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EDITORIAL 
The editorial board of Int. J. TOP are pleased to introduce the first issue of the first 

volume to 2022 year of the “International Journal of Theory of Organization and Practice” 

(IJTOP). The Int. J. TOP is published by GAF-TIM, the Global Academic Forum on 

Technology, Innovation and Management.  

International Journal of Theory of Organization and Practice (IJTOP) is a worldwide 

peer-reviewed journal dedicated to publishing in-depth studies that have a significant area of 

knowledge regarding organizational theory, practice and various fields. IJTOP is committed to 

expressing the contemporary theoretical and applied academic research in the area of 

innovation and technology to meet the demands of businesses today along with the application 

of those methods assisting organizations decision making. The IJTOP welcomes original 

contributions that are conceptual studies expand our grasp of the business theory. Its specific 

purposes are to promote a better understanding of innovative and digitized practices being held 

in organization and how business conduct can impact the practices in organizations. IJTOP 

combines an emphasis on business growth and affluence with advanced research and 

innovative ideas. IJTOP is expanding quickly in order to empower and occupy all academics 

and scholars from across the world and provide them with a reliable platform for sharing their 

innovative knowledge based research articles. 

The inaugural of issue1, volume1, of IJTOP includes ten articles. In this issue, the 

opening with business intelligence and business process agility on achieving competitive 

advantage. Moreover, it discusses over critical success factors to improve the performance of 

service operations. More emphasis on dynamic capabilities and process improvement on 

process quality. Another stress given to inventory management and service strategy on service 

process improvement in hospitality sector. While highlighting information technology 

capabilities and effective inventory management on enhanced service delivery. On the other 

hand, a demonstration over lean practices and agile practices on process quality. Also, effective 

order management and use of information technology in service operations in enhancing 

service quality. Area of service quality and service transparency on customer satisfaction has 

been discussed. Then service strategy and service quality on operations efficiency. Finally, 

impact of service transparency and service control on competitiveness has been discussed.  

Int. J. TOP appreciates all the support that it is receiving from its members as well as 

from its readers. 

Editor(s)-in-Chief 
Prof. Haitham M. Alzoubi  and  Dr. Taher M. Ghazal 
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ABSTRACT 

Modern businesses face new challenges as a result of the shifting environments in which they 

conduct organizational operations. These include the requirement for value creation in partnership 

with customers, preparedness for change, and the capacity to act quickly in response to consumer 

needs and to gain competitive advantage. Agile companies are seen as a new paradigm for 

businesses and are defined by these characteristics. This research aimed to seek the signified role 

of business intelligence and business process agility by attempting to create a conceptual model in 

order to dig more knowledge in this concept a literature based research carried to contribute in 

literature and academic source. 

Keywords: Business Intelligence, Business Process Agility, Competitive Advantage. 

 

1. INREODUCTION 

A business must act quickly to maintain its competitive advantage in order to meet client demands 

in a market that is continuously shifting. In order to innovate in the manufacturing process and 

information and communication technologies, businesses must restructure their businesses and 

develop new marketing strategies [1], [2]. There are various characteristics of an agile 
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manufacturing process are: ensuring the manufacturing process is quick and flexible; producing 

on demand as opposed to the conventional manufacturing method, which involves producing and 

storing vast amounts of commodities; addressing the individual demands of clients as opposed to 

mass producing products for the "typical" consumer [3], [4]. Whereas, the significance of business 

intelligence to gain competitive advantage cannot ignored. As per investigation of   dashboards for 

business intelligence offer rapid access and turn unstructured data into meaningful, aesthetically 

pleasing representations [5]. They provide the clear display of organized and customized data for 

all employees [6]. In order to assess the impact of business intelligence and business process agility 

to gain competitive advantage a literature based research is conducted that will highlight 

contemporary findings for the academic source and business practitioners. 

 

2. THEORETICAL FRAMEWORK 

2.1. Business Intelligence  

The traditional business methodologies have been changing rapidly and thus organizations are 

rapidly advancing towards technological advancements and they are accepting other means of 

competitive edges [7], [8]. With the arrival of digitalization and other automation processes, the 

shift in business process management and business intelligence has been seen and that’s why 

businesses have turned themselves to a new direction [9]–[12]. This literature review will explain 

the relation between business intelligence, agile technology and the competitive advantage of the 

organizations [13], [14].  

[15] explained the significance of having business intelligence to improve serviceability in the 

organization [16]–[18]. As it has become apparent for the organizations to retain their market 

shares, the only feasible solution is to have a concrete competitive edge [19], [20]. Data analysis 

and interpretation is the need of time because the amount of data which the companies are using 

is enormous [21], [22]. As the digitalization has taken over the world by a storm, companies are 

relying heavily on the data sets [23]–[25]. In the process of business intelligence, companies have 

to understand the data sets and patterns and thus they can make the meaningful decisions then 

[26]–[28]. As the times are changing, companies are shifting their focus on digital presence and 

thus a lot of companies exist digitally [29]–[31]. Take the example of Uber [32], [33]. It’s an 

internet ride hailing platform which allows people to call a cab at their doorstep. Now Uber does 
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not own any cars or employees but it simply exists digitally and that’s why understanding the data 

sets is very important for Uber [34]. Furthermore, consider the example of Amazon [35]. The 

company is the biggest online retailer in the world and thus all of its operations exist digitally. 

People just have to sit at homes and make the online orders and the company delivers the products 

at homes [36]–[38]. Or consider online banking. After the outbreak of corona virus around the 

globe, people have chosen online banking over physical banking and that’s why the data sets in 

the banking industry has taken a huge importance because bankers have to understand the data and 

make the meaningful decisions [39], [40].  

2.2.Business Intelligence and Business Process Agility 

[41] evaluated Business process agility helps organizations to attain competitive advantage. The 

business markets are changing and that’s why companies have been adopting new measures of 

businesses and technological advancements [42], [43]. It has become important for companies to 

adopt the new processes and to eliminate the older ones [44]. This is known as business process 

agility because the organization has to gel itself according to the changes in the internal and 

external environment. Consider the example of local traditional banking systems and practices 

[45], [46]. As the times changed, the banks had to shift their services to digital platforms because 

they knew the likes and practices of people were changing and that’s why the banks had to adopt 

the new technological advancements [47]. This enabled the banks to become one of the top services 

providers in the market [48]–[50]. Or consider the example of ride hailing services [51], [52]. The 

companies realized that since the movements of people were confined to their homes, they did not 

want to travel to roads and find a cab. For this reason, the ride hailing services found a pain point 

and thus they shifted their trends [53]–[55]. But all of this would not have been possible without 

the help of business intelligence because the data analysis and patterns were the sole reason of 

business process agility [56]. The companies started to study the trends and patterns and thus they 

understood the customers’ psyche and their preferences [57], [58]. For this reason, the companies 

were easily able to implement their new decisions and strategies. Consider the example of Netflix 

[59]–[61]. It knew that the customers’ trends were shifting and their focus was changing rapidly 

from downloadable movies because they were time consuming so Netflix studied the patterns and 

understood the pain point of the people and thus it was able to come up with a new idea [62]–[64]. 

But this would not have been possible had the Netflix owner not studied the customer behavior 

and its patterns and would not have come to the conclusion [65]–[67]. This allowed the 
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management of Netflix to understand what people needed exactly because the business intelligence 

systems had allowed the companies to read the patterns in detail [68]. The patterns and the raw 

data were converted into meaningful forms and thus it was easy to arrive at a conclusion [52], 

[69]–[71]. For this reason, a lot of companies have adopted the business intelligence methods to 

keep them updated and to implement the business process agility [72], [73]. As the organizations 

have to change themselves according the trends, it’s important to understand the patterns [74]–

[76]. As the customers’ demands are always changing, the companies need to quickly respond to 

them so that customers can be retained and the churn rate does not increase with time. 

2.3. Business Process Agility and Competitive Advantage  

[77] gauged Business process agility and the firm’s competitive edge have a direct relation because 

when there is a business process agility, the firm gains a competitive advantage in the market and 

thus it is able to easily beat its competitors [78]–[80]. As the times are changing, the customers’ 

demands and preferences are also changing and that’s why businesses need to change themselves 

according to the situation [71], [81]. Take the example of Nokia. The concept of business process 

agility was not there when Apple and Samsung entered the markets and thus it could retain its 

competitive edge in the market and that’s why it badly lost the competition in the market against 

the technological giants in the shape of Apple and Samsung [82], [83]. This allowed the two 

companies to rule the world and thus they kicked Nokia out of the market [84], [85]. There was a 

time when Nokia was the market leader and its products were sold everywhere in the world and 

that’s why the Finnish giant had developed its brand image and reputation [86], [87]. But with the 

passage of time, things changed and thus Nokia lost its reputation and image in the market [88], 

[89]. The sole reason was that Nokia did not go for business process agility. It did not understand 

that people’s demands were changing and they were asking for new things [90], [91]. Apple and 

Samsung understood the market and thus they achieved a competitive edge in the market [92]–

[95]. And today both these technological giants are ruling the global markets. This has led us to 

the belief that business process agility is the need of time and that’s why people must have to adopt 

the changing market trends [96], [97]. If they are unable to accept or adopt the new trends, they 

remain far behind in the competition and often get eliminated too [98]–[100]. For this reason, a lot 

of companies hire financial experts as well to study the technological advancements in the world 

and to suggest them suitable solutions [101].  



International Journal of Theory of Organization and Practice (IJTOP), Vol.1, No.1, (2022)                               5 

 

 
Online: https://journals.gaftim.com/index.php/ijtop/issue/view/9                                                            Publisher: GAF-TIM, https://gaftim.com 

This has become the trends because organizations do not to lose their customers in the market and 

they have to retain them but to retain the customers, they have to change their policies and 

strategies with time [102]–[104]. As the times are changing, the competition in the business world 

is getting rigid and thus a lot of companies are going extinct [105]. Change management is 

necessary and thus a research was carried out at London School of Economics about the correlation 

between business process agility and competitive advantage [106]–[108]. The authors reached to 

the conclusion that both these variables have a direct relation with each other because if the 

organization understands the concept of business process agility, it retains its competitive edge 

"because it changes the entire strategies and its operations according to the changing market trends 

and that’s why the market share is retained [109]–[112]. For companies, one of the biggest turning 

points is the loss of revenues and ultimately profits [111], [113]. They do not want this to happen 

and that’s why they prefer to retain their market share and competitive edge [114], [115]. 

 

3. LITERATURE REVIEW 

3.1. Impact of Business Intelligence and Business process Agility on Competitive Advantage   

[39] explained that Business intelligence, business process agility and competitive edge play a very 

crucial role for the organizations [116], [117]. This is because of the reason that since the 

competitions in the markets are rigid, companies need to mold their functions according to the 

trends and patterns set [15], [118]. This allows them to retain their competitive edge and the market 

share. Businesses have a competitive advantage in the market because business intelligence 

enables them to respond to important inquiries about their performance. Your business can gain 

from investing in business intelligence in a variety of ways [119]–[123]. In this regard it has 

investigated by [124] employees have access to extremely accurate report templates using business 

intelligence tools, which may save them a ton of time [125], [126]. Business reporting and other 

documented work can be signified in digital forms and software that can be consolidated into a 

single, easily readable data dashboard, making it simple to scan the reports and identify areas that 

require improvement. This implies that a company can stay on top of issues and stay in the lead 

[127], [128]. By combining data sources, business intelligence software can help your organisation 

[129], [130]. Business intelligence giving your organisation a competitive edge involves 

identifying market trends and developing a strategy around them [131]. Employees can quickly 
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generate analyses and obtain pertinent market data with the aid of business intelligence tools [132], 

[133]. Whereas, Agile production is a new model of production that connects production, 

information technology, and communication advances through fundamental organizational reform 

and new marketing strategies. An organization's capacity to react quickly to shifts in demand, both 

in terms of volume and variety [134]–[136]. The capacity of a company to prosper in a dynamic, 

unpredictable business environment and the capacity to deal with unforeseen difficulties, endure 

exceptional risks from the business environment, and seize possibilities presented by change [137]. 

