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Abstract — Today‘s construction industry need a system by 

which quality of construction can be determined. Today the 

whole world is being very competitive not only in developed 

countries but also in developing and underdeveloped 

countries. Indian economy is very fast developing economy 

in whole world. In India, construction industries are playing 

vital role to develop India. Now-a-day‘s in construction 

industries, not only big but also small construction 

companies are very competitive and many companies are 

trying very hard not only to satisfy their customer‘s needs 

but where possible exceed them. This can only be achieved 

through cost reduction, improvement in Quality, increased 

customer satisfaction and a constant effort towards world 

class organizations. In order for companies to survive and 

grow in the future, it is essential that they deliver high 

quality construction and services. Those that can deliver 

quality are the ones that will prosper in the next upcoming 

years. In this project a study and survey is done on 

Construction Company of Bhopal to check their quality of 

construction and term Total Quality Management (TQM) is 

suggested and implemented on the same sites and then its 

impact is noted. By the study and survey it has been 

observed that quality of construction is increased with the 

increased rate of customer satisfaction. 

Key words: Total Quality Management, Quality 

Construction, Customer Satisfaction. 

I. INTRODUCTION 

The whole world talk about the Quality and Quality 

Construction, but we always neglect the basic concept of 

Total quality i.e. quality that starts before we start any new 

project and remains till to complete life cycle of the project. 

When we talk about the TQM then there are three different 

words,  

Total — Means complete from start to end and made up of 

the whole,  

Quality — Degree of Excellence for service which we 

provide, 

Management — Act and Manner of handling, controlling, 

directing, planning, etc ,regarding the construction project 

and construction activity, 

The Indian construction industry as compared with 

Construction Company of developed countries is being 

viewed as one with poor quality emphasis compared to other 

sectors like, the manufacturing and service sectors. Total 

quality management (TQM) is increasingly being adopted 

by construction companies as an initiative to solve quality 

problems in the construction industry and to meet the needs 

of the customer continuously. TQM has the potential to 

improve business results, greater customer orientation and 

satisfaction, worker involvement and fulfillment, team 

working and better management of workers within 

companies. However, construction firms have been 

continually struggling with its implementation. The 

implementation of a TQM within the organization requires a 

cultural change and its being recognized as an important 

aspect of total quality development. 

In India generally big construction companies already start 

implementation and practice of TQM in their organization 

but there is lot of work is remaining to do TQM, but there is 

very much scope and strongly requirement of TQM system 

implementation in to the small construction industries, 

because in India small construction industries create large 

employment to the population and revenue for the 

Government. When we talk the implementation of TQM in 

small construction Total Quality Management is obviously a 

useful philosophy for management if properly used and 

implemented. It was a complete success in Japan and many 

other organizations outside Japan have used Total Quality 

Management practices successfully.  

Therefore, the main object for this project is to prove that 

we can achieve optimum implementation of Total Quality 

Management practices through well thought-out research 

into Total Quality Management literature by synthesizing, 

organizing and structuring this great wealth of Total Quality 

Management knowledge in a meaningful way and offering 

suggestions for optimum implementation of Total Quality 

Management through a comprehensive evaluation of the 

case organization. Later on the studying of implementation 

of TQM in small construction industries this project also 

focuses on the impact of TQM on Construction Company by 

sequence. 

II. NEED AND IMPORTANCE OF TQM 

The participants in the construction industry tend to be 

reactive to changes being imposed on them such as 

economics, political, and technological pressures, which 

results in poor performance in the diligence.TQM can make 

the system cope with the change as the norm, instead than 

being reactive to such pressures of change. 

Generally Small Companies competent Customer, Price, 

Benefits, Quality. If the alternative is to compete in the 

market on the basis of Customer, Quality and comparative 

price, then the degree of rivalry is distinctly determined; the 

low-cost provider wins. Whenever companies choosing the 

low cost approach may see themselves losing quality into 

the project equally well as a low - gross profit business in 

the long term, but when any little or large organization 

compromise with quality in their project and so definitely 

they lose their customers and ethic into the market place. 

This is why many societies have become cognizant of the 

need to pull in quality is the competitive marketing strategy 

in a worldwide marketplace. 

