, Haug 2011). There are 
three stages for innovativeness, basic research - applied research – development for a firm (Godin 2006). 
Innovation is as five stages by Myers and Marquis (1969) as Recognition (of both technical feasibility and 
demand), Idea formulation, Problem solving, Solution, and utilization and diffusion. Maturity of these stages 
are defined and studied as Intent of a firm. 
 
Intent to Innovate 
Learning orientation is conceptualized as a second-order construct. Its effect on firm innovativeness 
(Calantonea, Cavusgila, & Zhaob 2002), which in turn affects firm performance, is examined by researchers. 
Intent to innovate is dependent on leadership roles to set innovation goals and encourage employees 
participate in innovation initiatives from bottom to up in the firm hierarchy and approve /disapprove 
innovation ideas (Spender & Kessler (1995) by the employees. Innovation is recognized as one of the most 
important determinants of firm performance (Sethibe & Steyn, 2016), dominant paradigm may be reaching 
the point of diminishing returns as a framework for supporting ground-breaking research and urges 
researchers to adopt a more innovative approach to the study of IT innovation itself (Robert G. Fichman 
2004). 
 
Emerging Technologies usage for Innovation 
Research suggests that, to accomplish good performance, firms should embrace both innovation and quality 
(Arshad, Wang, Su, (2016), and emerging technology usage. While there are numerous studies explaining 
the impact of innovation on creating customer value and firm performance (Richard L. Daft 1978; Scott 1994; 
Godin 2006; Kaiser et al 2007; Bulut 2017), very limited research exists probing the role of Emerging 
Technology usage for Innovation in explaining the direct impact of Tools and Techniques for firm 
performance. Firm innovativeness encompasses processes which lead to the establishment or adoption of 
new services and emerging technological models (Fichman 2004). Innovative performance has been 
employed in many technical (Cagri Bulut 2017) and scientific research studies focusing on two major areas: 
propensity to Innovate and usage of right emerging technology in right times for firm performance factors 
(Macedo, Liao, Pinho (2017). 
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The ultimate goal of innovation research is to provide guidance to managers on the question of “whether, 
when, and how to innovate” (Swanson and Ramiller, 2004) and implications to performance improvements. 
On the contrary, it is also studied by researchers, that innovative technology investment alone does not 
contribute to a significant improvement in service quality (L. X. Li. 1997). More research has directed on 
implementation of a new business practices, in a firm is dependent on the work force usage of knowledge, 
workflows, and Innovative ideas for improving process efficiencies and better quality of goods or services 
(Swanson and Ramiller, 2004). 
It is also studied that Innovation and quality management goes hand in hand for better performance 
(Makridakis (2017), some studies reflect that there will be no special benefit as the advanced innovation 
would simply become a competitive requirement for staying in the race. Emerging technologies like big data 
(Schonberger & Cukier 2014), offers the opportunity to find what customers is expecting and usage of the same 
for decision makers. The challenge is that both the data and the techniques to analyze them are available to 
the practitioners, everyone who needs it, turning this data and analysis to meaningful recommendation for 
competitive advantage is important (NS Jankel 2015). Jankel is therefore probably right, stating that 
“computers will never create disruptive innovations” nor be able to provide. Firms need to innovate to disrupt 
the way of working (Makridakis (2017) to be competitive in the market and by improving firm performance. 
There is dearth of theory explaining how the emerging technology unit of a firm could contribute to the firm’s 
development of innovations in ways to create customer value and improve firm performance (Tarafdar & 
Tanriverdi 2018). Those who will be evaluating emerging technologies will be ahead in the market 
capitalization (Makridakis 2017). Artificial Intelligent technologies to gain the most a successful firms out of 
their implementation in all aspects of the firm (Makridakis 2017; Barrat 2013). 
 
In this era of digitization, rising customer demands and expectations are being experienced. Hence it is 
essential to be relevant in the technology savvy market, where customer demands innovative service 
offerings. Augmentation of emerging technology for innovative use for Quality Management tools & 
techniques, can foster faster response to the market demands and can help firms to achieve customer delight 
and in turn better firm performance. 
 
Firm Performance 
Firm performance has been defined by different research with different parameters. Return on Quality, 
Customer Satisfaction, Long term Profits, Financial rations (Miles, Russell, Arnold 1995). Superior firm 
performance (Malhotra (2012); Kohli and Jaworski (1990); Pande et al. (2000), (Deming 2000); Taguchi et 
al. (2004), Competitive advantage (Pande et al. (2000); Taguchi and Clausing (1990). Firms’ long run 
success comes from creating shared value of services that advance the competitiveness of the firm, and 
simultaneously advance the economic and social conditions of the communities (Porter and Kramer 2011); 
Malhotra 2012). 
 
