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Abstract 

 
The purpose of this paper is to conduct an exploratory investigation on the level of operations 

management best practices.  A sample random t-test analysis was used upon a high technology company 

that was selected based on simple random sampling from government agency directory. After various 
attempts, 72 out of 138 are providing feedback. However, only 34 can be used, the rest did not answer 

completely. Descriptive analysis and t-test analysis were performed on 34 completed feedbacks. Six 

factors in the form of quality commitment, customer focus, formalization of performance measurement, 
people management, process management and technology management were examined as predictors for 

operations management best practices. Findings indicated that the mean value is more than 3 for all 

dimensions. Furthermore, most cases are significant as the selected samples are high technology based 
companies and their workers are knowledgeable in terms of operations management best practices.    
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1.0  INTRODUCTION 

 

In today’s business environment, in order to sustain management 

of innovation and change, companies must create new products, 

services, and processes and implement operations management 

best practices to lead a higher performance (Sousa & Voss, 2008). 

Innovation is commercialization of inventions (Walsh et al. 

(2002). A commercialization is a process of bringing a product or 

service to the user application. While definition innovation by 

Trott (2005) also defines management as all activities involved in 

the process of generating ideas, technology development, 

manufacturing and marketing of products, manufacturing 

processes or new equipment or improvements. It is found that the 

change of an innovation is not able to be established well due to 

the lack of technology to create innovative products that can be 

sold (Walsh, Kirchhoff, & Newbert, 2002). While Komo (2006) 

argues that the creations of commercialized inventions are 

difficult for local researchers as they are not getting the trust of 

the company and the local people due to their lack of confidence 

on the quality of the products. Therefore, the level of consumer 

acceptance and quality management should also be considered 

before the launching any inventive idea.  

  Best Practice is the cooperative way in which firms and their 

employees undertake business in all key processes: Leadership, 

Strategic Planning, Customer Focus, Information and Analysis, 

People Management and Process Management (Prajogo & Hong, 

2008). These practices, when effectively linked together, can be 

expected to lead to sustainable world-class outcomes in quality 

and customer service, flexibility, timeliness, innovation, cost and 

competitiveness. Best practices have been applied in many areas, 

such as business planning, healthcare and manufacturing. 

Moreover, a best practice also can then be applied across divisions 

and SBUs as well as inter-organization to increase the overall 

performance (Reijers & Mansar, 2005). 

  An operation management best practice is a new 

management practices captured under themes such as total quality 

management (TQM) and lean production. These new practices 

have acquired a strong prescriptive stance and have often been 

advocated as universally applicable to organizations and 

organizations activities. The emergence of a new paradigm in 

Operations Management based on the assumption that the 

adoption of best practice in a wide range of areas leads to superior 

performance (Sousa & Voss, 2008) and focuses on the continuous 

development of best practice on all areas within a company. 

  Companies which used TQM generate many benefits such as 

higher quality products, more satisfied customers, reduced costs, 

improved financial, quality and innovation performance and in 

addition to these improved employee satisfaction (Zehir, Ertosun, 

Zehir, & Müceldilli, 2012) and also become a competitive 

advantage to firms (Chin, Rao Tummala, & Chan, 2002). Several 

studies on quality management are shown in Table 1.  
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Table 1  Several studies on quality management 
 

Study Quality variables 

Zehir et al., (2012) 8 elements Leadership management 

Factual approach to decision making 

Employee management 
System approach to management 

Supplier management 

Process management 
Customer focus 

Continual improvement 

Tran, Cahoon, & Chen, (2011)  12 practices Leadership 
Customer focus 

Human resources 

Continuous improvement 
Process management 

Quality measurement 

Quality education and training 

Social benefit 

Integration quality 

Communication and information technology 
Quality culture 

Network optimization 

Jusoh, Yusoff & Mohtar, (2008) 7 dimensions Leadership 
Strategic planning 

Customer focus 

Data and information management 
People management 

Process and system management 

Partnership and resources 
Tarí, Molina, & Castejón,  (2007) 9 factors Leadership 

Quality planning 

Human resource management 
Customer focus 

Supplier management 

Learning 
Process management 

Continuous improvement  
Quality tools and techniques 

 

Chin et al., (2002) 7 core concepts Customer focus 
Leadership 

Strategic quality planning 

Design quality, speed and prevention 
People participation and partnership 

Fact-based management 

Continuous improvement 
Malcolm Baldrige National Quality Award 

(1987) as cited in Russell & Taylor (2009) 

