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ABSTRACT KEY WORD-
To!‘af quality management (TOQM) 15 a2 management philosopk; Tsfs p
which focuses on _the work process and peaple with the mzier ' J"" iy
concern for salisfying customers and improving the Sraaniatal | o g
performance. It involves the proper coordination of work processes e
which allows for continuous improvement in ali business unis =+
the aim of meeting ‘Of SuUrpassing CUSIOMErs eXpecizions e
emphasizes on lotality of quality in all facets of an organizat.on with
the aim of reducing wasie and rework 1o reduce cost and inorzas
efficiency in production TOM is applicable to any organisation
irespective of size molives even the public sector organisat,on aze
fast adopting the idealogy 1n order 10 mahe them effective 1nmasurl
public demands. Il adopts Lhe participative approach which 1s aim al
improving the compelitiveness. effectvenass and flexibilin clire
entire organisation 1he central concept of TQM has ta do w.li 1ne
achievement of qualin standard in products and semices TS
achievemenl is possible through eflective communicdien any sored
on modern communication technology otheriize kI0AT &3
information technology It 18 designed to improve T2 Z2meT2
functioning and process of an organisation EfTzited
communicalion is logical. rational and persuasive and s Ispet. il
useful in industrial relation, organisational chanie amd relENIL O
There is a strong relatianship beiween good SOmTUTIIENLT s
successful quality implementation Althoush common.faion n28
always been key requiremenl of good manageren 115 ewen ToTE
important in the implementation of toral quaihin manazeman. el
depends on communication thai flows in the Hrecrion op Sowrans
external custoners have (0 know supplizes wha! thes ne2d SLE.E
have to know their customers w hat they € raalisticalls prowids.
Introduction .
' o . - . = 7 270 =t -
Effective communication is the life wire of ans Organisandn regindass 98 1= T
anit Tor effective job pertormans. e
' ' W0V

or nature, If properly used it is an instrum

serves as an index for employee motivation and the resultan: high oo




FTTICTE IS MU Uuw viose oo .
information. the information one IN1ENds 19 WO TR Lt
d (Hames 1575917

developed bui must be el communicale

’
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Industrial relations have perhaps collapsedina gondnumosr o
Gam e _-' -

to absence of effective communication betweznrepreneslal e of o
of management. This treatise adopis the ifta Glalhils merage j,:,: e
approach in looking al effeclive COMIMUNICAliOn in Grganid. e ey,
an economy suffering from depression such as 1he I pe *CEems v,
through. effective communicalion remams & <ireng fasts T e b
hope and reassurance that are increasingly becuming e.use -
Communication
A business can flounish when all objectives of the Orgariselon. oy .
effectively. For ciliciency in an organisalior. ali 1he pern.s ol e e
must be able to convey their message properly Commorniielon o, wm
conveving information through the exchange of WOLE e
WTNnE LD TenE Ll T e

information as by speech. visuals. sjgnais.
relation writer conceptualized that if workers Knew "nzl .2 =7;
are aware of the objective of the orgaysalicn and loeTs 1522

T
-

their performance. they invariably will bz mcr
2003.P. 46).
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Communication is defined as the exchange o1 1icrm2ril 2o
berween two of more persons or groups (Jablin & Pumar. AT T BT
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and receiver concerning the message. there 1§ N0 COMMTIRITET T

- — el T -
- .- o e e el T elm e

is encoded. and prior agreement must be reachad oo - :

quality must be carefully defined and measures 25822 =~ Wi nic
downward cannot work because it focuses o Wi ol M
communication should be up and down. employess shows Tk

measurable goals.

emphasis on exchange and undersianding. withowi UnoersiEnlm s DETRTI A0S
3 e eatt oL bt Wiyt i

Effective Communication
Effective communication 1s an indispensable nsmimment

-

success. because withoul communicalion One rémiind I30.=
. B —-:_-.-"':,L?:.

