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ABSTRACT 
 

 
As the quality of life improves, demand for better quality services and products also 
increases. Many organizations look for implementing quality management system 
with the prime objective of enhancing quality of the products and services to enhance 
the market competitiveness and win the trust of customers. But most organizations 
could not reap the benefit; achieve the set targets or competitiveness through 
implementation of quality management system. There are several factors that affect 
the success of quality management system. One of the factors identified is the lack of 
due considerations about their employees. Employee attitudes and perceptions may 
affect organizational performance. This is because employee attitudes and 
perceptions can create conditions where employees become highly involved in the 
organization and work hard to accomplish the organization's goals.  

Employee attitudes and perceptions selected for this study are; employee 
engagement, organization citizenship behavior (towards individual and organization), 
perceived organizational support and perceived job complexity. Quality 
performances considered in this research are categorized into four concepts such as 
quality measures, customer relationship measures, process measures and policy 
deployment measures.  The four quality concepts are covered with ten variables such 
as quality responsibility, conformance, first time pass rate, continual improvement, 
deliver as promised, set up reduction, prevention, process orientation, working to 
schedule and team performances. 

Data was gathered from ten manufacturing companies through a questionnaire. 
Through the regression analysis identified that employee engagement, organization 
citizenship behavior towards individual, perceived organizational support and 
perceived job complexity shows positive significant relationship to quality 
performances. Organization citizenship behavior towards organization does not have 
a positive significant relationship to quality performance. And also this research 
recommends strategies that can be used to enhance the positive relationship of 
employee attitudes and perceptions on quality performances. These strategies can be 
adapted to manufacturing organizations for successful implementation and operation 
of quality management systems and gain the maximum benefit from quality 
management systems and win the challenging business environment. 
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