7 criteria Leadership 

Information and analysis 

Strategic planning 
Human resource focus 

Process management 

Business results 
Customer and market focus 
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This study has adapted the Malcolm Bridge National Quality 

Award (MBNQA) criteria as the dimensions of OMBP based on 

the following reasons. First, the MBNQA is more general and 

managerial (Foster, 2007). The MBNQA not only codifies the 

ideology of quality management in an understandable language 

but also provides organisations with a comprehensive 

framework for evaluating their organisational progress with a 

new management paradigm such as increased customer 

satisfaction and employee involvement (Garvin, 1987).  

  This is also supported by (Tarí et al., 2007) that many firms 

have used the MBNQA criteria to evaluate their quality 

performance. Second, the MBNQA criteria appear to be the 

most appropriate criteria for both manufacturing and service 

firms (Jusoh, Yusoff & Mohtar, 2008; Russell & Taylor, 2009) 

which were the focus of this study. For these reasons, the 

OMBP constructs in this study are conceptualized in terms of 

the six dimensions described by the MBNQA criteria namely; 

(1) quality commitment, (2) customer focus, (3) formalization of 

performance measurement, (4) people management, (5) process 

management and (6) technology management. Tables 2 describe 

operations management best practices that are oriented in this 

study. 

 
Table 2  Operation management best practices 

 

Dimensions Remarks 

 

 
Quality commitment 

 

 
Highest management levels must 

spearhead quality efforts and commit 

goals to customer focus. All leaders 

must be genuinely committed and 

become actively involved. 

Perseverance and constancy are 
essential. Demand cross-functional 

cooperation in tackling quality 

issues. Encourage individuals to 
speak out constructively about 

quality problems. 

 
Customer focus 

 

Well satisfied customers are the 

ultimate aim. Develop and manage 

strong customer relationships for the 
longer term. Know customers’ 

current requirements and future 

expectations. Get informed 
consensus with customers when 

setting design and improvement 

priorities.  

 

Formalization of 
performance measurement 

Which describes practices related to 
the company performance 

measurement 

People management which focus on human aspect 
(training, safety work  environment, 

multiskilling employee, employee 

satisfaction, etc)  
 

Process management Which describes best practices 

related to the all process involved in 
transferring input into output have to 

manage, plan, monitor and assess.

  
 

Technology management which describes best practices related 

to the technology that the business 
process uses or may use 

 

 

 

 

2.0  METHODS 

 

The primary objective of this study was to explore and answer 

the following primary research questions in the setting of the 

high technology company in Malaysia: What are the levels of 

dimensions of operation management best practices? 

  The target population in this study is high technology 

company in Malaysia. High-technology company was selected 

by the companies who underline innovation in their business 

strategies  (Kirner, Kinkel, & Jaeger, 2009) and employ 

scientists and engineers in their workforce (Soriano, 2010). The 

sampling frame gathered from government agency directory has 

listed the companies which are involved in scientific and 

technological activities in Malaysia. Unit of analysis in this 

study was high technology company in Malaysia. While 

operations director or operations executive or R&D personnel 

are deemed to be the respondents in this study. A questionnaire 

was designed based on the MBNQA model and on a literature 

review (see Table 1).  

  This questionnaire comprising 36 items was used as the 

survey instrument to collect data though online survey. The 

items were found and modified with those used in studies by 

Zehir et al., (2012); Tran, Cahoon, & Chen (2011); Tarí, 

Molina, & Castejón (2007); and Chin et al. (2002). Each of the 

items in the section is fixed on a five-point scale to measure the 

respondent’s agreement to the item posed. Response rate in this 

study is 52% which are considered as moderate.  According to 

Antony, Leung & Knowles (2002) and Yusof & Aspinwall 

(2000), low response rate between 16.5% and 25% are 

considered to be normal. However, from 52% only 34 

companies have answered the questionnaires completely.  

Consequently, for the next subsection, the descriptive analysis 

and t-tests analysis was based on 34 companies. 