(Krocth, 2007, P. 66). Effectve communicanion aceurs when s 3asTas S
T L S, it S ":Tiﬂrﬂ,!‘t'

result of intentional or uninientional informason shanng.
; v & . e _— " i
between multiple entities and acted on in a desired way «Kreps. 197 -+ S
- - -

effect also ensures the message is not distoried dunipg the Sommm i 7y

effective communication should generate the Jegited o a0l '“s-fﬂ"*"“ﬂ

effect, with the potential 1o increase the efect of the masszis —pma i SR

communication serves the purpose for which 11w 23 ;-1_1?::53- o JEE LS ““'f‘ )

purpose might be 10 elicitchange. generate action, ereale pelemsiing. e B
the SESITES ST

communicate a ceriain idea or pomnt of view. when
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v, {aclors such as barriers (g communi
peing to discover how the commy

(jon
lrﬂiebﬂlc':r. 1989.P- 61).

cation are explored. with the
nication has been ineffeclive

alife wire of an organisalion, communicalion at
sco orale iIMage of an organisation through eff
the €= * munication is an act of transmitling info

n - -
- .1ion a lol of embarrassme ;
D sanisallo ent. The specific role of communication as a

0ol fzr indu.slrllal re;juon \‘-wlh respect to collective bargaining and sorsreiodtng
worth mentioning. ere communication takes the persuasive style. As M d5
1990) putsit,a mesgagc s persuasive when : ead.
[ It takes as given (and therefore not requiring lengthy repetiti

the same information that the receiver takes us given {f) j?:swin ;
receiver's value, perceptions and experiences of the wor(d’ T;;

gives appropriale details and received as relevant and acted

upon. (P. 63)

tlempts to protect and promote
cclive public relations system.
rmation or a rejoinder can save

[n areas of conflict resolutions communication does a wonderful job. There 1s
perhaps noO be'“&?f method _Of -resolving conflicts and conflict situations than
through effective communicatlion. One other very important role of effective
communication is 1 the area of change and relaxation. It prepares the mind for
change such that when the anticipated change eventually occurs it will be taken as
oiven without the fear and panic usually associated with it. The types of
ommunication we are talking about here is a two-way process, it is participatory
o nature and is found to be very ideal for relaxation. This is the highest level of
quality management. ]t is concerned with the management of quality principle in
o1l the facets of a business including customers and suppliers (Dale, 1994, P. 2006,

Lockwood, 1996, P. 114).

Application of Total Quality Management
Total quality management (TQM) - ivolves the application of quality
management principles (o all aspects of the organisation, including customers and
suppliers, and their integration with the key business processes. It is an approach
whichinvolves continuous improvement by everyone in the organisation. TQM 15
a principle which involves the mutual cooperation of everyone that aids the
business process of an organisation and it nvolves all the stakeholders of an

organjsation.

improving the

an approach 1o ;
PP It s

ity of a whole organisation.
d understanding each activity, and

1993,P.98).

collectivity as agains}
sense O
g people a S

cTt?]:] quality management 1S defined as
633@:??1“%”333: effectiveness, and .ﬂ_e)(lbll
de ially a way of planning, organizing an

Pends on each individual at each level (Oakland.

TQ! . .
' Q?j'ida relatively new management technique emphasize
duality, participation as against autocracy, givin
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Effective Communication in the Applicanion of Toral Quality Managemen (TOM)

Other conditions for successful communication include mutual respect for o,
another (in other words, respect for each other's opinion without p“‘-'judice:
openness and willingness to change grounds. That s introducing flexibility Whict).
is predicated upon situations and circumstance under consideration.

Theoretical Framework :

The symbolic interactionism theory looks al communicalion as a continy|
process of using language and gestures in anticipation of how others will respong.
In other words the feedback of the listener is influenced by how they think (he
speaker will react. George Herbert Mead, a major contributor 1o this theory, held
that, it is through communication our thought, sclf concept, and our community
are created. '

Core principles of symbolic interactionism include:

Meaning: The major premise of this theory is that human's acl towards people o
thing based on the meaning they assign to them.

Language: Meaning is brought through social interaction and language is the
vehicle through which we convey this meaning. We negoliale meaning through
symbols. words /symbols are arbitrary signs. In other words it is only through
talking with others/ symbols interaction that we give meaning 10 words.
Thinking: A person's interpretation of symbols 1s modified by their own thought
processes. For the symbolic integrationists thinking is an 1nner conversation and
according to mead this is called minding. Symbolic interactionism implies thal
without communication there would be no self concept.