Large companies, for instance, have begun to implement 

total quality initiative in their new under construct projects 
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and serves. The increasing adoption of Quality Management 

(QM) as a philosophy of management and a way of 

company life has selected place for almost some decades. 

Now a day as per survey many small construction 

Organization understand that QM is necessary for them to 

stay competitive, retaining their market share and to be 

capable to react to changing competitive demand in today's 

business world not all companies are able to implement 

TQM successfully because it takes a different 

implementation approach to cater for the changing needs of 

the industries in society for efficient execution. 

This task is one of the main steps towards reaching the 

needs of the local Small construction organization that are 

attempting to implement TQM in their job.It will focus on 

the Small construction organization sectors have got along 

in view of TQM as a puppet in their quality journey. With a 

fuller discernment of these events, it can be the basis for the 

evolution of an appropriate TQM framework for practical 

implementation by the Small construction organization. As 

per above discussion, we say that, there is some problem of 

Quality not only in the final product, but also between the  

process of construction, due to this Quality problem 

customer is not lived up to. In India the business of 

construction is more than 50000 crore. And this concern is 

continuously turned up. In construction market there are 

50% to 60% shares of the small construction organizations, 

and then the objective of this study is: 

1) To examine the concept of Total Quality Management 

[TQM] of construction Project. 

2) To conduct the investigation of TQM through a case 

study of construction Company. 

3) To analyze the TQM of investigating construction 

projects and comparative study with standard pattern. 

4) To Suggest a TQM model for implementation in small 

construction organizations and Measure its impact after 

TQM model implementation. 

5) To Suggest/Recommendation and generate Ideas of 

implementation model of TQM for the small 

construction organization. 

III. RESEARCH METHODOLOGY 

Methodology to achieve the above objectives is presented at 

a lower place:- 

1) Literature survey was held out from various relevant 

journal papers, conferences proceeding, and different 

management books to visualize the concept of TQM, 

for its implementation in the study. 

2) Aggregation of data from various construction systems 

to study, compare the basic prerequisite for 

implementation of TQM and problem faced by different 

TQM Implemented and Non implemented 

organizations. 

3) Inspection of Quality Manual and case study of 

construction project sites. 

4) Analysis of data to study the execution method of TQM 

for the small construction organization. 

5) With the aid of new modification of TQM 

implementation model for small construction industries 

to make the suggestion and recommendation for TQM 

from actual sight. 

IV. COLLECTION OF DATA 

Collection of data for this project, Causes for receiving such 

types of collection of data, method are introduced and 

explained. The layout of the questionnaire is reported as 

good. Also, the methods employed in this analysis are 

explained. 

First I design a questionnaire for the survey in small 

construction company. The questionnaire is important to 

finish the research for this Project. Questionnaire helps to 

gather the useful data from different people to be employed 

in the analysis of the information. Since the questionnaire 

depends on the decision of recipients and the response 

which they feed on their actual and personal opinions. In 

this Project, I was applying the five-point Likert scale to 

identify the different responses of different question because 

the number of scales is suitable and this scale helps 

recipients make a decision in a short time as comfortably as 

some question is descriptive types so that this question 

having multiple answer, this helps the respondents to give 

more answer for their positions. Questionnaire survey will 

be held with different small construction companies in 

Maharashtra and construction group to capture their 

organizational culture profiles and their degree of quality 

practices implementation if they are enforced. Different 

level management people are admitted in this survey 

different opinion to the values of the society. In 

parliamentary law to read the culture profile and the QM 

level of a company in a more comprehensive manner, data 

should be gathered from different places. 

In this survey there are two different rounds of gathering up 

data for this Project and Three major categories of survey 

Questioner. The First Round is having Two Survey i.e. First 

and Second Category Survey. The First category is General 

Survey Category which helps to determine the customer 

satisfaction level for the troupe. This is assisting me to 

identify the customer thinking regarding their fellowship 

projects and quality of their oeuvre. The Second Category is 

Before TQM Implementation survey. This facilitates me to 

distinguish the genuine degree of Quality practices within 

the fellowship as well as company Top and Bottom 

Management views regarding Quality and also identify to 

know about TQM implementation barrier. The second cycle 

of studies is the Third Category type survey. 

 The Third Category is After TQM Implementation Survey. 