 

 

3.0  FINDINGS 

 

The background of the company and respondents were 

described in Table 3, including years of company establishment, 

type of cluster, and respondents post. The result shows that 14 

out of 34 companies have been established in Malaysia for more 

than 9 years. Only two companies are established for less than 3 

years. Five companies are from biotechnology cluster, followed 

by electric and electronic and waste to wealth cluster. Among 

the respondents, the majority of them hold the post as managers 

(38.2%) and directors (26.5%). As the titles of the survey 

respondents include chief executive officer (CEO), chief 

operation officer (COO), business development manager, 

general managers/directors, operation managers, R&D managers 

and others, they are qualified (Chin et al., 2002) to represent a 

wide spectrum of quality management and have sufficient 

understanding and experience of developing and implementing 

operation management best practices based on the business 

strategies of their companies. 
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Table 3  Background of respondents 

 

Years of establishment N Percent 

 less than 3 years 2 5.9 

4 - 8 years 13 38.2 

more than 9 years 14 41.2 

missing 
5 

14.7 

 

Company cluster 

 Industrial product 2 5.9 

 Advanced material 1 2.9 

 Electrical & electronic 4 11.8 

 Biotechnology 5 14.7 

 Waste to wealth 4 11.8 

 Food  2 5.9 

 Others  16 47.0 

Respondent post 

 CEO 2 5.9 

Director 9 26.5 

COO 1 2.9 

General manager 4 11.8 

manager 13 38.2 

others 5 14.7 

 

According to Sekaran (2003), cronbach alpha value 0.6 or 

higher is acceptable and satisfactory and the best Cronbach’s 

alpha is the value closer to 1. The Cronbach’s alpha value for 

operation management best practices representing 36 items is 

0.953. 

  A t-test is used to determine whether a set or sets of scores 

are from the same population Bordens & Abbott (2005) and 

Carver & Nash (2012). This study was used one-sample t-test 

due to the data from a single sample of participants and wishes 

to know whether the mean of the population from which the 

sample is drawn is the same as the hypothesized mean. The t-

tests analysis was implemented to analyze item by item, 

dimension by dimension and overall mean of operation 

management best practices.  

 

Therefore, the hypotheses in this study is, 

HO : µ < 3 

HA : µ ≥ 3 

 

  The result in Table 4 shows that the range of mean is 

between 3.29 and 4.44. The highest mean is item no 1 for 

quality commitment as the top management of this firm is 

directly involved in quality management. While, item no 3 for 

people management scored the lowest mean. The question is 

employee satisfaction is formally measured and the significant 

level is 0.096.  The table also depicted that all the mean values 

are more than 3 and significant.  

 

 

 
Table 4  I tem by item 

 

 Items Mean Significant Decision 

 
Quality commitment 

Top management of this firm is directly involved in 

quality management programs. 

4.44 .000 Reject HO 

The managers actively communicate quality commitment 

to the employees. 

4.29 .000 Reject HO 

Top management encourages the employees to improve 
the operation processes in the firm. 

4.41 .000 Reject HO 

Senior Managers actively encourage change and 
implement culture of improvement, learning, and 

innovation towards excellence. 

4.09 .000 Reject HO 

The managers and supervisors motivate their employees 
in quality management programs and help them perform 

at the highest level in their tasks. 

4.15 .000 Reject HO 

Customer focus 

We actively seek customer inputs to identify their needs. 4.15 .000 Reject HO 

Customer needs are understood throughout the workforce. 3.94 .000 Reject HO 

We involve customers in our product design processes. 3.94 .000 Reject HO 

We always maintain a close relationship with our 
customers. 

4.26 .000 Reject HO 

We provide our customers an easy channel for 
communicating with us. 

4.35 .000 Reject HO 

We have an effective process for resolving customers’ 

complaints. 

4.09 .000 Reject HO 

We systematically measure customer satisfaction. 3.65 .001 Reject HO 

Formalization of performance measurement 
 Our company has an effective system to track overall 

organizational performance. 

3.56 .001 Reject HO 

 Up-to-date data and information of company’s performance 
is always readily 

available for those who need it. 

3.50 .009 Reject HO 

 Senior management meets regularly to review company’s 
performance. 

4.06 .000 Reject HO 

 Senior management uses company’s performance review as 

a basis for decision making. 

4.18 .000 Reject HO 
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 We actively benchmark our performance against the ‘best 

practice’ in the industry. 

3.68 .000 Reject HO 

 We have a written policy on performance measurement. 3.59 .001 Reject HO 
People management 

 We have an organization-wide training and development 

process for all our employees. 

