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ABSTRACT 

As world markets are becoming increasingly integrated, UAE organisations are 

coming under strong pressure to ensure that their performance is up to global 

standards to remain globally competitive. For that reason, different models of quality 

awards are implemented in the UAE that strive to improve and develop organisations. 

The Dubai Quality Award (DQA) is one of the most prestigious quality awards in the 

UAE. The DQA derives from the Excellence Model of the European Foundation for 

Quality Management (EFQM) with nine criteria: five criteria for enablers and four for 

results. These criteria seek to improve the organisation’s performance. There are three 

categories in this award: Dubai Quality Award Appreciation, Dubai Quality Award 

Category, and Dubai Quality Award Gold. Many organisations participate in different 

quality awards for different reasons. Some are interested to increase their profit, 

reputation, market share, and improve productivity or sales growth, while others 

participate simply to imitate the approach of their competitors without properly 

realising the benefits of such awards. Participating in any quality award process is not 

an easy decision. Top management believe that quality awards require them to change 

their policy, strategy, and sometimes their organisational chart to meet quality 

standards. Winning awards can enhance the reputation of an organisation but may not 

provide consumers with real indicators of quality. The objective of this study is to 

determine whether receiving the DQA has positive implication for Human Resource 

Development Practices (HRDP) and by extension organisational performance (OP) of 

the award recipients over the three years following the award year. For this study, 

secondary data relating to DQA scores was collected from Department of Economic 

Development (DED) archive, and primary data relating to HRDP and OP was 

collected from the individual DQA recipients. Data elicited were subjected to 

statistical analyses using the Partial Least Squares (PLS) and Structural Equation 

Model (SEM) approach. This was to measure the relationship between DQA criteria 

and organisational performance through the mediating effects of HRDP. For the first 

time, this research measured the effects of each of the five components of DQA on 

OP, as well as the mediating effects of HRDP. The results indicated that the DQA 

significantly enhances organisational performance, and that HRDP is a statistically 

significant mediator between DQA and OP. The contributions to theoretical domains 

of quality management, human resources development and organisational 

performance are highlighted based on the results of this study. Recommendations 

based on research findings were also offered for professional practice and for future 

research. 
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1 

CHAPTER ONE 

INTRODUCTION 

1.0 BACKGROUND OF THE STUDY 

In today’s highly competitive business environment, it is imperative that organisations 

place high priority on achieving competitive advantage through adopting a Total 

Quality Management (TQM) strategy. An organisation’s long term survival and 

sustainable growth hinges to a reasonable extent on its TQM (Sila, 2007). In some 

studies, TQM has been linked to organisational effectiveness and competitiveness 

(Sanchez-Rodrigues & Martinez-Lorente, 2004). Other studies like Powell (1995), 

Kaynak (2003), Clement and Michael (2010) also noted the positive effects of 

implementing TQM on organisational performance. For instance, TQM is found to 

develop and transform the public and private sector organisations to be more 

responsive and innovative, which are the keys to organisational success (Chapman & 

Al-Khawaldeh, 2002). Organisations should strive for comprehensive excellence 

across all functional areas of operations. In this regard, TQM is indispensable for a 

firm to meet and exceed global standards of excellence.  

Given the dynamism in the corporate world, TQM has also witnessed specific 

reformations based on each organisation’s peculiarities, but to a large extent reflected 

in generic terms and concepts that are a demonstration of the wider appeal it enjoys. 

For instance, according to Manz and Stewart (1997), concepts like continuous and 

customer-centred improvement, quality circles, supplier partnerships, cellular 

manufacturing, and just-in-time production are all indicators of how TQM is 

implemented in different firms.  
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In addition, to the positive implication of implementing TQM, Quality Awards 

are used to provide incentives to organisations for emphasising quality management in 

their operations. It is noteworthy to mention that despite their variety; each quality 

award is just another manifestation of the TQM. The focus of these awards has shifted 

from the traditional emphasis on product quality or service rendering to include other 

functional areas such as human resource activities and organisational behaviour and 

how they impact organisational performance (Lua & Anderson, 1998). Consequently, 

as mentioned by Prajogo (2005), quality awards should be viewed as a platform that 

provides opportunities to firms to project, execute, and revise their TQM practices 

towards achieving continuous improvements in organisational performance. 