This is all founded on what I conclude and what I was 

getting the result with the first round of solicitation of 

information from different company. In this project, the 

definition of organizational culture is the values, opinions 

and behaviors that shared within an establishment. 

Therefore, when identifying the ethnic profile of those 

construction companies, a collectivity of data, in this case 

ten from each fellowship is used rather than just collecting 

one individual‘s response from each society. 

 Personal Interviewing. 

 Telephone Interviewing. 

 Self-Administered Questionnaires/Surveys. 

 To finish this section of the questionnaire, the 

object group is requesting to provide the true information for 

the company. There will be no right or wrong answers exist 

for the doubts just as there is no correct or wrong culture. 

Each system is required to take in a different organizational 



Implementation & Impact of Total Quality Management on Construction Industries – A Study & Survey of Construction Companies. 

 (IJSRD/Vol. 3/Issue 03/2015/119) 

 

 All rights reserved by www.ijsrd.com 479 

culture. So, when each of the organizations completes the 

questionnaires, they should truly report the underlying 

values and premises. In these questioners the data which 

provided by the different peoples in different management 

levels is extremely secret. 

Real State construction companies in Bhopal When we 

collecting data we strictly follows the ethics regarding, 

Participations of Respondent, Right to Privacy, Honesty 

with professional colleagues, Offer confidentiality. In this 

chapter we study the Quality Manual for construction 

companies and they practices in TQM.   

 Also we study the standard procedure of 30 

companies regarding Quality practices. Companies having 

their own organization chart and everybody knows their 

responsibility and position within organization. Companies 

strongly believe in Customer Satisfaction and Quality 

product. So they always make Audit of overall work 

regularly and present this report to senior for further action.  

 Then with the help of literature survey 

Questionnaire are made for Customer, Top Management and 

Bottom Management. With the help of MS-EXCEL 

software I found the participate for questioner and I found 

that out of 50 Top Management of small construction 

company only 30 peoples are ready to participate. Nearly 

same situation for Bottom Management and Customer 

survey was found. But it is hard to know about materials test 

but it can be done with  some people grace. 

V. SURVEY RESPONDENT 

This survey was aimed towards firms that have not obtained 

any Quality Practices and obtain Quality Practices. As well 

as we find the satisfaction level and identify the problem for 

implementation of TQM in small construction company. 

This is also helps to find customer satisfaction level. The 

following graph shows the Respondent and participant who 

participate and Respond my survey. For data analysis we 

use computer software of MS-EXCEL 2007 Version on 

Windows- XP Operating System. 

 

Response by Positive 

Response 

Not Response 

Top Management  60% 40% 

Bottom 

Management 

56% 44% 

Customer  68% 32% 

Table 1: Response of Survey 

In this survey I was gives the choice to respondent to 

participate or not to participate. In this survey I was visited 

in 50 small construction companies and collect this data. 

VI. ANALYSIS OF SURVEY 

Data analysis is ―the process of bringing order, structure and 

meaning to  the mass of collected data‖. An analysis of 

the firm‘s organizational characteristics and the 

respondents‘ demographic characteristics is reported in this 

section. The purpose of this analysis is to give a clearer 

picture of the background of the companies and the 

respondents involved in this study. I will analyze the results 

of the First round Survey i.e. first category survey i.e. 

General  Survey Category and Second Category Survey i.e. 

Before TQM implementation category Survey Which I 

conduct in different small construction company in bhopal. 

For data analysis I used computer software of MS-EXCEL 

2007 Version on Windows- XP Operating System. 

I analyzed all questionnaires data which I collect from 

customers, Top Management sand Bottom Managements of 

different Small Construction Company. I realize that current 

customer of Construction Company is not satisfied with 

company services. Also company is not customer oriented 

or no attachment with customer after maintenance period is 

off. Top management is not a Quality oriented, as well as 

they think that, marketing is a way to increase sales nor 

Quality. 

Top Management is not providing any Training and 

Education to employees. There is contrast between Top and 

Bottom Management opinions on Quality issues. In 

companies there is communication gap between Top 

Management and Customers is occurred. 

Big construction companies already start to practices with 

TQM and enjoy the result of TQM, but Small construction 

company still not a quality conscious and customer oriented. 