Tqm And Communication Technology

Effective integration of information technology in to an organisation's business
processes has become increasingly crucial (o prosperity. It includes such 1tems a8
the systems software, application software, computer hardware, ne{works ﬂnfj
databases associaled with managing an organisation's information. When 1l
comes to implementing quality standards in the 1T realm, most ClOs face s many
pressures to deliver systems and technologies which meet the organisation's eve!
changing needs that quality falls by the way side.

Organisation as a whole has fallen short of delivering technology that peoplt
understand and can use. Many of the problems occur because of the complexity

technology and the rapid pace of change. Neither of these condstions are Jikely 10
abate, in fact, they are accelerating at an alarming rate, if flow less execution Was
an elusive in the past; it is even more so today (Douglas, Richaid, & Jean, 2017)

Nevertheless, performance can be substantially improved by ensuring thal tactical
decisions (o develop and support IT emphasize quality. Experience fells us that
quality improvement in IT delivery and service support can be achicved by
introducing such considerations as user satisfaction. integration and flexibility
early on in the decision process and reinforcing them throughout the roview

processes.
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gl (here 41e no perlect solutions. there are standards i these areas whichan
L on and its suppat cannot be allowed o tall Quality management meins
L these standards e nporoushy enforeed and embedded into the
o HI: A il OrRaNISHHON'S g.‘i?lilt‘ L1 community, Orgamisations that want (o

& e compeiting 1|m‘1|-.:11 nust  take ;ul\;uh'nl;;g._- ol the modern
-mnm”“"-“"im' {cclnmlng.;j:'. I l‘ |~, very usu.-ml n :mlmp;uing busimess, so also il 1s
:cr\" n;?l"“f”l‘lc (o both service and manubicmnmg industiies Communication
<hnology 13 designed Lo mmprove _‘hl‘ general anctiioning and process of an
s Lion by concentratig on “domp the vight things i the vieht way™ This is
gone by applying th" coneep ol hus}ﬂuﬁﬁ PLOCUSS, 1'u-cnp'tncm'uk1g e W “;
inerease husiness cllicieney and pedotmance. The main objective of this type of
gystem 1810 con_lrnl _nnd nanage process. The emphasis here is on gualin
panagement which s basis tramework within the TOM. The standard
sreanisation of Nigeria (SONY and the National Agency for Food and Diug
sdmanistration (NAFDAC) are operating within this framework. needless (o say
that they are all control mechanisms by which the right informanon 1s passed (o
the right people or orgamsation at the right time.

airy Ve

argasa

The eritical element of TQM 13 tecamwork, collaboration, delegation. openness,
participation. consultation. and lateral communication, flatness of struciures.
fexibiliy and customer orientaton. All these elements have one thing 1n
common. that is “involvement”. True involvement is realizable through eflective
communication. 1t is pertinent to note that ivolvement leads to motivation. As
simmerman (1994, P. 16) observed. motivaiion comes {rom seeing one's 1deas
implemented. and from seeing the leaders trying to improve the organisation.
Employee at every ley el has ideas for improving organisations. but they might not
share them because of perceived risk or the feeling that nobody listened n the
past. Organisational leaders must therelore generate opportunities for active
molvement and mmprovemeni through eflective communication techniques

Conclusion

umlS Study drew attention 1o the importance of effective communicaton in
ha i . 1 s = = E » x .. 3 s -9
quzﬂgm“ﬂﬂa] relationship using TQN! approach This approach 1s (o ensure
] . — :
¥Standard in people. processes. products and services.

any

e
Cmph through modem

i unna%mes that efTective communication can be achieyed 10de
Hom technolopy (IT). It was nated that it the mstrument of communication

e

diicnpdrgr?lelr]l',)rl,hused' they are likely 1o result employee nml‘i_\‘almn anq lhc

gh productivity The aggregate eflect ol thisis organizational grow th

Urean ;it(’;“'ng.- On the other hand. partial or incflective
nal members standard and isolated.

cOmninicaion leaves

and  approprialeness nt:
conveyed The role of
resolution was also
d listen o employ ee's

Cu”“ﬂs lhomm““it‘alion pPre-supposes relevancee
i ﬂicqr'mlgl'_‘ which picces of information are
tljigh“ghleél;(:p - collective bargaining and conthel

L e concluded that organisational feaders shoul .
since ideas are aimed al impraving the orgamisation
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