3.47 .004 Reject HO 

 Our company has maintained either/both ‘top-down’ and 

‘bottom-up’ communication processes. 

4.00 .000 Reject HO 

 Employee satisfaction is formally measured. 3.29 .096* Reject HO 
 Employee satisfaction is regularly measured. 3.38 .026 Reject HO 

 Employee training is actively used to support performance 
improvement. 

3.82 .000 Reject HO 

 Employees are given flexibility to support performance 

improvement. 

3.94 .000 Reject HO 

 Employees who are multi skilled are needed to support 

performance improvement. 

4.29 .000 Reject HO 

 We always maintain a work environment that contributes to 

the health, safety and well-being of all employees. 

4.15 .000 Reject HO 

Process management 
 The concept of the ‘internal customer’ (i.e. the next process 

down the line) is well understood in our company. 

3.56 .002 Reject HO 

 We design processes in our plant to be “fool-proof” 
(preventive-oriented). 

3.76 .000 Reject HO 

 We have clear, standardized and documented process 

instructions which are well understood by our employees. 

4.03 .000 Reject HO 

 We make use of techniques for process improvement. 4.00 .000 Reject HO 

 We strive to establish long-term relationships with 

suppliers. 

4.12 .000 Reject HO 

 We use a system to select our suppliers and monitor their 

performance. 

3.35 .050* Reject HO 

Technology management 
 Our company always attempts to stay on the leading edge 

of new technology in our industry. 

4.15 .000 Reject HO 

 We make efforts to anticipate the full potential of new 

practices and technologies. 

3.97 .000 Reject HO 

 We pursue long-range programmes in order to acquire 

technological capabilities in advance of our needs. 

4.09 .000 Reject HO 

 We are constantly thinking of the next generation of 

technologies 

4.21 .000 Reject HO 

p<0.05 

*p<0.10 

 

 

  Table 5 shows that all the mean of dimensions are more 

than 3.5 above and significant. Quality commitment is the 

highest mean of dimensions. On the other hand, formalization of 

performance measurement is the lowest mean. The range mean 

of the dimensions is between 3.7598 and 4.2765. 
 

Table 5  Dimension by dimension 

 

 Dimension  Mean Significa

nt 

Decision 

 Quality commitment 4.2765 .000 Reject HO 

 Customer focus 4.0546 .000 Reject HO 

 Formalization of 

performance measurement 3.7598 .000 

Reject HO 

 People management 3.7941 .000 Reject HO 

 Process management 3.8039 .000 Reject HO 

 Technology management 4.1029 .000 Reject HO 

 

 
  Table 6 depicted the overall mean of this study. Mean for 
operation management best practices variable is more than 3 and nearly 

4 and significant. 

 
 

 

Table 6 Overall mean 

 
 Variable Mean Significan

t 

Decision 

 
Operation management 

best practices 
3.9653 .000 

Reject 

HO 

 

 

4.0  DISCUSSION AND CONCLUSION 

 

This exploratory study may provide the evidence that suggests 

that operation management best practices have been 

implemented among the high technology companies in 

Malaysia. Most the respondents are knowledgeable in quality 

management (85% respondents are from top management). 

Quality commitment is the highest mean in operation 

management best practices. This result is consistent with the 

study done by Jusoh, Yusoff & Mohtar (2008); Chin et al., 

(2002), the study state that any quality program or initiative, the 

top management is the prime mover for significant 

improvement. The survey respondents have agreed that six 

dimensions namely, quality commitment, customer focus Chin 

et al., (2002), formalization of performance measurement, 

people management, process management and technology 

management are implemented and practiced in their companies. 
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This finding supported and are consistent with scholars in 

quality management such as Zehir et al., (2012); Tran et al., 

(2011); Prajogo & Hong, (2008); Tarí et al., (2007); Reijers & 

Mansar, (2005); and Chin et al., (2002). Moreover, the results of 

the analysis from Han, Chen, & Ebrahimpour, (2007) support 

the belief that quality management practices contribute to 

company’s competitiveness, which in turn helps to gain greater 

market share and profitability. Finally, this study has some 

limitations. Although response rates are considered high but 

only 34 companies responses are completed and viable to be 

analyze. For future studies, mixed methods approach may be 

considered to gain in-depth knowledge into the implementation 

of quality management in the companies. 
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