Most of the Top and Bottom management is not participate 

in this survey because of TQM threats and they are satisfied 

with traditional practices. 

Material quality management is determine or analyzed by 

the test performed on the materials and it has been found 

that many sites performed test but not on every materials. 

A. Customer Satisfaction Survey (General Survey 

Category) 

Sr. 

No 
Question 

Excellent 

(5) 

[%] 

Very 

Good 

(4) 

[%] 

Good 

(3) 

[%] 

Poor 

(2) 

[%] 

Very  

Poor 

(1) 

[%] 

1 

What you think 

about 

Company? 

6 18 23 35 18 

2 

Company 

Provided all 

information 

Regarding the 

Quality 

Standards for 

your Project? 

6 15 29 35 15 

3 

Company 

interacts with 

you regarding 

all qualitative 

information/Any 

Matter? 

3 6 17 62 12 

4 

What you think 

about the 

Maintenance 

services 

provided by 

Company After 

Project 

completion? 

3 15 17 56 9 

5 

What you think 

about the 

company 

services during 

3 18 23 41 15 
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the Project? 

6 

Are you 

Satisfied with 

your company? 

3 9 17 53 18 

Table 2: Customer Satisfaction Survey (General Survey 

Category) 

B. Top Management Quality Base Survey (General Survey 

Category) 

Sr

. 

N

o 

Question Excelle

nt 

(5) 

[%] 

Very 

Goo

d 

(4) 

[%] 

Goo

d 

(3) 

[%] 

Poo

r 

(2) 

[%] 

Ver

y  

Poo

r 

(1) 

[%] 

1 Are you 

Know about 

TQM? 

7 13 23 27 30 

2 Your 

Company 

Practice 

regarding 

quality 

/Quality 

Management/ 

TQM? 

0 0 10 40 50 

3 Your 

company is 

Quality 

oriented? 

27 33 40 0 0 

4 The 

Company has 

effective 

policies to 

support 

improving the 

quality of 

Work and 

services? 

0 0 20 60 20 

5 Top 

Management 

support 

regarding 

Qualitative 

Work by 

providing 

fund to 

achieve the 

quality on 

and off site? 

13 27 44 13 3 

6 The Junior 

executives act 

on 

suggestions 

to improve 

the quality of 

Work and 

services? 

33 47 20 0 0 

7 The 

Company 

regularly 

checks 

17 47 20 0 0 

equipment, 

Material, 

Procedure 

and supplies 

to make sure 

they meet 

quality 

requirements

? 

8 The 

Company 

views quality 

assurance as 

a continuing 

search for 

ways to 

improve? 

17 53 30 0 0 

9 The 

Company 

encourages 

employees to 

keep records 

of quality 

measurement

s? 

7 10 50 23 10 

10 You support 

your all 

employees 

for 

Qualitative 

Work? 

27 30 33 10 0 

11 Company 

Take review 

of all 

Employee 

Regarding 

Quality? 

27 3 37 0 0 

12 Company 

Take review 

of all 

Customer 

Regarding 

Quality? 

3     

13 Your 

Company is 

customer 

oriented?  

7     

14 Your 

companies 

interact with 

your Existing 

and Previous 

Customer 

Regarding 

Quality? 

27     

15 What you 

think about 

your 

company 

After sales 

services? 

7     
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Table 3: Top Management Quality Base Survey (General 

Survey Category) 

C. Bottom Management Quality Base Surve(GeneralSurvey 

Category) 

Sr

. 

N

o 

Question Excelle

nt 

(5) 

[%] 

Very 

Goo

d 

(4) 

[%] 

Goo

d 

(3) 

[%] 

Poo

r 

(2) 

[%] 

Ver

y  

Poo

r 

(1) 

[%] 

1 Are you 

Know about 

TQM? 

25 36 32 7 0 

2 Your 

Company 

Practice 

regarding 

quality 

/Quality 

Management/ 

TQM? 

4 11 21 39 25 

3 The senior 

executives 

generate 

confidence 

that efforts to 

improve 

quality will 

succeed? 

3 4 11 64 18 

4 The 

Company has 

effective 

policies to 

support 

improving the 

quality of 

Work and 

services? 

0 7 21 50 18 

5 Top 

Management 

support 

regarding 

Qualitative 

Work by 

providing 

fund to 

achieve the 

quality on 

and off site? 