Today, there are three internationally recognised quality models/excellence 

awards: Japanese model of Deming Prize since 1951, Malcolm Baldrige National 

Quality Award (MBNQA) in United States of America (USA) since 1987, and the 

European Foundation for Quality Management Award (EFQM) since 1991 (Andrei, 

2014). According to the National Institute of Standards and Technologies (NIST, 

2010), over 100 national awards for quality/excellence use the EFQM Excellence 

Model criteria (40 percent), or MBNQA model criteria (17 percent), or the Deming 

Prize criteria (2 percent), or a combination (41 percent) of the above. Some have also 

developed their own criteria (see Appendix 1: Global Quality Awards).  

As world markets become increasingly integrated and competitive due to 

globalisation, organisations in the United Arab Emirates (UAE) are also coming under 

strong pressure to ensure that their performance is up to the international standard. To 

achieve this, UAE organisations need to enhance their competitiveness by improving 

the quality of their products and services. For that reason, organisations in the UAE 

have started to believe that applying for quality awards is a first key step in the path of 
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attaining competitive advantage. Most of the organisations in UAE seek to participate 

in many quality awards to enhance their reputation in the marketplace, but they do not 

seem to care about increasing their performance. On the other hand, other 

organisations participate in the quality award process to succeed in achieving both a 

high organisational reputation and a significant increase in their organisational 

performance (UAE, 2014). 

 Despite the benefits inherent in achieving such prestigious quality awards, 

especially in terms of goodwill and reputation it brings to an organisation, quite a 

number of the private and public sector organisations in the UAE face numerous 

challenges. Even with continuous technological development, most firms seem to fail 

to achieve their full performance potential. For that reason, the Vice President, Prime 

Minister of U.A.E., and Ruler of Dubai, Sheikh Mohammed Bin Rashid Al Maktoum 

planned to establish the Dubai Government Excellence Programme (DGEP). As stated 

in the Dubai Quality Award (2014), the main aim of the DGEP is to promote 

operational efficiency in a way that a working environment optimises overall 

cooperation and positive competitiveness and are sustained via commensurate 

incentives. In addition, the Sheikh Khalifa Excellence Award (SKEA) was launched 

in 2001. The aim of this award (while not at variance with the DGEP) is to give royal 

recognition to high achieving organisations that can demonstrate that their improved 

organisational performance (UAE, 2014).  

 Although it is encouraging that the number of UAE firms applying for quality 

awards is increasing, it is nonetheless worrying that there is an apparent preference for 

award winning and its associated corporate glory at the expense of continuous quality 

improvement (UAE, 2014). However, when promoting the awards, proper and 

adequate provisions need to be put into place in order to ensure that the awards 
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themselves do not become the main goal; rather the focus should be on continuous 

improvement to enhance performance. 

Different quality awards in various continents aim to promote quality of 

products and services through recognition by generating healthy competition among 

the organisations. With the introduction of quality awards, drastic changes are shown 

in quality, leadership, planning, strategy, process etc. (Ghobadian & Woo, 1996). The 

concept of quality awards started in Japan in 1951 with the introduction of the Deming 

Prize (DP). Other prestigious quality awards include the Malcolm Baldrige National 

Quality Award (MBNQA, established in 1987), Australian Quality Award (AQA, 

established in 1988), and the European Quality Award (EQA, established in1991). 

The success of these awards has encouraged various countries to establish their own 

national and state level quality awards (Powell, 1995).  

Following are the basic aims of quality awards (Tan, Wong, Mehta & Khoo 2003): 

1.  To increase awareness and interest in quality management. 

2.  To encourage self-assessment. 

3.  To increase market awareness. 

4.  To increase co-operation between organisations. 

5.  Stimulate sharing of information. 

6.  To achieve quality excellence. 

7.  Promote understanding. 

All awards have their own frameworks and criteria for assessment based on 

pre-set scoring systems. These awards help provide national and international 

recognitions to winners (Tan & Lim, 2000). National Quality Awards not only 

determine the competitiveness of organisations and assess their performance 



 

 

 

5 

excellence but also provide information sharing of implemented successful 

performance strategies (Aydin, Kahraman & Kaya 2012). 

Various authors have compared and critically analysed the quality awards 

(Puay, 1998; Tan, 2002; Singh, Khan & Grover 2012). Some of the common 

characteristics of these awards include leadership, strategic planning, human resource 

development, information management, product and process management, customer 

focus, and business results. For evaluation, each of the major awards generates a total 

score by adding up the scores of defined categories. None of the award takes into 

consideration the dependency of one criterion over the other for evaluation purposes.  