Ability of a company to obtain a competitive edge by quickly, rationally, and pro-actively grabbing 

opportunities and responding to threats [138]. 

 

3.1. General Research Model 

 

 

 

 

 

 

 

 

Figure 1: Conceptual Research Model 

 

4. DISCUSSION 

The deep study of literature, journals and books it can be said the business intelligence has allowed 

the companies to implement the data analysis techniques so that huge data sets could be easily 

understood. There are different types of software which help companies understand the data sets 
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and patterns. Since data is everything, it should be converted into meaningful form because large 

data sets do not have any importance until and unless it has been converted into meaningful form. 

This has enabled many organizations to make powerful decisions and thus business intelligence 

has a direct relation with the competitive advantage. If the more is efficient enough in its business 

intelligence processes, it will have attain a competitive edge in the organization which will help it 

grow and be more productive. The significance of business intelligence has potential to grow 

business competitive edge, however, business agility is recommended as most appropriate practice 

for a firm’s success. This is a very useful strategy for the companies around the world and thus it 

has enabled a lot of organizations to penetrate the markets because they understood the market 

conditions and customers’ demand and that’s why it was easy for them to arrive at a conclusion 

and implement a new strategy.  

 

5. CONCLUSION 

Business intelligence is emphasized as a crucial competitive tool in the strategic management. 

However, nothing is known about the long-term viability of the firms' competitive advantage 

brought forth by business intelligence competence. It can be said that, business intelligence and 

process agility has a significant impact on competitive advantage. Successful agility and business 

intelligence efforts can be implemented by organizations that follow solid governance and receive 

strong moral and financial support from high management.  
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ABSTRACT 

It is a big controversy that holds up an organizational operations and development to focus on 

critical success factors. Critical success factors are as important and straightforward as they appear 

to be. They are the elements that make up a business or project and are crucial to its success and 

aid in concentration and make sure that teams and departments are collaborated on organizational 

projects. In order to find the specific improving factors for an organization, this research is focused 

to investigate, what are that critical factors to improve operations performance to bring wide 

knowledge for businesses and learners. 
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1. INTRODUCTION 

Despite the dangers of globalization, businesses strive to gain competitive advantages. Due to the 

high standards for proficiency, the majority of businesses aim for increased profitability. It is 

expected of employees to perform fairly and to develop their skills [1], [2]. As a result, the 

effectiveness of organizations is evaluated based on how their organizational planning is 

developed [3]. Implementing human resource management methods and fostering individual 

development to become assets of an organization are essential due to the fact that human resources 

are one of the most significant assets of a business [4]. Thus, implementing solid success factors 

can enhance the organizational performance and growth in the market. [5]–[7] asserts success 

approaches result in beneficial consequences including highly competent, highly adaptable, and 

highly devoted staff employees who can enhance organizational performance. With a subject to 

this concern a theory based research is formed that will help to figure out specific critical success 

factors to improve service operations performance. 

 

2. THEORETICAL MFRAMEWORK 

2.1. Critical Success Factors 

Some factors affect service operations' performance; these critical success factors are also known 

as Key Results Areas used in a business or a project to get a successful outcome [8]–[10]. Besides, 

the critical success factors are also vital to good communication between the organization to ensure 

that they have entirely focused on its aim and objectives. 

To know more about the Critical Success Factors, there are five key elements are: 

 The first one is the Strategic Focus, which is containing Leadership, Management, and 

Planning [11], [12]. 

 The other belongs to People and has different areas of Personnel, Staff, Learning, and 

Development factors [13]. 

 To get sustainable growth, the operations factor is playing a vital role in business success. 

Those are including processes and work [14]. 

 The most important and common factor in critical success is Marketing, giving full control 

of customer relations, Sales, and responsiveness [15]. 

 Last but not least is the organization's finances having different components of Assets, 

Facilities, and Equipment? 
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To know more about the Critical Success Factors, four significant types of CSFs are coming in an 

organization as per the below categories: 

2.1.1. Industry Factors: The first one belongs to the industry and has the same characteristics and 

will remain in the sector's competitive advantages [16], [17]. 

2.1.2. Environmental Factors: The factors that are affecting by macro-environmental influences 

are known as environmental factors. Those factors are business climate, PESTEL analysis, 

competitors, technological development, and the economic factor. 

2.1.3. Strategic Factors: The other factors that are helping in business success are specific 

competitive advantages. Those factors can be high in volume or low in volume depend upon the 

organization's position and market reputation [18], [19]. 

2.1.4. Temporal Factors: explained temporal factors are short and are depending upon the 

organization's internal changes, like temporary barriers, challenges, and directions. 

There are six significant steps are involved that are helping to identify and developing the Critical 

Success Factors for the organization [20], [21]. 

2.2. The six CSFs are discussing below 

To make an effective organization's mission and its strategic goals. 

To make strategical success goals, it is better to ask how to succeed in the business and 

project activity [22]–[24]. 

Evaluate the list of candidates that need to apply carefully to achieve Critical Success 

Factors [25].  

To know how these critical success factors are working and monitoring the goals and 

objectives. 

Critical Success Factors need to make reliable delivery for the success of a business [26], 

[27]. 

There should properly maintain the KPIs to know the performance of a business. 

 

3. LITERATURE REVIEW 

[28] explained that some factors affect service operations' performance; these critical success 

factors are also known as Key Results Areas used in a business or a project to get a successful 

outcome. Besides, the critical success factors are also vital to good communication between the 

organization to ensure that they have entirely focused on its aim and objectives. Below are the key 
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factors that are the critical success factors that are helping to improve the performance of service 

operations: 

 

3.1. Up-to-Date Products 

[29], [30] explained that to be successful and improve the service operations, it is better to keep 

the products and their offers up to date to ensure that they are giving all the details per the 

customers' requirements and according to their expectations [31]–[34]. It is very challenging for 

the organization to meet requirements, expectations, and competition level with a high level of 

advanced and innovative technology use, which helps generate more lead and improve operational 

activities [35], [36]. Suppose a company is seeing the decline of the product cycles and the industry 

segments [37]. Due to a lack of focus on the product segmentation and details that should upgrade 

time to time and meet customer expectations [38], [39]. To make it a successful business, it is vital 

to update all the product details and customer expectations [35], [40]. 

[41] explained it is essential to analyze the market to know about the product trend and minimize 

the risk of launching new products but would be very careful to satisfy the customer needs and 

wants; otherwise, it will affect the business's performance and operational activities [42]–[45]. 

There are some ways to do market research like market analyses, customer surveys, focus groups, 

and competitive business intelligence. 

 

3.2. Value-Added Services 

[46] examined the most effective way to increase the business's performance level is through the 

involvement of value-added services. Sometimes, it is tough to sell existing products or services 

that ultimately impact performance and operations [47]. The best way to improve them by added 

value to the existing products or services [48]–[50]. It could be like adding some new features in 

the products or improving the high-tech services by giving technical support, customization, and 

different applications training.  

[51], [52]stated that once the perfect value-added services implementing in the services or products 

with the customers' specific needs and demands, it will increase the business's revenues and profits 

with those services and products [53], [54]. The best implementation of the value-added services 

enhancing the performance level and giving proper direction towards success [55], [56]. It is also 

essential to have in-depth knowledge about the organizational structure, technical applications, 
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and products' usage [57], [58]. If all the things are appropriately applied, it will be beneficial for 

the organization to succeed and improve business operations. 

 

3.3. Business Processes 

[59] explained to successfully convey the items, administrations, and arrangements that our clients 

need, we likewise need to guarantee that the business measures we use are fitting, exceptional and 

take care of business [60], [61]. If they are not, we have to transform them into our clients' desires 

without making an excessively exorbitant arrangement that disposes our net revenues [62]–[65]. 

In evaluating business measures, it is necessary to comprehend that selling items is essentially not 

quite the same as selling administrations and arrangements along these lines requiring various 

methodologies, cycles, and abilities [66], [67]. As administration and backing contributions keep 

on being improved to furnish clients with more complete arrangements, the cycles required 

additionally proceed to change and require extraordinary and more complex aptitudes and 

apparatuses themselves [68], [69]. Administrations experts need to incorporate the blend because 

of the ideal arrangements' multifaceted nature [70]–[72].  

 

3.4. Responsibility 

As arrangements and cycles become included, it also becomes more probable that various 

individuals get included at various stages end route [73]. Although innovation can help deal with 

this somewhat, there is as yet a considerable danger that something may turn out badly or may fall 

"between the breaks [74]." To stay away from these potential outcomes requires an alternate 

methodology and - all the more significantly - an alternate mentality [75]–[77]. The presence of 

any "not my work" disposition among existing staff would destroy in this sort of climate. To get 

an opportunity for progress requires cooperation, responsibility, and finish. The association should 

ensure that it plans the business cycles to consider direct responsibility and arrange the robotization 

frameworks [78]–[82]. A few organizations have effectively actualized collaborations and 

responsibility, profound inside the association utilizing record groups devoted to "dealing with the 

client" versus just "dealing with the issue." Our experience to execute this takes much time and 

requires explicit preparation in various abilities, group construction, and impacting individuals' 

mentalities [83].  
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3.5. Client Focused Front-Line Organization  

Since the client should consistently be the organization's principal center, we have to ensure that 

the association is suitable for this core interest [84], [85]. How they communicate with clients will 

eventually decide the clients' view of the association overall [86]. The abilities must cover the 

specialized parts of client assistance and the correspondences and relational aptitudes that let 

clients realize that they are being thought about appropriately [87], [88].  

 

3.6. Adaptable and Responsive Back-End Organization 

This association needs to help its cutting-edge faculty by advancing the instruments and techniques 

that empower the correct execution of the necessary assignments [58], [89]. It incorporates the 

conventional documentation of the innovation used, the guidelines and direction for applying it, 

the advancement of selling and upkeep instruments, and, to wrap things up, a particular 

arrangement of acceleration methods [90], [91].  

The back-end association is liable for setting the stage and making a foundation that permits the 

forefront association to play out its assignments without issue or obstruction [92], [93]. Capacities 

in this section of the association may incorporate deals backing and organization, specialized and 

item backing, preparing, and coordinating capacities. Although these capacities are regularly more 

inner and item engaged, they are significant components influencing client recognitions [94]–[97]. 

In numerous associations, we have seen an absence of a desire to move quickly and responsiveness 

in the back-end association that eventually influences the bleeding edge association's capacity to 

give clients the degrees of execution they require.  