0 0 18 57 25 

6 The senior 

executives act 

on 

suggestions 

to improve 

the quality of 

Work and 

services? 

4 7 21 50 18 

7 The 

Company 

regularly 

checks, 

Material, 

14 25 32 18 11 

Procedure 

and supplies 

to make sure 

they meet 

quality 

requirements

? 

8 The 

Company 

views quality 

assurance as 

a continuing 

search for 

ways to 

improve? 

0 3 17 57 29 

9 The 

Company 

encourages 

employees to 

keep records 

of quality 

measurement

s? 

11 25 39 18 7 

10 The senior 

executives 

generate 

confidence 

that efforts to 

improve 

quality will 

succeed? 

7 18 46 25 4 

11 The 

Company 

continually 

tries to 

improve how 

it uses data 

and 

information  

On the 

quality of 

Work, 

services and 

Materials? 

0 4 14 57 25 

12 Your 

company is 

Customer 

Oriented? 

7 14 25 36 18 

13 Between the 

projects your 

company 

gives 

different 

services like 

loan, second 

home etc. to 

your 

customer? 

0 4 7 68 21 

14 Your 

company 

takes any 

review of 

7 18 18 36 21 
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your work 

and service of 

quality 

between the 

projects? 

15 Your 

company 

gives all 

information 

regarding 

quality to 

your 

Customer? 

4 4 14 57 21 

Table 4: Bottom Management Quality Base Survey (General 

Survey Category) 

VII. IMPLEMENTATION AND IMPACT OF TQM MODEL 

The development of a TQM implementation model for small 

construction companies. The development of this model was 

based on the TQM literature review, the structured 

interviews in small construction company, the questionnaire 

findings from Top and Bottom Management, Customer 

Survey i.e. Overall first round survey result, and the general 

characteristics Small construction companies. In 

construction and implementation stage it is essential to 

implement TQM for controlling the process and reduce 

defects, rework, time, cost, and increase the quality of the 

product to meet the customer satisfaction. 

As per the result of round first i.e. General survey and 

Before TQM implementation survey, I am finding that small 

construction company is not  properly oriented to 

Customer satisfaction, but they want to achieve maximum 

profit rather than quality. I also notice that small 

construction company is not strictly check quality  on 

each step of the construction actives. They also not have any 

kind of Quality manuals like Big Construction Company. 

There is no quality department between the companies. So 

that most of the time quality works ignore by the site staff. 

Also Top Management is ignoring quality works sometime 

as well as they are not interacting with customer after 

project completion. Small construction companies‘ Top 

management  is not so interact with customer. 

The model which is presented in this chapter is totally based 

on result of questionnaires survey of Round First. The main 

barrier of Implementation of TQM model is, Threat of 

TQM, Less or No knowledge of TQM, Lack of Quality 

audit etc. On overcoming all barriers a new TQM 

implementation model is generated here and recommend to 

all small Company who participated in survey. 

VIII. CONCLUSION AND RECOMMENDATION 

A. Conclusion 

There is no universal, cookbook approach to implementing 

TQM. Before implementation small construction company 

should realize that, if they provide quality product to their 

customer then their customer‘s satisfaction will be the best 

advertisement for their product as the quality will speak for 

itself then, so there will not be any need to spend money for 

marketing & they can easily use this fund for overall growth 

of satisfaction level of employees & customers. 

Following are the main findings & outcomes of the study: 

1) Quality starts before we start any new project & 

still to complete life cycle of the project. 

2) All philosophy & theory of TQM gives the priority 

for overall customer satisfaction. 

3) A 75% step of ISO 9000-2008 is having same as 

TQM but TQM is more than ISO because TQM 

contain aim of the organization also between their 

implementation. 

4) For data collection Questioner method is suitable 

for clearing concept of TQM. For making of 

Quality manual management responsibility, Quality 

standards, audits, Training Programs etc. 

5) In Big Construction Company Quality polices 

regarding Materials, Procedure, Customer is 

already decided by Top Management. 

6) Total  quality management (TQM) is 

increasingly being adopted by construction 

companies as an initiative to solve quality problems 

in the construction industry and to meet the needs 

of the customer continuously. 