   The Dubai Quality Award (DQA) is one of many quality awards that use 

different criteria to improve the organisation and for continuous improvement. Like 

many other quality awards, the DQA is using an EFQM framework. Other awards 

using a similar framework include the Sheikh Khalifa Excellence Award (SKEA), 

Emirates Energy Award (EEA), Arab Journalism Award (AJA), and the Sheikh Zayed 

Book Award (SZBA) etc (see Appendix 2: Quality Awards in UAE). These awards 

give national recognition to hundreds of organisations from all seven emirates of the 

UAE. 

Applications to get these awards are open to all organisations in the seven 

emirates, while other quality awards in the UAE are specific to some conditions, 

location, and the trade licenses of the applicants. For example, the Ajman Quality 

Award does not allow any organisation not located in Ajman to apply for this award. 

 The DQA was chosen for this study for the following reasons: 

1. DQA is the pioneer quality award in the UAE and most customers are 

interested to deal with organisations who have earned this award.  

2. It is the first quality award in the UAE lunched in 1994. 
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3. No prior academic study has measured the effects of the awards on 

organisational performance in the UAE.  

4. Despite being optional, hundreds of organisations from all the seven 

Emirates apply for the DQA every year.  

5.  Over 232 organisations have won the DQA from 1995 to 2014 in 

different categories (see Appendix 3: DQA Winning Organisations from 

1995-2014), giving clear evidence that these organisations are interested in 

improving their quality of performance (Dubai Quality Award, 2014). 

6. All organisations in both public and private sectors in the UAE can apply 

for this award. 

7. All DQA winning organisations have opportunities to get full press and 

media coverage, and the Vice President, Prime Minister of U.A.E. and the 

Ruler of Dubai, Sheikh Mohammed Bin Rashid Al Maktoum personally 

appreciates the winning organisations.  

  The Dubai Quality Award followed the MBNQA framework from 1995 until 

2000. From 2001 until now, the Dubai Quality Award mostly follows the European 

Foundation for Quality Management (EFQM) Framework by adapting similar criteria 

and sub-criteria to enhance the organisations’ continuous improvement. There are five 

major criteria in the ‘Enablers’ domain, as shown in Figure 1.1, which cover what the 

organisation does. Each criterion has a different weight and each of them has a 

number of sub-criterions. The main objective of these criteria is to evaluate 

organisational performance.  
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Figure 1.1 DQA Framework 

Source: Dubai Quality Award (2014) 

 

 

The DQA framework is non-prescriptive. Rather, it recognises the fact that a 

number of approaches exist for achieving sustainable excellence. The DQA 

Framework has nine criteria, five for enablers and four criteria for the results. 

Excellent results can be achieved through the ‘enablers’, which include five criteria: 

(1) Leadership, (2) People, (3) Strategy, (4) Partnerships and Resources and (5) 

Processes, Products and Services. The organisational results include four criteria:       

(1) People Results, (2) Customer Results, (3) Society Results, and (4) Business 

Results. The model itself is very dynamic in nature as reflected in the inter-linkages 

among the various criteria and their indicators. The various arrows in the model reflect 

the fact that it is flexible enough to accommodate changes in corporate environment 

such that improved bottom line manifest in innovativeness and learning, can be 
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enhanced via the ‘enablers’. The arrows in the model emphasise the dynamic nature of 

the model. They show innovation and learning by helping to improve enablers that in 

turn lead to improved results. The linkages between criteria and sub-criteria reflect the 

dynamics of the model (Dubai Quality Award, 2014).  

This model provides a holistic framework for organisational excellence. In 

order to ensure continuous improvements, the award has a validity period of three 

years after which recipient organisations should discontinue using the award logos for 

publicity and marketing purposes. The reason for that is receiving the award should 

not be mistaken for reaching the highest possible level an organisation can achieve. 

Sustaining a lead is much harder to achieve than reaching the award milestone. Thus, 

an organisation may cease to become a role model if efforts for innovation and 

continuous improvement are neglected (Dubai Quality Award, 2014). 

 Therefore, organisations are encouraged to reapply for the award every three 

years. Recognised organisations from the ‘Appreciation’ category may reapply for the 

Dubai Quality Award two years after their recognition and receiving their feedback 

report. The DQA is categorised into three types: 

1. The Dubai Quality Award Appreciation (DQAA) Category: A certificate 

of appreciation is presented to winners in appreciation of their efforts and 

in acknowledging their works on their journey for excellence. This 

appreciation programme is open to small and medium-sized organisations 

from all sectors of the economy, and many organisations use it as a 

stepping stone before applying for the DQA category. It is also open to 

larger organisations or divisions within organisations. 

2. The Dubai Quality Award (DQA) Category: This award is presented to 

enterprises in different sectors of the economy such as manufacturing, 