 

3.7. Innovation Trends 

Innovation is one of the critical components of change. It can give us the majority of the 

instruments we have to improve our business execution and lower the association's operational 

expenses [98], [99]. As a whole, we know the mobilizing call to "accomplish more with less," and 

much of the time, innovation, whenever applied accurately, is the chief apparatus that will permit 

us to do as such. In any case, the genuine test is to figure out what is sensibly accessible and how 

we can use it as an advantage [90], [100]–[102]. We have all observed the publicity in different 

articles and notices that advances "new" innovation items. However, we need to understand that a 

portion of these "new" advances, regardless of the guarantee, are not yet adult - or accessible [103].  
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For instance, promotions like "would you be able to hear me presently" unmistakably show that 

we have remote inclusion issues [104], [105]. As needs are, if correspondence and data stream 

exclusively on remote innovation, it very well may be in for certain astonishments. This situation 

does not imply that we ought not to examine this innovation further and continue pursuing this 

heading. The potential is there [106], [107].  

 

3.8. Apply the Right Technology 

The accessibility and expansion of innovation arrangements can be too confounding and, at times, 

in any event, misleading. The well-known proverb that "you never ought to apply innovation for 

innovation purpose" is as yet real. Consequently, it will, in any case, need to painstakingly examine 

elective innovations, just as their applications to exact circumstances [108], [109]. The ideal 

approach to do this is to plan business cycles and structure around the most reasonable innovation 

arrangements and spotlight those that will help accomplish business destinations [110], [111]. If 

the organization does not do this, the arrangements can turn out to be over the top expensive, 

notwithstanding descending value patterns, bringing about insignificant speculation returns [112], 

[113]. We prescribe evaluating the technical necessities to help business measures from both an 

operational and utilitarian point of view yet determined essentially for the business goals. 

Innovation should be how it might achieve business objectives, yet not the essential goal [114], 

[115]. It must understand that not all innovation will give the advantages the organization is hoping 

to pick up - it is only a device to help meet generally speaking business targets.  

 

3.9. Oversee Continuous Change 

This last factor may be the main one: overseeing and controlling the constant change measure. We 

have seen numerous organizations create and send exceptionally productive change activities, yet 

considerably more have transformed into fiascos or are relinquished part of the way through the 

execution [116]. From our experience, senior administration should consistently have an away 

form of things from the organization [117]–[119]. It requires future speculation, upheld by 

statistical surveying and client overviews, to convert into a good vision and system. When the 

vision and system implement, an evaluation can decide a benchmark for change, and an 

arrangement can create to get it going [120], [121]. The holes and openings distinguished for 

executing change should recognize for the entirety of the association's items and administrations 
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and the business cycles, association, and apparatuses (i.e., innovation) that will enable it to roll out 

the vital improvements. Because of this evaluation, an item and administration improvement plan 

can plan and execute. The current business cycles can be adjusted to meet the new necessities [5], 

[122]. 

 

3.10. Steps to make the Key Progress Factors 

The organization should know that it is fundamental to arrange the group working with the CSFs; 

it is essential to have representatives present their thoughts or input. Always remember to have 

numerous systems to look at the critical components of drawn-out objectives [123]–[125]. Before 

executing a broad essential arrangement considering fundamental achievement factors, figure out 

which components are vital in accomplishing a drawn-out authoritative arrangement.  

 Abilities 

The leadership should be prepared and arranged to place the organization in the line of 

accomplishment. A portion of the abilities that can be scholarly are monetary administration, 

promoting deals, and client care, correspondence, and exchange venture the executives and 

arranging, authority, critical thinking, and, ultimately—however, one of the primary aptitudes, 

organizing [12], [126], [127].  

 Correspondence 

The organization needs to assemble all the staff, offering thoughts about what could be smarter to 

accomplish their objective. The organization needs to focus on two parts of the correspondence 

cycle: The Initial Launch Communications, which will set the arrangement to accomplish, and the 

Ongoing Communications, which will be where the KSF progress [128], [129].  

 Arranging 

To utilize the CSFs, all that should arrange, how workers will do it, and why. Apparatuses can 

utilize to make arranging work quicker and simpler. A system for every office can arrange 

independently[130].  

 Collaboration 

Decent cooperation is the way to progress when all the staff team up; more thoughts and sentiments 

can discuss to locate an ideal approach to making progress [131]–[133].  

 Cycle 
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A business cycle or business technique is an assortment of related, organized exercises or 

undertakings by individuals or gear which, in a particular succession, produce a help or item 

(serves a specific business objective) for a specific client or clients [134]–[136]. Business measures 

happen at all authoritative levels and could conceivably be evident to the clients. A business cycle 

may regularly picture (demonstrated) as a flowchart of an arrangement of exercises with 

interleaving choice focuses or as a cycle grid of a succession of exercises with pertinence rules 

dependent on information all the while [137]–[139]. The advantages of utilizing business measures 

incorporate improved consumer loyalty and improved deftness for responding to quick market 

change. 

 

3.1. General Research Model 

 

 

 

 

 

 

 

 

Figure 1: Conceptual Research Model 

 

4. DISCUSSION 

The way to get success in the operational field is to give an integrational solution for the product 

or services that may issue faced by the customers. The business needs to know about the customer 

demands and keep them in mind and give them the best solutions if the product is not working 

correctly and not performing up to the mark. One of the most vital client necessities that must 

address in the business measures is the time factor. However, innovation can answer this issue 

through far off diagnostics and electronic self-uphold, conceivable, without burning up all 

available resources - for either the client or the specialist co-op. Notwithstanding, addressing this 

need by and large requires some essential client research, inward cycle evaluation, and, potentially, 

a central re-plan of the current business cycles and devices utilized, molding the client, 
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arrangement preparing, and a correspondence structure that takes into account ongoing 

acceleration. It is particularly valid for an association on the move (i.e., in development mode, late 

combined, fire up, saving. Our experience is that most workforce can generally utilize some extra 

preparation to point their current abilities and make them more mindful of the particular "do's and 

don'ts" of client cooperation. By doing this viably, the association may concentrate the entirety of 

the client's vital consideration, accordingly, altogether expanding its prosperity possibilities.  

 

5. COCLUSION 

To keep a business or project focused on what needs to be done to succeed, it is essential to 

recognize and communicate critical success factors within an organization. Additionally, it might 

assist in avoiding wasting time and resources on less significant aspects of the company’s 

operational practices. These factors enables an organization management to review the strategy, 

values, and mission. Identify the organizational goals and track and evaluate the organizational 

development. 
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ABSTRACT 

In Organization environment, Process quality management is latest way therefore, adoption of 

such Process Quality Management approaches may bring challenges and problems particularly 

when implementing. Now a days it is easy to solve the problems regarding Process Quality 

Management issues as many organizations are documenting their process quality experiences on 

local media. Similarly, Organization management also had to face the challenges in this approach. 

In this regard, a research is established to explore the impacts of these approaches. 

Keywords: Dynamic Capabilities, Process Improvement, Process Quality. 

 

1. INTRODUCTION 

Organizations are now required to use unconventional management approaches and technologies 

due to a major increase in the level of business competition (Hanaysha et al., 2022; Kashif et al., 

2021). The chore of maintaining a competitive advantage is dynamic and endless. Researchers 

have suggested that firms should have skills for enhancing company core processes and ongoing 

learning in order to sustain competitive advantage and maintain the quality (M. Alshurideh et al., 
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2020). Moreover, process improvement management approach in companies are formed in very 

unique way (Alshurideh et al., 2021; Zeeshan Zafar et al., 2022). It provides an aim to the firm in 

order to move forward and establish their process according to customer needs and demands (Eli, 

2021; Taher M. Ghazal et al., 2021d; Khatib et al., 2022c). Hence, improving the profitability of 

the firm and at the same time overall development (Akhtar et al., 2021; Tellez et al., 2022). 

Therefore, finding connections between dynamic capabilities and process improvement and their 

impact on process quality is a main goal of this research. In order to properly study dynamic 

capability as an emergent notion, one must take into account both its causes and effects on process 

quality accordance with prior literature, research studies, journals and books. They can help to 

investigate the supplementary impacting factors in the organization. 

 

2. LITERATURE REVIEW 

2.1. Impact of Dynamic capabilities on process improvement 

Dynamic capabilities involve two element resources and strategies and process improvement is 

the enhancement of company processes through different strategies (Alsharari, 2021; Ghazal et al., 

2013; Khatib et al., 2022f; Ramakrishna and Alzoubi, 2022). Therefore there is direct impact on 

of dynamic capabilities on process improvement because the resources are the one who carry out 

the strategies in order to attain process improvement (Mehmood, 2021). Although core business 

process framework is suffice the core needs of business services but impairment suggestion are 

required to further enhance them. 

 Firstly, the core business process is revolving around customer centered approach rather 

than service centered approach. The core business process of company strategy starts from 

customer needs and ends at getting paid by them (M. A. M. Afifi et al., 2020; El Khatib et 

al., 2021c). This should be more service centered such as working with efficient delivery 

time, providing services choices, delivery alternatives etc (B. A. Kurdi et al., 2020; Miller, 

2021).   

 Secondly, there should be level 6: Reassessment in BPM 5 level assessment frame work as 

reassessment is highly required for companies upgrading business processes.  

Today, PQM approach is considered very vital. Most clients focus on quality rather than price 

as quality value the money spent (H. M. Alzoubi et al., 2022e; Khan, 2021; Mondol, 2021). In 
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today’s world, satisfaction of consumer is not an easy job and Organization is completely 

aware of this new trend (Alshurideh et al., 2017). Organization is of the view that main element 

in order to achieve success and beat the competition in modern market is quality. This is why 

companies all over the world are focusing mainly on quality management issues and use it as 

tool to overcome the competition (Abu Zayyad et al., 2020; El Khatib and Ahmed, 2020). 

Process Quality management is a newly emerged field and is in developing stage of its 

evolution (Alshurideh et al., 2019; H. M. Alzoubi et al., 2022a; Guergov and Radwan, 2021; 

B. Al Kurdi et al., 2020).   

Companies had successfully formed their own methods of Process improvement and 

monitoring which is upgraded with the requirement of time and demand (Al Kurdi et al., 2020; 

Khatib and Opulencia, 2015). This procedure of improving process could never be 

discontinued in order to satisfy the customers as process is considered as the backbone of the 

product or service offered (Alzoubi, 2021; Taher M Ghazal et al., 2021a). This is the reason 

Process improvement management is considered as very significant for companies over past 

recent decades (H. M. Alzoubi et al., 2022c; El Khatib, 2015). An ongoing process of 

improvement in the services should exist in order to identify the proper advantages of Process 

Improvement (Farouk, 2021; B. Kurdi et al., 2020). One more thing that companies should 

believe in that, company products and services are not dependent wholly on process 

improvement but other elements of dynamic capabilities also in order to satisfy the consumers 

and to attain its aim (Alshurideh et al., 2012; El Khatib et al., 2019b). Process Improvement 

only required assisting the issues that are related to customer satisfaction (Al Batayneh et al., 

2021; H.M. Alzoubi et al., 2021; Obaid, 2021).   

In the beginning, companies have to encounters various challenges and hurdles in 

implementing and adopting latest process improvement management system due to its ongoing 

process nature (Taher M. Ghazal et al., 2021c; Khatib et al., 2016; B. Al Kurdi et al., 2022b; 

Vorobeva Victoria, 2022). But later, companies found the changing trends in economic 

condition of the world market. Therefore, to provide its business a new and vast direction as a 

customer-oriented business it adopted Process improvement approach (Eli and Lalla Aisha Sidi 

Hamou, 2022). 