7) Lack of Top Management commitment many of the 

Small Construction Companies is shut down. 

8) Most of the Small construction Company does not 

participate in survey. This action is shows that they 

are feared regarding to change and they don‘t want 

to change themselves. 

9) There is contrast occurred between Top & Bottom 

Management views regarding Quality Practices as 

well as customer satisfaction level. 

10) Unfortunately Most of the Top Management is not 

having any awareness about quality work. 

11)  From data analysis, No any award system is 

followed by Small Construction Companies like 

Big Construction Company to encourage the 

employee for performing Qualitative work. 

12) There is big communication gap between Top 

Management and Customer as is shown by data 

analysis of survey. 

13) One good thing is that most of the Small 

Construction Companies owner is positively 

response to change but there is time required to 

change. 

14) Proposed New model is small and very useful to 

Small Construction Company, due to this model 

wastage is reduced, profit increases & good 

relation maintained with Customers. 

15) The results of the study clearly indicate that 

continuous improvement is the most critical factor 

for the successful implementation of TQM. 

Total Quality Management implementation however 

indicate that a Construction organizations should realize that 

results cannot be gained overnight and that an organization 

needs time to adapt, change, and learn. Nevertheless, the 

foundation of experiences presented in this work remains 

valid and will be helpful to small construction companies 

making new starts at TQM  or those wishing to 

make modifications to their on-going TQM implementation 

efforts. 

B. Discussion and Recommendations 

After the literature reviews, study of different research 

papers, quality theory and survey which I conducted with 
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the Customer, Top Management, Bottom Management of 

Small Construction Companies as well as the result of this 

Project survey work, suggest following points to Small 

Construction Companies. These are also useful for Large 

Construction Companies. 

 Following are the Discussions and Suggestions for 

companies : 

1) Fixed and Clear the Aims and Purpose of the 

Organization, with proper path to achieve them i.e. 

to make our company small for Localities 

Company or Globalize Company. 

2) Top management shows total commitment and is 

seen to be ―walking the talk‖, then the employees 

will soon follow their example i.e. Top 

management always takes leadership regarding best 

Quality practices within company. 

3) I strongly recommend and suggest, applying ‗Do It 

Right First Time‘ and ‗Zero defects‘, concepts 

within company, so that wastage is minimized and 

profit maximize. 

4) Internal quality audit has the highest degree of 

usefulness to maintain and proper check on quality 

of work. It was followed by Production planning 

and control andProblems solving technique. 

5) In small construction company, they must 

introduce Quality department in their organization 

chart. If this is not possible then, Third party 

quality audit must be there to maintain quality 

standard. 

6) Top management must get involved for superior 

customer service and start with the top 

management of the organization being committed 

to the process of satisfying and meeting the 

customer's expectations, as well as develop ways to 

enhance the relationships with current and potential 

customers and provide a means to measure and 

evaluate satisfaction. 

7) Provide basic Training and Education to employees 

and suppliers and help them in recognizing 

suggestion opportunities, and making suggestions.  

8) Improve communication between management and 

employees to ensure a better understanding of the 

company objective 

9) Incentives, either monetary or otherwise by job 

guarantees and forms of appreciation should be 

given to the construction team for successfully 

performing the work in accordance to the TQM 

requirements. This will encourage them to 

continuously implement the TQM. All benefits that 

the company gained during the implementation of 

the TQM should be publicized to dispel the fear 

and misunderstanding of other companies on the 

implementation of the TQM. 

10) I strongly recommend to all Small Construction 

Company that they must try new ―A‖ shape model. 

So they can achieve maximum customer 

satisfaction with high quality standard. 

11) Small Construction Companies also practices with 

different ERP software‘s, so that they can also 

enjoy high Quality standards with check and this is 

first step to ahead from Small to Big Organization. 

12) Small Construction Companies must try to achieve 

Quality Certificates like ISO.  

13) Government is recommended to construct new 

Rules and Regulations to all Construction 

Companies regarding quality practices, so that they 

follow Quality standards and Customer is getting 

full advantage of their money. 

14)  Construction Companies must follow PDCA cycle 

to achieve Total Quality   Management. 

15) Each and every material should be tested with their 

standard test, and materials of quality   only   

should be used in construction. 
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