Atalay, Anafarta & Sarvan (2013), stated firm performance is a multidimensional concept also by Murphy et 
al. (1996), what indicators can be departmental, such as pertaining to production, finance or marketing (Sohn 
et al., 2007), or consequential such as pertaining to growth and profit (Wolff & Pett, 2006). It can be measured 
with objective or subjective indicators (Dawes, 1999; Harris, 2001). There are subjective measures of 
performance from Venkatraman (1989) were adopted because of the difficulty of gathering hard financial 
data from private companies, in the absence of any publicly available objective data which includes the firms 
in the sample (Priem et al 1995; Sapienza et al 1988). The performance indicators suggested by Venkatraman 
(1989) measures perceived performance relative to those of the relevant competitors. 
 
Customer focus and continuous improvement are key strategic lever of quality to create better values for 
customers and ultimately superior financial performance (Russell, Arnold 1995). 
Increasing competition and disruption in an international market, makes service firms to think about which 
Innovative technologies and Quality Orientation approaches to be used to improve their Customer 
Experience. The moving gap between Customer perceptions and expectations is a direct measure of the 
quality of service as experienced by the customer (Parasuraman 1988). It will also help improve managerial 
decision making for consistent service delivery, relevant Orientation and innovative use of emerging 
technologies to foster organizational growth and in turn firm performance. 
 
Small and Medium sized Enterprises (SMEs) 
There are variety definitions of SMEs across the world. Defining SME is a challenging task, as every country 
has its own definition for a SME. Hashim and Wafa (2002), highlights that this gets further complicated by 
definitions that varies from country to country and within country as well. For instance, country like India, 
as per Micro, Small and Medium Enterprises Development act 2006. Enterprises are categorized as micro 
units, small units, medium units and large units depending on the investment in plant and machine(s) 
(Paramasivam & Selvam 2013). Firm 
 
size is readily available, and managers easily find and share the information on employee size (Nazih & 
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Osama, 2011; Karagozoglu & Lindell (2004) defined business with 0-99 as small biz, (Bajwa and Lewis 2003) 
small and medium as 100 and 100-499 respectively. Saffu et al (2008) defined in Ghana as 200 as SME. 
(Ifinedo P. 2011), defined it as less than 500 in Canada. For the purpose of the above study, SME is defined 
as a firm with less than 500 employees, it is also consistent with prior research above (Vishnupriya 2015). 

Conclusion 
 
In this study we examined the literature available on quality orientation, firm innovativeness, firm’s intent 
to innovate, does firm use any emerging technology to prove to be quality oriented, does the firm innovate 
for better quality of service, and are relevant to the performance of the firm. 
1) Answer to the above research gaps will help us empirically re-validate the above argument and 

understand the linkages between Quality Orientation and firm performance. It will also help us reiterate 
the importance of having a Quality Orientation in progressive firm for them to succeed in a competitive 
market environment. 

2) We found an ambiguity regarding the impact of Tools used for Quality Orientation for competitive 
advantage and relation to firm performance. Empirically validating the effect of tools and its influence of 
Quality Orientation on firm performance will help clear this ambiguity. 

3) Measuring impact of the tools of Quality and Innovativeness techniques used can help firms to predict 
their performance and in-turn can lead to better performance results. 

4) From a practitioner’s view, the new area is concentrating on A.I.T. (Automate, Innovate and Transform), 
rising customer and clients demands, and expectations on higher customer satisfaction, cost saving and 
faster delivery are being experienced. Hence it is essential to study Intent of firms to Innovate and how 
and what emerging technologies are being useful for SMEs. 

5) Clients and Customer demands innovative service offerings, if firm is using any emerging technology to 
innovate. SMEs will know which Technology to use and how to create intent in the firm for Innovation. 
This can foster faster response to the market demands and can help firms to achieve customer delight 
and in turn improved firm performance. 

 
References 

 
1. Ismail, W. Sohn, M. Tellez, A. Amaya, A. Sen, H. Hasson, N. B. Pitts (2007), The International Caries 

Detection and Assessment System (ICDAS): an integrated system for measuring services of dental caries, 
Community dentistry and oral Epidemiology, 35(3), 170-178. 

2. Ali, Gamal Abdualmajed and Abdullah, Haim Hilman and Gorondutse, Abdullahi Hassan (2017) The effect 
of entrepreneurial orientation, market orientation, total quality management and organizational culture 
on the SMEs performance: A theoretical framework. Journal of Business and Retail Management 
Research, 12(1), 26-40. 