2.2. Impact of Dynamic Capabilities on Process quality 



International Journal of Theory of Organization and Practice (IJTOP), Vol.1, No.1, (2022)                               42 

 

 
Online: https://journals.gaftim.com/index.php/ijtop/issue/view/9                                                            Publisher: GAF-TIM, https://gaftim.com 

As we know that Dynamic capabilities involve two element i.e. Resources and strategies. 

Therefore the impact of dynamic capabilities of an organization have direct impact on process 

quality management as the process quality could be achieved only applying through different 

strategies by resources of the company (M. Afifi et al., 2020; Alshurideh et al., 2018; El Khatib 

and Ahmed, 2019; B. Al Kurdi et al., 2022a). At each stage of this enhancement of business process 

model, we can observe a team leader managing team members all of which can directly affect the 

commitment. The model supported leadership as it generated a sense of objective for the company 

and a visual link for everyone to see how they are connected to the customer (Amponsah et al., 

2018; El Khatib et al., 2020b; Hammad et al., 2022; Qasaimeh and Jaradeh, 2022). 

Commitment aspect however was noticed little weak at providing training programs as trainings 

were scheduled at short notice thus everyone was not able to attend them and at depot management 

as they did not understand the commitment required afterwards to monitor and sustain the changes 

(M. T. Alshurideh et al., 2022; John Kasem and Anwar Al-Gasaymeh, 2022). Therefore looking 

at the leadership and commitment aspects we created a route map for implementing BPM. 

 

 

 

 

 

 

 

 

 

 

What role can innovation play in the introduction and development of BPM methods used in 

companies in other industries or organizations in the public sector? 

Innovation can play a significant role in the introducing and development of BPM methods utilized 

in companies such as 

 Introducing new processes  

 Changing old processes 

Describe the process 

and institutionalize 

Engage with middle 

management through 

trainings 

Process key to process 

excellence and 

performance management 



International Journal of Theory of Organization and Practice (IJTOP), Vol.1, No.1, (2022)                               43 

 

 
Online: https://journals.gaftim.com/index.php/ijtop/issue/view/9                                                            Publisher: GAF-TIM, https://gaftim.com 

 Creating new ideas 

 Creating workflows 

 Creating methodologies 

 Creating services alternatives 

2.2.1. Organization Adoption of Process Quality Management Approach: 

Process Quality Management Approach is adopted by Organization with a department wise 

strategy (Ahmed and Nabeel Al Amiri, 2022; M. El Khatib et al., 2021; B. Al Kurdi et al., 2022a). 

As it is an ongoing and extensive process, therefore department of Organization were presented 

with PQM approach in a hierarchical method 

 PQM at Organization Internet Service Provider   

Internet provider services department at Organization was the first one to adopt the system of 

Process Quality management (Alsharari, 2022; Alzoubi, 2022; T M Ghazal et al., 2021; E. Khatib 

et al., 2021). They observe positive changes after implementing it in the form of increase number 

of communication, customer attraction and improved brand image (El Khatib and Ahmed, 2018; 

B. Kurdi et al., 2022). 

 PQM at Organization Mobile Service provider 

Organization Mobile Service provider was the second department of Organization to adopt Process 

Quality Approach after Internet Service provider department. They received the benefit in the form 

of improved and enhanced quality of equipment that are utilized to deliver the services to 

customers (Alhamad et al., 2022; Edward Probir Mondol, 2022; El Khatib and Al Falasi, 2021) 

 PQM at Organization Marketing Department 

Process Quality Management approach was also applied to Marketing strategies (H. Alzoubi et al., 

2022; El Khatib et al., 2021b; Nada Ratkovic, 2022). Before this approach the mission was to 

deliver the services and product with lowest possible price but now the quality mission is to deliver 

the services and products with best quality with possible low cost (El Khatib et al., 2021a). 

 PQM at Organization Training 

Process Quality management approach main element and tool is to provide proper and adequate 

training to the Organization employees (Ahmed and Rafiuddin, 2018; Maged Farouk, 2022). In 
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order to achieve best results and outcome, proper training and education is required (M.ElKhatib, 

2014). Quality training also improves the capacity of work by increasing the potential and permits 

worker to perform on a level that is more efficient and superior than what they are currently 

performing, The quality training must be provided according to the requirements of the position 

given to worker. 

 PQM at Organization Innovation 

Modern and innovative technology is utilized by Organization in order to offer the mobile, satellite 

and Internet services to the world market (Ahmed and Amiri, 2019; Khatib et al., 2022b; Neyara 

Radwan, 2022). The capital requirements and firm cost is increased by this way of PQM approach 

but in return the clients are facilitated by the latest services. In addition to that Organization also 

receive increased revenue (H. M. Alzoubi et al., 2022b; Haitham M. Alzoubi et al., 2021; Elkhatib, 

M., Al Hosani, A., Al Hosani, I., & Albuflasa, 2022). Furthermore, it is the responsibility of 

trainings and recruitment managers to hire the qualified applicants and provide them with quality 

training and education to enhance their skills and abilities for future career. By applying this, 

Organization would receive long term benefits (H. M. Alzoubi et al., 2022d; Khatib et al., 2022d; 

Saad Masood Butt, 2022). 

 

 Organization new PQM theory 

A new theory has been recorded about Organization PQM. It involves that firm must not focus on 

increasing the clients in the market but instead they must focus on enhancing and improving the 

quality of their products and service (Ahmed et al., 2018; Del and Solfa, 2022; El Khatib et al., 

2019a; Shamout et al., 2022). Therefore, it would not be wrong to say that Organization current 

Process Quality Management approach is qualitative rather than quantitative. This is quite 

effective theory of PQM as clients are attracted toward the business product and services if the 

quality of product and services are acceptable and satisfy their needs (Amiri et al., 2019; El Khatib 

et al., 2022; Khatib et al., 2022a; Matloob et al., 2021). 

Truly, Process Quality Management approach at Organization by emphasizing on quality creates 

an effective process that includes a quality change in the job and employees culture at workplace. 

Organization new PQM approach had encountered few hurdles and difficulties generated by the 

employees (Lee et al., 2022a; Nasim, S. F. et al., 2022). The adoption was the main obstacle but 
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soon they realized its current advantages and future benefits, therefore PQM approach was 

accepted by the employees’ whole heartedly. Later on Organization management take the long 

term decision for quality of product (Ahmed and Amponsah, 2018; Ghosh, S., & Aithal, 2022). 

They decided that extra add-ons products launched by them should be authorized by the quality 

standard. Moreover, they also decided that Process quality management should be firmly adopted 

in order to exempt any space for errors, deficiencies and faults (A. Ali et al., 2022; Naqvi et al., 

2021). Therefore, to achieve this output, the competitors quality system should be assessed and 

analyze, Not only this but their product differentiation and product competitive advantages and 

competencies should also be analyzed (M. Alshurideh et al., 2022; Gaytan et al., 2020; Rehman et 

al., 2021). The process of identifying the competitors features effective system is proposed and 

adopted. To run the system qualified analysts, marketers and researchers should be hired. 

 

2.3. Impact of Process improvement on Process quality 

The process quality could be achieved through process improvement therefore process 

improvement has directly proportional impact on the process quality (Goria, 2022; Rehman et al., 

2022). If the quality is improves the process is improved and if the process is improved the quality 

of process achieved enhancement (Lee et al., 2022b). 

Process Quality Control is not a simple process which you can inject or introduce anywhere in the 

system (Ghazal, 2021). It is an ongoing process and most of the companies have separate 

department to ensure quality standards (Amiri et al., 2020; Khatib et al., 2022e; Mehmood et al., 

2019). It will carry out my work with the quality management managers, experts and seniors. Many 

organizations jump in to Process Quality Management in order to drive their business into 

sustainable profitability. Therefore, it is a very broad continuous improvement initiative (Hanaysha 

et al., 2021). Process quality required full Leadership commitment and Process Employee 

involvement in order to produce effective result (Ghazal et al., 2022). 

In 1920s Taylor was the first person of USA to have an idea about the quality products that are 

manufactured (Akhtar, A., Bakhtawar, B., & Akhtar, 2022). As a next step, he introduced that 

quality ideas a statistical procedure to control   US industries and market from 1930s. In addition 

to that during Second World War, United States proposed the standards of quality ideas (Abudaqa 

et al., 2021; N. Ali et al., 2022; Khatib, 2022; Suleman et al., 2021).  In order to improve the quality 

procedures different research and empirical studies were carried out in 1950s. The objective was 
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to fulfill the consumer’s demands, requirements and demands by driving out the analytical checkup 

and involving all employees in the quality procedure by designating the activities to improve the 

quality (Alzoubi and Yanamandra, 2020; Amrani, A. Z., Urquia, I., & Vallespir, 2022). 

W. Edward Deming forms the principle of Process Quality Management in 1980s. Japanese were 

the first one to implement this idea of principle of PQM (Alhamad et al., 2021; Khan et al., 2021; 

Rana et al., 2022). Japanese adopted this idea in order to enhance the quality of the goods and 

manufacture procedures. Meanwhile the United States organizations were refused this PQM idea. 

In 1990, Hewlett Packard HP was the first firm to begin Process Quality Management approach.  

In 1992, a research conducted through a survey reported by Electronic Business represents that 

91% of 20 firms that implement the Process Quality Management were successful in maintaining 

the quality standards and improvements(Alzoubi and Aziz, 2021; Lee et al., 2021). 

 

2.4. Impact of Dynamic Capabilities and Process Improvement on Process Quality 

As we know that Dynamic capabilities involve two element i.e. Resources and strategies and 

process improvement strategies are the carried out by resources in order to obtain the process 

quality. Therefore, all three elements are linked with each other (Muhammad Alshurideh et al., 

2020; Sakkthivel et al., 2022). 

Crosby also builds procedure that was consisted of 14 steps that were considered as the quality 

enhancing and improvement guidelines (Aslam et al., 2021). He was of the view that Quality could 

be improved and output zero defects through preventing faults. Therefore, he focuses on 

prevention. He states that education, awareness and training are the vital tools to decrease faults 

(Abudaqa et al., 2022; Hamadneh et al., 2021). 

In Organization, there was no proper measurement strategy or tool was present that could measure 

the quality change and thus the output of quality results was not possible. The affects of quality 

change were difficult to monitor and analyze (Taher M. Ghazal et al., 2021b). Organization 

Managers were unable to monitor the quality change output (Ali et al., 2021). They must know 

that the quality change output is negative or positive, effective or ineffective. Therefore, in the 

beginning they need to refer to the manual documentation for the result that could generate 

inaccuracy in results at large rate. Therefore, the PQM approach was of no use at the end if it 

outputs inaccurate results. In addition to that successful implementation and maintenance of PQM 
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approach required accurate results through proper measurement and monitoring (Muhammad 

Alshurideh et al., 2020). 

Furthermore, the middle management and management at the lower level make compatible with 

the Process Quality management approach as they have the routine dealing with this system but 

Organization senior management found it difficult to work according to the new PQM approach 

as they had a habit of working with manual documentation system (ALnuaimi, M., Alzoubi, H., 

Dana Ajelat & Alzoubi, 2020; H.M. Alzoubi et al., 2021; Gulseven and Ahmed, 2022). The upper 

management vision, beliefs, mission, business, job and working criteria require more manipulation 

than the lower employees as Process Quality management is the work field of leadership and 

managers (Joghee et al., 2020). In the beginning the upper management was of the view that this 

PQM approach would increase the working and service cost but later they realized it is in fact 

decreasing the long terms costs required in service and work practices (H. M. Alzoubi et al., 2020; 

Siddiqui et al., 2021). 

Another problem was increasing the prices of the products and services. The critics also state that 

this Process Quality Management approach increase the costs (H. Alzoubi et al., 2020). The prices 

of products and services were increased in order to compensate with the cost required for Process 

Quality Management approach (Alzoubi and Ahmed, 2019; El Khatib et al., 2020a). It was main 

risk that the product and services may not be acceptable by the clients and would be rejected, 

especially when same products and services are offered by the competitor i.e. Du, at very low cost. 

Therefore, the implementation of this Process Quality Management approach brought a great risky 

notions, assumption and even facts. In the beginning there was seen a little decline as the 

investment at PQM approach was high and positive results needs time (Alnazer et al., 2017; Bibi 

et al., 2021). By the time, all the above assumptions were proved wrong and baseless as 

Organization quality products and services satisfy and were according to customers’ needs and 

demands. UAE is a world of rich and educated people. Customer buying behavior is influenced by 

quality standards and priorities. 
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3.1. General Research Model 

 

 

 

 

 

 

 

 

 

 

Figure 1: Conceptual Research Model 

 

3. DISCUSSION 

After the implementation of Process quality management approach Organization recognizes many 

positive things. Organization came to know about the beginning and later effects of this approach 

on the functions of the firm as well as financial and economic condition of the company. The PQM 

approach had many positive features that contributed in making the quality of other departments 

improved and up to date. 

The team work was the main motive and requirement to run this approach as it was wholly 

dependent on team work. The contribution of everyone employee was required in this regard. Team 

work leads this PQM approach to motivate other approaches of different department also. Due to 

larger firm size of Organization, it was a great challenge for everyone to work as team toward 

common goal. Organization receive following benefits after implementing the Process Quality 

approach: 

3.1. Increases efficiency 

The most important objective of adopting and implementing Process Quality Management in a 

Organization was to improve process efficiency and attain productivity, by removing issues that 

arise in Organization workplace routine and processes. Organization was able address main issues 

Dynamic 

Capabilities 

Process 

Improvement 

Process 

Quality 

H3 

H1 

H2 



International Journal of Theory of Organization and Practice (IJTOP), Vol.1, No.1, (2022)                               49 

 

 
Online: https://journals.gaftim.com/index.php/ijtop/issue/view/9                                                            Publisher: GAF-TIM, https://gaftim.com 

that require modifications and involve unwanted tasks, repetitious procedures, and unproductive 

and ineffective activities and processes. 

3.2.Encourages customer satisfaction 

Another benefit of Process Quality Management achieved by Organization is related to customer 

satisfaction. Organization was able to fulfill aims at identifying the best quality by meeting 

customer expectations through improving the products and services quality. Through this PQM 

approach, Organization is also able to offer quality services according to consumer needs by 

assuming challenges and problems in work processes.  

3.3.Improves organizational development 

Through Process quality management Organization is also able to improving organizational 

development. Organization is not only focusing in educating and bringing awareness about the 

significant of quality but is also struggling to avoid faults in business processes instead of doing 

corrections. Therefore, implementing PQM in Organization would help improve and enhance 

efficiency and effectiveness in production. 

3.4.Flexibility 

PQM approach also focus in the formation of Organization departmental teams and groups to 

encourage and empower knowledge and awareness between the departments. These 

encouragement and involvement could improve overall organizational development and 

enhancement of skills, abilities that further results in improved performance of all departments. 

Moreover, this would encourage flexibility in keeping up cost competitiveness in Organization. 

3.5.Promotes supplier/ customer satisfaction 

Another benefits achieved by the implementation of PQM in Organization business processes is 

that it advocates the principle of inner supplier and client satisfaction. For example, the HR 

department has the authority to settle staffs suggestion, application or queries within a particular 

time. In addition to that, prevention of faults permits the firm to save time which could be afterward 

used in other processes of business. 
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4. CONCLUSION 

This research was conducted to look into how businesses develop dynamic capabilities by aligning 

their business processes and fostering process quality management. Process improvement and 

dynamic capabilities, were combined into a unified framework as part of this research. The 

investigation's findings show the organisation learned about the early and later effects of this 

strategy on the operations of the company as well as its financial and economic situation. The 

PQM offered numerous advantageous aspects that helped improve and modernize the quality of 

other departments with proper implementation of dynamic capabilities and process improvement. 

Additionally, every employee's input is necessary in this regard. Process quality is inspired by 

teamwork, which also inspires approaches from other departments. 
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ABSTRACT 

The primary goal of this research is to analyze how inventory management practices and service 

strategy affected the performance and competitiveness of service organizations. The research 

findings suggest that increased levels of inventory management can boost competitive advantage 

and boost organizational performance. Despite the inventory management strategy having a direct 

favorable effect on organizational performance, the study also discovered that a competitive edge 

can be achieved if an organization have an improved services through efficient inventory 

management strategies.  
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1. INTRODUCTION 

By looking at increasing demand in the service sector due to COVID19 there are many service 

sector firms which are paying more focus on inventory management so that they can improve their 

service strategy. This is helpful in planning, forecasting future demand and managing all the stock 

in significant manner so that companies can deliver services to buyers timely [1], [2]. Inventory 

management has great impact over meeting customer demand. Companies  make its employees 

able to understands needs of buyers and manage its warehousing accordingly so that it can improve 

its service strategy in order to meet expectation of wide range of consumers in significant manner 

[3], [4]. The main agenda of service strategy is to analyze the pattern and plans that service 

providers need to execute in order to get best outcome [5], [6]. Service strategy always 

concentrates on how value is being delivered to end users and to what extent it is able to meet these 

expectations of customers in service industry. Inventory management always helps in making 

balance between demand and supply and controlling over cost so that needs of buyers to get cost 

effective quality products can be met [7]. This is the best way through which enterprise can gain 

more opportunities and can deliver best quality services to the end user. Furthermore, a theoretical 

nature of research emphasized to evaluate the literature based evidences to identify the impact of 

inventory management and service strategy on service process improvement.  

 

2. LITERATURE REVIEW  

2.1. Impact of inventory management on service strategy 

[8] article describes inventory management and the extent to which it impacts on service. [9] states 

fair inventory management in hotel market. Sun, 2020 article describes the multi-echelon 

inventory control in supply chain. [10] discusses efficiency optimization in supply chain network 

and impact of inventory management. [11], [12] emphasis on preservation of service level in the 

inventory management. [13] service strategy can be defined as customer centric process that 

always consider needs of buyers and offer them products according to their requirements [14].  

Companies manage all its operations in a manner so that these functional units work together and 

create excellence service strategy that can satisfy consumers and can retain them in business for 

longer duration [15]. Companies which are running in the service sector such as hotels, restaurants, 

hospitals always emphasizes on improving their service strategies so that they can retain their 
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consumers in the business unit for longer duration [16]–[18]. Inventory management plays 

significant role in improving service strategy. Effective inventory management always aids in 

managing warehouse stock well and managing accurate inventory transactions [19]. This is 

beneficial in order to minimize difference between actual and accounting level of stock [20].   

According to [21], [22] there is significant relationship between order processing and service 

strategy of company. This is responsibilities of management that to manage its order and process 

all goods in significant manner so that wastage can be minimized [23]. Inventory management 

team ensures the market demand and makes order of raw material accordingly [24], [25]. Storage 

of all the stocks are done in proper manner so that resource wastage can be eliminated and these 

inventories can be used in best possible manner [26]. In order to manage inventory in effective 

manner service organizations ensure to make control over stock and using automated 

transportation system. This automated system of transportation always supports in reducing cost 

of transportation [27]. By this way raw material can be reached to warehouse in cost effective 

manner and companies can serve consumers in cost effective manner [28]. If operational cost of 

companies is less then entities become able to deliver goods and services to end users in cheaper 

prices [29], [30]. Hence good inventory management and controlling practices allow organization 

in improving its services strategies and resolving complains of consumers significantly [31], [32]. 

[33] stated that multi-echelon inventory control is considered as major issue in supply chain 

management. Decentralization strategies are helpful in making effective control over inventory 

[34].  Each mode of operations needs to determine order point and must adopts inventory 

optimization strategy [35], [36].  This decentralization inventory management strategy can help 

business in reducing cost and meeting actual needs of buyers in significant manner [37]. Service 

strategy emphasis on meeting buyer’s expectation, hence decentralization inventory controlling 

process can be able to meeting this expectation significantly [38], [39]. Centralized inventory 

management strategy also works well where core enterprise is responsible for data integration and 

supply stock to each department [40], [41]. Echelon inventory causes issue in the supply chain 

process, but effective management of inventory aids business in seeking customer feedback and 

managing stock properly so that desired results can be generated and consumers can become 

positive towards the brand [42].  
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2.2. Impact of inventory management on service process improvement 

[43] article discusses integrated inventory management and improving order fulfillment 

performance. [44], [45] states about the impact of inventory management and procurement 

practices on organizational performance. [46] states about impact of inventory management 

practices on firm’s competitiveness. [47], [48] describes supply chain inventory management and 

value of shared information. [49] states inventory management by an automated warehouse 

management system and the extent to which performance improvement is possible by this system 

[50].  

According to [51], [52] service process improvement is the tool that is used for maximizing 

effectiveness and efficiency of customer service process.  In the recent time service industries are 

facing huge challenges hence there is need to understand the current gap in process and need to 

design service by considering future process [53], [54]. Process improvement methods always 

work to identify flaws between desired process and actual process and find out new opportunities 

through which this gap can be filled soon [55], [56]. In order to remain competitiveness in the 

market there is essential to reduce cost and enhance revenues of companies [57], [58]. Consumers 

always expect to get high quality products at affordable rates.  Inventory management always 

concentrates on managing inventory well so that control over customer demand can maintained.  

This can help in improving process as customer satisfaction gets raised and gap between expected 

and actual process can be minimized [59]–[61]. This gives amazing financial outcome to business 

unit and aid organization in gaining success in market. By controlling over the business 

environment cost through making effective inventory management strategies service firms can 

improve process well and can meet expectation of buyers [62]. 

As per the view of  [63] efficiency inventory flow in value chain can aid in managing tradeoff 

between demand and supply of inventory. This minimizes imbalance and always help in gaining 

positive outcome to business unit [64]. There is significant impact of warehouse management stock 

as firms need to store enough inventory that is able to meet demand [65]–[67]. Adequate order 

processing, managing inventory well can aid in minimizes cost and generating positive outcome 

by improving service process. It saves money of firm and this capital can be used for further quality 

improvement so that consumers needs can be satisfied [68], [69].  
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[70] stated that there is significant impact of warehouse management on supply chain performance. 

It provides desired results in less resource efforts and reliable inventory management [71]. 