3. Arshad, A. M., Wang, J., & Su, Q. (2016). Investigating The Mediating Role of Service Innovation In Firm 
Performance: An Empirical Research. Journal of Applied Business Research (JABR), 32(2), 461-478. 

4. Benoît  Godin  (2006),  The  Linear  Model  of  Innovation:  The  Historical  Construction  of  an  Analytical 
Framework, Science, Technology, & Human Values, (31)6, 639-667. 

5. Cagri Bulut (2017), Quality Orientation and Innovative Performance, Coimbra Business Review, 3(1). 
6. Calantonea, Cavusgila, Zhaob (2002), Critical Indicators for Apparel SMEs Performance; Market 

Orientation, Learning Orientation, and Innovation, Virginia Tech Electronic Theses and Dissertations. 
7. Daniel I. Prajogo, Amrik S. Sohal (2006), The relationship between organization strategy, total quality 

management (TQM), and organization performance––the mediating role of TQM, European Journal of 
Operational Research, 168(1), 35-50, 

8. Davis, J.L., Greg Bell, R., Tyge Payne, G. and Kreiser, P.M. (2010), "Entrepreneurial Orientation and Firm 
Performance: The Moderating Role of Managerial Power", American Journal of Business, 25(2), 41-54. 

9. Deming, W. E. (1986), Out of the Crisis, Cambridge, Massachusetts: MIT Center for Advanced Engineering 
Study. 

10. Deepinder S. Bajwa and L. Floyd Lewis (2003), Does Size Matter? An Investigation of Collaborative 
Information Technology Adoption by U.S. firms, Journal of Information Technology Theory and 
application, 5(1), 29-46. 

11. E. Burton Swanson and Neil C. Ramiller (2004), Innovating Mindfully with Information Technology, MIS 
Quarterly, 28(4), 553-583. 

12. Elshaer, I.A. and Augustyn, M.M. (2016), "Direct effects of quality management on competitive 
advantage", International Journal of Quality & Reliability Management, 33(9), 1286-1310. 

13. Fichman, Robert G. (2004) "Going Beyond the Dominant Paradigm for Information Technology 
Innovation Research: Emerging Concepts and Methods, Journal of the Association for Information 
Systems, 58(1), 11. 

14. Hale Kaynak (2003), The relationship between total quality management practices and their effects on 
firm performance, Journal of Operations Management, 21(4), 405-435. 

15. Heine, Robert Schmitt, Patrick Beaujean (2016) "Critical incidents of quality orientation in lower and 



3653                                                     Om Sharma et al,/ Kuey, 30(1) xyz/ Kuey, 30(1) 6391                                                             

 

middle management", The TQM Journal, 28(5), 734-744. 
16. Iris Mohr-Jackson (1996), Quality Function Deployment: A Valuable Marketing Tool, Journal of 

Marketing Theory and Practice, 4:3, 60-67. 
17. James A. Wolff, Timothy L. Pett (2006), Small-Firm Performance: Modeling the Role of Product and 

Process Improvements, Journal of Small Business Management, 44(2),268-284. 
18. John Dawes (1999), The Relationship between Subjective and Objective Company Performance Measures 

in Market Orientation, Research: Further Empirical Evidence, Marketing Bulletin, 10(1), 65-75. 
19. Karagozoglu, N. and Lindell, M. (2004), "Electronic commerce strategy, operations, and performance in 

small and medium‐sized enterprises", Journal of Small Business and Enterprise Development, 11(3), 290- 
301. 

20. Kee-Hung Lai (2003). Market orientation in quality-oriented organizations and its impact on their 
performance, International Journal of Production and Economics, 84, 17-34. 

21. Kohli, A. K., & Jaworski, B. J. (1990). Market Orientation: The Construct, Research Propositions, and 
Managerial Implications. Journal of Marketing, 54(2), 1–18. 

22. Korsakiene, R.; Diskiene, D.; Smaliukiene, R. (2015), Institutional theory perspective and 
internationalization of firms. How institutional context influences internationalization of SMES? 
Entrepreneurship and Sustainability. 

23. L. X. Li. (1997) Relationships between determinants of hospital quality orientation and service quality 
performance- a Path analytic model, International Journal Management Science, 25 (5), 535-545. 

24. Lumpkin, G T; Dess, Gregory G. (1996) Clarifying the entrepreneurial orientation construct and linking 
it to performance, The Academy of Management Review, 21(1), 135. 

25. M K Hashim, S A Wafa (2002), Small & medium sized enterprises in Malaysia: Development issues Posted. 
26. Malhotra, N.K., Lee, O.F. and Uslay, C. (2012), "Mind the gap: The mediating role of mindful marketing 

between market and quality orientations, their interaction, and consequences", International Journal of 
Quality & Reliability Management, 29(6), 607-625. 