Customized software always reviews each inventory transaction and ensures to enhance work flow 

sop that process can be improved. [72], [73] argued that supply chain inventory management is 

considered as great method of process improvement. Information technology always help business 

unit to share demand and manage inventory data well and reduce cost as well. Companies have to 

bear inventory holding cost, break order penalty cost etc. All these things can be managed by 

effective inventory management [74], [75]. This can reduce cost of entire operation and can aid 

Service Company in improving its process by meeting expectation of customers [76]. Information 

technology improves process of information sharing becomes easy which supports organization in 

reducing cost and enhancing efficiency of process of goods and services so that service needs of 

buyers can be fulfilled [77].  

As per the view of [78] integrated inventory management system is considered as great way of 

improving service process improvement. This improves order fulfillment performance of 

companies and makes them able to deliver best quality services to their consumers in order to gain 

competitive advantage [79]. Significant inventory management works as fundamental practice that 

meet excellence and help in improve supply chain process. Inventory control policies, inventory 

classification aid business in maximizing order fulfillment performance and enterprise can meet 

its profit expectation as well [80]. Inventory solution tools are useful in enhancement of process 

[81], [82]. By this way safer inventory decision can be taken which helps business in meeting 

performance level and improving service process in effective manner [83]. One of the major 

reasons of poor process in services is ineffective master data management. This issue can be 

resolved through managing data in significant manner [84]. Inventory management software 

allows business to have an eye over the stock and improve its procurement services [85], [86]. 

Effective inventory planning can allow the firm to gain more opportunities and enhancing process 

capacity to great extent.  

2.3. Impact of service strategy on service process improvement 

[87] states about the impact of service management process improvement.  [88] discusses about 

various improvement strategies on transit service reliability.  [89] states impact of training on 

improving hotel service quality.  [90] describes service quality improvements in food company. 
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[44] states impact of store and salesperson dimensions of retail service quality on consumer 

returns. 

As per the view of in the recent time there are many information technologies companies those 

which are paying more attention over improving service management process [91]. Companies are 

implementing these information technologies in order to enhance their process. Use of such 

advance technologies allow companies to make effective control over transactions and making 

positive changes in entire process so that significant results can be generated [92], [93]. 

Involvement of IT in service management minimizes transaction cost and minimizes errors as well 

which is beneficial for companies to control over cost [94], [95]. This aids in delivering cost 

effective quality services to end users hence this is the way through which companies can improve 

their process and can gain success in the market. Process improvement initiatives can be taken 

when problem is identified. These advance technologies are helpful in minimizing mistakes so that 

right decision can be taken in order to improve process of companies [96].  

[97] argued that companies that are operating in the service sector always concentrate on offering 

reliable services to its consumers. STM, scheduling can aid in minimizing variation in the running 

time [98]. By this way companies can be able to deliver goods and services to buyers whenever 

they needed [99]. These kinds of service strategies are helpful in offering real time services to 

consumers and improving existing process in order to meet expectation of stakeholders [100]. 

AVL and TSP are considered as effective strategies for process improvement as it minimizes delay 

and minimizes cost as well which aids in improving process greatly.  

As per the view of [101] training is the part of service strategy that helps business in improving 

employee’s performance and encourages them to retain in the firm for longer duration [102]. There 

are many companies which are running in service sector are giving essential training to their staff 

members so that employees can understand needs of buyers and can deliver them services as per 

their requirements [103], [104]. Training has great impact over the service quality of consumers 

of hotel always expect to get quick services. Training improves knowledge of people about 

industry standards and requirements of buyers. By this way these talented people can utilize their 

training knowledge well in order to provide quality service to end users. This is the best way 

through which process improvement can be achieved. Satisfactory training programs in hotel 

develop quality of hotel services [105]–[107]. Process improvement is the strategy in which 
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companies analysis loop fall in existing process and find out strategies through which these loop 

falls can be eliminated. Hotels always concentrate on giving quality training to their staff members 

so that they can deliver best services to their consumers. Training develops strength of workers 

and makes them able to serve consumers well [108]. This is the best way through which service 

process improvement is possible. Ineffective knowledge and poor training can create difficulties 

for staff members to understand basic needs of buyers and meet their expectation. But training 

enhances confidence and knowledge of people and make them able to understand the common 

goal of business and delivering quality services to buyers so that this goal of organization can be 

accomplished [103], [109]. Adoption of total quality system is helpful in improving quality culture 

in business unit. Training services to hotel staff members help people to understand their lacking 

areas and improve these lacking points [110].  Former training with the assistance of competent 

techniques can enable firm in minimizing shortage of performance issue and improving process of 

services.  

stated that reviewing current volume revision and consolidation of different product categories can 

aid the firms in improving service quality [111], [112]. Food companies prefer to deliver best 

quality food to consumers. In order to meet this expectation and improving the process, these firms 

are required to review its products categories. This can aid in knowing whether consumers are 

satisfied with existing category of food or not. If not then managers can make changes into system 

to meet expectation of consumers [113]. This can help organization in service process 

improvement. In the absence of it firms cannot fulfill demand of buyers which can cause issue in 

sustaining in market for longer duration [114], [115].  

According to [116] store and sales person dimensions have great impact over the service quality. 

Service strategies that are used by many companies are related with the improving sales person 

dimension. Sales person exchange information with the end consumers and try to convenience 

consumers to take interest in services of company [117]–[119]. Availability of competent sales 

persons in the stores and friendly store environment strategies are helpful in process improvement 

[120]. This can give great shopping experience to customers and can help in meeting quality 

parameters greatly.  
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2.4. Impact of inventory management and service strategy on service process improvement 

[121] emphasizes on service Quality Improvement Using the Six Sigma Method. [122] states areas 

for improvement in service process-the Knowledge Management and Value Stream Mapping. IT 

Outsourcing and Vendor Cost Improvement Strategies.  [123]elaborates Six Sigma Method for 

service quality improvements.  states about the continual service improvement practices [124].  

As per the view of [125] service strategy of prioritize the customer needs always aid business to 

make improvement in its existing service process. Consumers always compare company’s 

products with other competitors [44]. They expect to get best quality services at affordable rates. 

Customer centric is the major service strategy that allows companies to focus more on needs of 

buyers and deliver them excellent services so that they become positive towards the brand. 

Companies are unable to deliver them great quality services and unable to meet their expectation 

then firms cannot be able to retain these people in firm for longer duration [126].  Customer centric 

prioritization is supportive in process improvement as it makes them feel valued and they always 

share their ideas so that business can make positive changes in its services in order to make its 

more effective [127]. Existing approach majorly concentrates on meeting process efficiency target 

[128], [129]. But value based process can aid in making sound decisions so that companies can 

meet expectation of its consumers can enhance their satisfaction level. This service strategy tool 

enables firms to meet the process improvement targets significantly [130].  

According to [131] value stream mapping is the tool of service strategy that is used by business to 

improve service process.  Companies prefer to involve its consumers in process o that their actual 

needs can be analyzed. This is the best tool through which companies can make their consumers 

feel valued [132]. This enhances their level of satisfaction and make them able to work be loyal 

towards the brand. Principle of knowledge management is helpful in meeting service improvement 

targets.   [133]argued that inventory management is highly depended upon the vendor cost. If 

vendor cost strategies are implemented then this cost can be minimized and enterprise can be able 

to improve its process [134].  Effective inventory management concentrates on reducing cost of 

vendor hence concentrate on supply chain management practices. This is the best way through 

which companies can meet process efficiency target greatly. Companies are required to develop 

healthy relationship with the vendors so that they can deliver best quality raw material to firm 
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[135], [136]. This process improvement strategy helps in meeting the process efficiency target of 

service firms.  

As per the view of  six sigma is the service strategy in which companies focuses more on existing 

process and try to identify loop fall in existing process. This aids in knowing the improvement 

areas so that quality of existing process can be improved and firm can deliver best quality services 

to its consumers [53], [137]. Hotels always ensure to deliver quality goods and services to its 

customers. This cannot be possible in there is any kind of lop fall. Quality improvement strategy 

six sigma minimizes cost and enhance efficiency of current operational areas. By this way, hotels 

can deliver desired products and services to its end users who improves process of operation 

management and make the firm able to sustain in market for longer duration [138], [139]. Six 

sigma is quality improvement service strategy which always gives best outcome to enterprise.  

 

2.1. General Research Design 
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3. DISCUSSION 

Effective inventory management aids business in significant consumption of resources and 

delivering excellence services to buyers as per their requirements. Transparent communication and 

considering the actual need of stakeholders companies can improve its service strategy.  By 

focusing on product type demand, involvement of suppliers and distributors firms can reduce cost 

of inventory and can utilize resources well so that needs of stakeholders can be met and firm can 

improve its service strategies. In order to preserve accurate service level in the COVID19 condition 

there is need to have effective management of inventory so that services can be delivered to users 

on time and its cost can be maintained otherwise enterprise will not be able to serve buyers well. 

In the recent time demand of bio-safety products is very high hence bio-safety companies are 

required to manage high demanded products and must improve global supply chain system so that 

services can be delivered top needed people on time.  

 

4. CONCLUSION 

From the above research it can be concluded that service process improvement is highly depended 

upon the service strategy of company and management of inventory. Effective management of 

stock aids in minimizes wastage of resources and service strategy ensures improving quality. Both 

these elements help Service Company in improving service process significantly. Continual 

service improvement strategy is considered as great service strategy that enhances IT services 

quality and enhances satisfaction level of customers as well.  There are many companies that fail 

to identify CSI activities. Therefore, it can be said that the owners and managers businesses 

develop the practice of inventory management by employing various scientific techniques, which 

can increase their level of competitiveness and organizational effectiveness by improving service 

process. 
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ABSTRACT 

Organisations in hospitality sector to become agile are required to invest more in IT capabilities in 

order to obtain significant organisational capabilities and strategic processes. Through utilization 

of IT capabilities strategically and synergistically organisation in hospitality sector achieves 

alignment, adaptability and agility in long run. They make short term changes and makes 

organisation compatible to deal with uncertainties. IT adaption are made to adapt market changes 

and alignment is done to integrate IT capabilities with inventory management within organisation 

by strategic thinking for achievement of better performance.  

Keywords: IT Capabilities, Inventory Management, Service Deliveries, Hospitality Sector. 

 

1. INTRODUCTION 

It is critiqued by Hospitality facilities can lag due to lack of information technology facilities 

within organisation operating in hospitality sector. For enhancing hospitality facilities and service 

deliveries information technology plays a vital role [1]. In order to achieve the aims of improved 
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service delivery and hospitality facilities the organisation identifies level of importance and 

satisfaction of hotel guest through application of IT capabilities. Different capabilities of IT can 

be used by hospitality organisation to improvise their operation, inventory management and profit 

maximization.  Hotels and other organisation in this sector can use internet extensively for 

marketing function distribution [2]. This helps in generation and automation of service deliveries 

which enhance consumer experiences and thus their satisfaction level [3], [4].  

Furthermore, global presence is also essential in order to enable both individual customers and the 

travel trade to access accurate information on availability and to provide easy, efficient, 

inexpensive and reliable ways of making and confirming reservations so that they can be provided 

with best services [5]. Moreover, with competitive advantage organisational performance gets 

better and through effective inventory management by using IT capabilities hotel organisation 

manages the stocks in their firm and gets to know better about consumer demand and preferences 

as well the requirement of inventory for particular times. The crucial role of IT capabilities and 

inventory management is investigated in this research to find the consequences of service 

deliveries. 

 

2. LITERATURE REVIEW 

2.1. Impact of information technology capabilities on effective inventory management system 

As per the view of   inventory management is crucial for every organisation and its determine the 

effectiveness of supply chain of the firms in hospitality sector [6]. Organisation operating in this 

sector has employed information technology information system within their organisational 

system in order to reduce the negative impact of bullwhip effect in supply channel [7]–[9]. 

Association between IT capabilities and inventory management implements a control at the 

organisational level in the supply chain.  With use of different information technology capabilities 

the firms in hospitality sector have embedded effectiveness in the supply chain of the organisation 

like the supplier buyer relationship management, improvising inventory management and 

increased accuracy in demand forecast [10]. With appropriate information technology system 

applied within organisation inventory management gets improvised as need of both supplier and 

buyers are understood and accordingly strategies are formed in [11]. 

 However, [12], [13] stated that Information technology capabilities have a direct influence 

on supply chain capabilities and inventory being a part of supply chain gets affected as well. With 



International Journal of Theory of Organization and Practice (IJTOP), Vol.1, No.1, (2022)                               81 

 

 
Online: https://journals.gaftim.com/index.php/ijtop/issue/view/9                                                            Publisher: GAF-TIM, https://gaftim.com 

improved information technology system within organisations operating in hospitality sector 

information integration and operational coordination gets improved [14], [15]. IT infrastructure 

also has indirect impact on inventory management through IT assimilation and integration of the 

information through operational coordination [16], [17].  It is understood that with use and 

enhancing the IT capabilities within firms in hospitality sector inventory management becomes 

more effective.  One of the features of IT capabilities is database management where data of client 

and suppliers are managed [18]. This aids in understating the supplier trend and consumer 

preferences where it can manage its inventory as per the upcoming requirement [19], [20]. Here 

organisation has access to relevant data and it uses the same in ordering the items in inventory or 

releasing them from warehouse to be used by clients [21]–[23].  

On the other hand [24] have an opinion that Information technology has gained importance in 

recent times and has become a viable strategic policy option to be adopted by business organisation 

in hospitality sector. This has become essential in order to gain comparative advantages and 

dynamics information technology driven market [25]. Sometimes adoption of IT capabilities 

within organisation brings hindrance through challenges which indirectly reduce the benefits 

accruable on inventory management by information technology capabilities [26], [27]. The 

challenges that are faced by organisation within hospitality sector are related with cost of software 

which is a major problem in this industry and this cost affects the satisfaction level of consumer 

[28]. The organisation when apply Information technology software in its organisation the cost is 

implied on organisation and this increases the cost and the efficiency is increased but cost is 

imposed on the organisation [29], [30].  The management of hospitality sector in this context are 

required to ERP system which should increase efficiency and effective and affordable for 

inventory management and other operations in the industry [31]–[33]. 

As far as  [34] are concerned use of information technologies in supply chain and hence in 

inventory management are used to achieve competitive advantages. IT has revolutionised supply 

chain for achievement of several benefits like increased efficiency and responsiveness. 

Information technologies are used to exploit and explore for inventory management innovation 

[35]. There are three dimensions of IT capabilities which have benefits inventory management that 

include: alignment, agility and adoption. 

  According to [36] , hospitality sector organisation implements information technology for 

maintain the inventory management which plays a vital role and it is an important tool for 
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enhancing the efficiency of supply chain management practices and product availability of the 

organisation [37]. Information technology capabilities are used by the organisation of this sector 

to generate awareness about the service and product availabilities and offers generated for them. 

Different IT capabilities like point of sale, management system, inventory management system 

helps in increasing the demand through effective inventory management [38]–[41]. For the 

purpose of integrated supply chain management approach in efficient performance of inventory 

management and availability of services IT capabilities are incorporated within organisational 

structure [42]. It is stated that through use of effective IT structure, software and hardware within 

organisation inventory management can be made more effective and is helpful in delivering 

effective services [43], [44]. 

2.2. Impact of Information Technology capabilities on enhanced service deliveries 

It is stated by  [45]that major change in world economy from manufacturing to service oriented 

industry has come from application of information technology to service delivery [46]. Information 

technology is making continues efforts in enhancing effectiveness and efficiency in service 

delivery [47], [48]. IT capabilities within hospitality sector have diminished the cost of services 

and have created additional revenues from other services relation to organisation. It also helps in 

development of new services which add new value for consumer and create comparative advantage 

for the organisation in hospitality sector. Most of the service provider address advance service 

requirement through advance IT capabilities. Service oriented sector like hospitality sector  gets 

assistance from IT oriented services in determination of  direction in which the business with grow 

and develop in future. The diffusion and depth of technology has helped in accelerating the 

application and use of knowledge in different ways which are unimagined before 10 years [49], 

[50]. 

[51] stated that With use of information technology capabilities and organisation achieve 

competitive advantages by improvising consumer service delivery. One of element of IT 

capabilities is use of digital platforms and IT infrastructure in procuring innovative ideas for 

enhancing consumer services [52]–[54]. IT infrastructure uses different media to have positive 

impact on organisation’s service providing ability [55], [56]. IT capabilities have a positive impact 

on innovation capacity and it fully regulates the relation between organisation performance and 

online media platforms use to develop innovations. This is stated that through use of IT capabilities 

of strong networking allow organisation to understand the consumer network they can approach 
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and also their needs and preferences [57]–[61]. With this they bring new innovative ideas in order 

to generate high consumer satisfaction level while delivering their services to them. With an 

effective database they develop and understanding over consumer preference, spending, visits 

pattern and other consumer behaviours so they services they deliver can be more efficient and 

consumer gets 100% satisfaction by services provided to them [62].  

However [63] has an opinion that it information technologies capability has a direct impact on 

service innovation and on financial performance of the organisation. IT capabilities are radically 

related with incremental service innovation where it explores positively related services for 

innovation. IT capabilities influence service innovation through exploration and exploitation [64]. 

Basically IT exploration helps in development of innovative services which are based on new 

information and communication technologies [65]. Traditionally service innovation starts from 

user requirement for creation of new service while IT exploration starts from new available 

technologies and users are invited to create ideas for innovative services [66]. With user involved 

in development of new innovative service automatically the service delivery of organisation in 

hospitality sectors get enhanced amply [67], [68]. This means that innovate service through IT 

exploration capability helps in understanding actual consumer requirement, latest trends and other 

factor importance while delivering services to client. Thus, IT capabilities assist in development 

of innovative services which in turn enhance the service delivery capacity and effectiveness of the 

firm [69], [70]. 

 On the other hand, [71]–[73] stated that to cope with dynamic business environment hotel 

industry is required to adopt and implement technologies with an aim of improving service 

delivery. Information technology capabilities help in wide coverage, attracting international as 

well as domestic guests, helps in making quick management decision which all invariable 

improvises the service delivery [74]. There are some factors which affects the effective use of 

information technology capabilities in improvising service delivery [75]. This includes high cost 

of IT gadgets, tax, internet fraud and privacy issues. these issues when handled carefully by hotel 

management the use of IT capabilities in hospitality services improvises the service delivery to a 

tremendous level where consumers gets the  service of their need and wants without worrying 

about any security, privacy and fraud [72], [76]–[78]. 
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2.3. Impact of effective inventory management on enhanced service deliveries 

As per the view of  [79]  effective inventory management is related with spending less on storage, 

to have less stock redundancy, reduction in amount of money invested in stock and improvising 

consumer services [80], [81]. Organisation in hospitality sector having firm grip on their inventory 

management increases the efficiency and service delivery. Inventory management is done through 

use of different software and system like SAP system, economic order quantity which in turn have 

a positive impact on the service delivery efficiency of the organisation [82]. SAP system controls 

the inventory effectively and efficiently which results in better performance and assist the 

organisation in better service delivery to its clients and fulfil their duties in best possible manner 

[83]–[85]. Inventory management done through SAP system enhance firm’s performance in 

different aspect where all the consumer demand are met efficiently on time [86]. Also, when 

inventory management is highly influence by economic order quantity system where it affects the 

operational ability of the firm procurement performance which in turn amplifies service delivery 

of organisation in hospitality sector [87], [88].   

On the other hand stated that in the current business environment, organisations are aware about 

the role of supply chain and inventory management for survival of the firm in hospitality sector 

and also to meet consumer demand [89]–[91]. An efficient inventory management is essential to 

ensure a timely delivery and service quality standards in the market [92]. Inventory management 

is done through various system and strategies which have an impact on service delivery of 

organisation. Some of the practices for inventory management used in this sector are just in time 

system, A-B-C- model and others. This models and system helps in managing inventories with 

supplier as well as within organisation. Inventory management has led to improvise the 

relationship between organisation in hospitality sector and suppliers and with this positive relation 

there is high product availability and enhance service delivery within organisation [93], [94]. Also 

for an effective inventory management to increase service delivery an efficient working capital 

management policy is also required for optimization of payment to suppliers and thus facilitate 

efficient delivery of service [95]. 

 However [96] presented the opinion that inventory management is one of the greatest elements 

ensuring success of an organisation. There is indirect relation between effective inventory 

management and consumer satisfaction and enhanced service deliveries [97], [98]. There are 

different inventory management systems like, inventory control system economic order quantity, 
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ABC analysis and when applied effectively within organisation leads to a higher consumer 

satisfaction by meeting their demand by analysing, handling and predicting the data in consumer 

friendly manner [99]–[101]. Inventory management system is used by organisation in hospitality 

sector to make a buy decision; inventory management system is used by firms to enhance demand, 

forecasting it and thus is able to meet consumer demand on time. With ABC analysis organisation 

optimizes the inventory and with EOQ optimal level of carrying and ordering cost is determined 

[102]. The inventory management system helps in lowering inventory holding cost and optimizes 

the stock which assist organisation in delivering best services on time to clients. 

Conversably [103] stated that many organisations in hospitality sector fails due to poor planning 

and ineffective inventory management system . This situation can be handled through proper 

inventory management practices and the techniques thoroughly utilised for the benefit of the 

organisation [104], [105].  Automated systems coordinate the inventory management practices 

within organisation of hospitality sector and it enables in better demand management and reduces 

the storage space as well [106].  With effective inventory management system faster service 

delivery is ensured where consumer meets their demand on time and there is no or very less scope 

of dissatisfaction [107]. With inventory management being made effective services are delivered 

to guests in an effective, predictable, reliable and consumer friendly manner. In the hospitality 

sector inventory management assist in indirect manner where management of stock within 

organisation helps in effective service deliveries and enhanced consumer satisfaction [108], [109].  

As per the view of, inventory management is a critical management issue for every organisation 

regardless of its type and size [110], [111]. It is identified that emphasis for inventory management 

must be given on EOQ and JIT system which enables the organisation in procuring sufficient 

qualities of the products required for delivering services within hospitality sector [112], [113]. 

With effective inventory management organisation can determined the material required in stock 

so that when consumer demands for a service firm do not get out of such product for delivering 

the hospitality services to its clients [114]. Also client data is used along with inventory 

management to forecast the demands and preferences and hence management can stock up more 

needed material to be used whenever required to fulfil the demanded services of guest in hotels 

[115]. 
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2.4. Impact of Information technology capabilities and effective inventory management on 

enhanced service delivery in hospitality sector  

As per the view of, investment made by hotel sector in information technology has become of vital 

importance. It is important for organisation to analyse the extent IT capabilities can make 

contribution in making its agile for responding to the change taking place in business environment 

and supply chain [116], [117]. IT capabilities ensure hotel agility along with effective inventory 

management.  IT plays a medicating role through its capabilities where use of IT affects 

organisational agility, provide it direction and improvise the ability to manage technological 

resources as well.  IT capabilities ensures effective management of inventory in hotels and thus 

both working together ensures that service delivery to clients are best and on time [118], [119]. 