27. Martin Hoegl (2004), Smaller teams–better teamwork: How to keep project teams small, Business 
Horizons, 48(3), 209-214. 

28. Mehra, Satish; Joyal, Aaron D; Rhee, Munsung (2011), On adopting quality orientation as an operations 
philosophy to improve business performance in banking services, The International Journal of Quality 
& Reliability Management, 28(9), 951-968. 

29. Michael E. Porter and Mark R. Kramer (2011), Creating Shared Value, how to reinvent capitalism—and 
unleash a wave of innovation and growth, Harvard Business Review, HBR.ORG. 

30. Miles, Morgan P; Russell, Gregory R; Arnold, Danny R, (1995), The quality orientation: An emerging 
business philosophy? Review of Business; 17, 1. 

31. Mokhtar, Sany Sanuri Mohd, Zien (Mar 2010), The influence of top management commitment, process 
quality management and quality design on new product performance: A case of Malaysian manufacturers. 
Total Quality Management & Business Excellence, 21(3), 291-300. 

32. Murat, Nilgün, Sarvan (2013), The Relationship between Innovation and Firm Performance: An Empirical 
Evidence from Turkish Automotive Supplier Industry, 

33. N. Venkatraman (1989), Strategic Orientation of Business Enterprises: The Construct, Dimensionality, 
and Measurement, Management Science 35(8). 

34. Oliver, R.L. (1997), "Satisfaction: A behavioural perspective on the consumer", New York, NY: Mc Graw- 
Hill. 

35. Parasuraman, A., & Grewal, D. (2000). The Impact of Technology on the Quality-Value-Loyalty Chain: A 
Research Agenda, Journal of the Academy of Marketing Science, 28(1), 168–174. 

36. Philip Kotler (1994), Conceptualizing marketing: An interview with Philip Kotler, European 
Management Journal, 12(4), 353-361. 

37. PK Ng, GG Gan Goh, UC Eze (2009, TQM Implementation for Improved Engineering Performance-A Case 
Study in a Semiconductor Manufacturing Firm. Research gate – 3rd International Conference on 
Operations and Supply Chain Management, Kedah, Malaysia. 

38. Priem, R. L., Rasheed, A. M. A., & Kotulic, A. G. (1995). Rationality in Strategic Decision Processes, 
Environmental Dynamism and Firm Performance. Journal of Management, 21(5), 913–929. 

39. R. Sethi and A. Sethi (2009), Can Quality Orientated firms develop Innovative new products? The journal 
of Product innovation Management. 26, 206–221. 

40. Ravi S. Achrol (1991) Evolution of the Marketing Organization: New Forms for Turbulent 
Environments, Journal of Marketing, (55)4, 77-93. 

41. Richard J Harris (2001), A primer of multivariate statistics, Psychology Press. 
42. Richard L. Daft (1978) A Dual-Core Model of Organizational Innovation, Academy of Management 

Journal, (21)2, 193-210. 
43. Robert B. Kaiser, Jennifer T. Lindberg, and S. Bartholomew Craig (2007), Assessing the Flexibility of 

Managers: A comparison of methods, International Journal of Selection and Assessment, 15(1), 40-55. 
44. Saffu, K., Walker, J.H. and Hinson, R. (2008), Strategic value and electronic commerce adoption among 

small and medium‐sized enterprises in a transitional economy, Journal of Business & Industrial 
Marketing, 23(6), 395-404. 



3654                                                    Om Sharma et al,/ Kuey, 30(1) xyz/ Kuey, 30(1) xyz                                                             

 

45. Sapienza, H. J., Smith, K. G., & Gannon, M. J. (1988), Using Subjective Evaluations of Organizational 
Performance in Small Business Research. American Journal of Small Business, 12(3), 45–54. 

46. Scott, Bruce (1994), Determinants of Innovative Behavior: A Path Model of Individual Innovation in the 
Workplace, Academy of Management Journal, 37(3), 10.5465/256701. 

47. Sommer, L., Haug, M. (2010), Intention as a cognitive antecedent to international entrepreneurship— 
understanding the moderating roles of knowledge and experience, International Entrepreneurship and 
Management Journal, 7(1), 111–142 

48.Spender, J. C., & Kessler, E. H. (1995). Managing the Uncertainties of Innovation: Extending Thompson 
(1967). Human Relations, 48(1), 35–56. 

49. Spyros Makridakis (2017), The forthcoming Artificial Intelligence (AI) revolution: Its impact on society 
and firms, Futures, (90), 46-60. 