On the other hand  [120] stated that inventory management practices of a hotel firm have a direct 

impact on tis competitiveness and overall organisational performance in service delivery. A high 

and effective level of inventory management leads the organisation in enhancing competitive 

advantages through delivering services to consumers by analysis of relevant data provided via 

inventory management and IT capabilities [121], [122]. With competitive advantage 

organisational performance gets better and through effective inventory management by using IT 

capabilities hotel organisation manages the stocks in their firm and gets to know better about 

consumer demand and preferences as well the requirement of inventory for particular times [123]–

[125]. This can be states that IT capabilities and inventory management in hotel sector are 

interconnected and have immense impact on each other and together they enhance the capabilities 

of organisation in delivering the services [126]. 

As far as [127], [128] are concerned there exists relation between IT capabilities and hospitality 

industry. Both have direct and indirect impact on each other. Benefits of IT assist hotel in managing 

the inventories and affects the organisational performance in positive manner. IT capabilities in 

the automate IT strategic industry do not shows a better business performance than in control firms. 

This means that with IT capabilities it cannot be ensured that all work get automated and no 

supervision is required [129], [130]. Hospitality sector is a service industry where overlooking 

every aspect of business is necessary thus when using IT capabilities in making inventory 

management more effective and enhancing service deliver proper supervision is necessary [131]. 

It is critiqued [132] that Information technology capabilities drives agility in hospitality sector.  IT 

enabled capabilities improvises the operational process of the organisation thus provide 
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operational agility [133]–[135]. IT capabilities enable three capabilities within organisation which 

are localised, synergistic and optimised coordination of resource interdependencies [136]. 

Resource interdependencies are created through effective inventory management which deliver 

effective sensing and response mechanism where consumer are provided on time services as per 

there demand and preferences and with incorporating latest trends as well [137]–[139].  This means 

that IT capabilities and effective inventory management system within hospitality sector works 

together in providing relevant data too organisation where it is carefully handled and analysed to 

determine consumer behaviour and pattern in order to serve them with best services.  

 

2.5. General Research  Model 

 

 

 

 

 

 

 

 

 

 

 

Figure 1: conceptual Research Model 
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time. Through the provision of services to customers and the analysis of pertinent data offered by 

inventory management and IT capabilities, an organisation with a high and effective level of 

inventory management increases its competitive advantages. Through effective inventory 

management employing IT capabilities, hotel organisations may better understand consumer 

demand and preferences as well as the need for inventory at specific periods. Competitive 

advantage improves organisational performance. This can be interpreted to mean that IT skills and 

inventory management in the hotel industry are interconnected, have a significant impact on one 

another, and together they improve an organization's ability to provide services. 

 

4. CONCLUSION 

Information technology capabilities in hotel sector plays a vital role in knowledge management. 

IT structure, IT human and IT relationship are three attributes of IT capabilities which are used in 

hospitality organisation for managing inventory in both effective ways as well as enhance the 

organisational performance and service deliveries. There is direct relation between IT capabilities 

and inventory management for hotel sector which states that IT capabilities improves inventory 

management which enhances business operation and create consumer valuation  and evolve the 

service delivery system of the organisation. Through using IT capabilities supply chain of the firms 

are made effective which in turn make sure that consumers are provided with the services 

according to their want which enhance consumer experience and consumer satisfaction.  
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ABSTRACT 

Finding the best lean and agile practices to enhance the effectiveness of the filling process in the 

manufacturing companies is the aim of this research. Lean agile seeks to minimize inefficient 

processes and tasks for increased effectiveness and lower costs never compromising on quality. In 

reality, lean agile places a high priority on giving the customer value with every decision. Lean 

agile, a development methodology, helps teams to identify waste and streamline processes to raise 

the firm's process quality. This research is aiming to provide the investigated evidences to provide 

the impact of lean and agile practices on process quality. 

Keywords: Lean, Agile, Process Quality 

 

1. INTRODUCTION 

Providing value to the customer with every decision is actually given top importance by lean agile. 

Teams can expose waste and streamline processes with the use of the lean agile development 

methodology, which helps to raise the firm's process quality [1], [2]. Agile and lean manufacturing 

have been proven to be efficient methods for achieving these objectives. Agile manufacturing 

seeks to adapt to quickly shifting markets, intense global competition, shorter time to market for 

innovative products, and higher value for information or services [3]–[5]. The agile method has 
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one of the biggest opportunities to implement in process of business operations that it has quality 

to give quick response to the team members to get knowledge about the product need, success, and 

improvement, how it is working and how much it is required in market before it goes late [6]–[8]. 

It also creates feedbacks on time that are also helping for management to take rapid decision 

regarding quality control of the organization [9]. There are two main strategies appointed as 

mandatory for a quality management and cost effective manufacturing. This research is focused 

on assessing the impact of lean and agile practices on process quality management. 

 

2. THEORETICAL FRAMEWORK 

2.1. Impact of Lean Practices 

[10] evaluated Agile process and lean processes are two known methods of management sciences 

and project development sector that helps to company and managers to deliver faster and 

sustainable outcomes for the businesses [11]–[14]. The both processes are most popular methods 

especially in software designing and development sector where the process also helping to 

practices to reviewing data that is previously associated with business lean reporting system [15], 

[16]. We usually seeing that most of the team members are using both methods at the same time 

but still they are confused between the differences of agile and lean process method in operational 

process of management [1], [17]–[19]. The method is simple including with the process of in which 

agile method of developmental process is usually used for rapid software delivery that is associated 

with many lean principles [20]. The global business industrial success is depending on its specific 

operational processes [21], [22] and developments that are implementing by the management of 

the companies and these managements are keen to organize the ability to deliver fast and rapid 

result oriented operational tasks for their employees and customers [23], [24]. The agile and lean 

process of management also given the structure to the organization for its businesses to find better 

ways to create high quality product services for customers and stability to promote the 

organizational culture in business settings. There is no success can be seen in business 

organizational process of management if there is no any process of management is implemented 

[25], [26]. The traditional corporate structure of the organization only depending on the business 

structures and its fast -delivering services [27]. Currently business organization are adopting faster, 

moving and smart efficient methods that are managing the high- growth of the business revenues 
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and reputation in market [28]. The lean process of method describes the set of knowledge to the 

project management teams in which they are specifically named Lean Management [29]. It is a 

less time taking method that eliminating the wastage of time and unnecessary task of the business 

steams [30]. The lean method of process management is a set of behavior that is helping to team 

members to eliminate all wastages of the documents, unnecessary meetings and many other 

activities that are not relevant to the tasks of the business [31]–[33]. Simply, lean method of process 

eliminate all that process which is not important to add value [34]. Lean methodology of the project 

and management also helping to team members to create efficient working task to achieve goals 

through direct method [35]–[37]. The lean method of the management taking decision in which 

they involved all team members to ensure the optimizing solutions for business [38]–[40]. The 

lean method of management and process of operations empower the individual and team members 

to get effective and trusted ways to create solutions for projects and implement strategic planning 

of the resources in limited period of time without unnecessary tasks of the business operations 

[41], [42]. Lean method providing rapid decision for production -based solution in which they 

clear the intention of the customers and demand according to supply and need in the market [43], 

[44].  

2.2.Impact of Agile Practices  

In the words of [45], the lean method and agile method of process of operations in business almost 

same in their practices but agile methodology of the process of management refers to a set of values 

and principles of the business core vision [46]–[49]. The agile methodology of the business 

practices creating the knowledge- based supervision of the management and team members of the 

business in which they can easily differentiate the intentions of the future goals and outcomes 

through developing interaction of individuals and tools that are required in operational process 

[50]–[52]. The agile method also helping to employees to get clear knowledge about the 

operational requirement of the business and manufacturing needs of the products in development 

process via tools and functions [53], [54]. The agile method also can create the efficient 

collaboration among the customers of the business that are given potential revenues to the products 

of the companies [55]–[57]. The agile is a strategic form of decision -making process in which it 

helps to negotiate with the customers and stakeholders of the business in market for certain 

required limitations [58]. The method also creating the potential information that is related to 

business process and its future development projects that are needed to implement [59], [60]. Agile 



International Journal of Theory of Organization and Practice (IJTOP), Vol.1, No.1, (2022)                               103 

 

 
Online: https://journals.gaftim.com/index.php/ijtop/issue/view/9                                                            Publisher: GAF-TIM, https://gaftim.com 

process of operational success has an optimistic method of working and managing the operational 

stuff of the business on- time when it is need for rapid decisions [61], [62]. The method providing 

the quick response according to its required change and needs [63]–[65]. The paid action for the 

planning and development of the project only could be possible with the agile methods. The 

similarities between lean and agile method of the process is quite same according to its functioning 

and rapid response but still agile methodology of the process of management focusing on the 

development rather it is focus on only production [66]–[68]. The agile method creates the 

designing and development of the software teams because it is less time taking, time focused 

method and helping to achieve continues success in business operations and value of services [69]–

[71]. The aim of development of agile methodology in software practices and information system 

of business solutions to build far easy practices and avoid huge method of planning and 

developments of the projects that is very difficult in previous years [72]. The software development 

teams are preparing the business practices more efficient rather before decades [73]–[75]. The 

agile methodology creates the flexibility in the operations, customer retention and relationship 

management through rapid product services and their adaptability in markets [76]. The agile 

breaking the huge and long process of management into small and easy working process that are 

more frequent in the operations and giving ultimate results [77], [78].  

2.3. Impacts of Agile process on Lean process 

In the words of [79] the agile process and lean process in operations, both are important for 

development of the process of management and business outcomes. Currently the both processes 

and the methodology of their operations are highly become the need of business in global 

industries. [80]–[82] identified both methods are the essential demand of the fields and industries 

due to their flexibility in actions [83], quick responsiveness, end- user- focused method that is 

helping to team of the management to build effective product quality and services for its customers 

[84], [85]. This is providing substantial ways for decisions to take for business [86], [87]. The 

methods also goal oriented philosophy of the business that create the high- quality products quickly 

[88]. Both methods are almost same in their practices and applying parallel in business industries 

where the operational tasks required huge planning and development [89]–[91]. Agile method is 

one of the software developments IS solution for businesses in which business industries applying 

and managing the agile methodology rapidly and accepting its requirements for business essentials 

[92], [93]. It is a core invention of the previous decades when the inventories management and 
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business operational tasks was doing manually and taking months and years to resolve the issues 

and management of the data [94], [95]. The agile method of operational process is one solution for 

all. It is providing best software solutions in which management and teams of the businesses create 

manufacturing methods to production and sales in market [96]–[98]. The agile has ultimately goals 

to create developing success in business outcomes rather lean process [99]. Agile is flexible, 

providing rapid actions towards the issues and frequent business solution provider for irritations 

in business [100]. Agile implementations focusing on features repetition with a specific technique 

in which every repetition or iteration is clearly defined [101], [102]. It is a working software that 

is directly helping to achieve business goals through planning and project team intentions [103]. 

The business organizations Information technology (IT) departments are usually using the agile 

methodology in their operational processes but still it has confusing among the team members 

whether they are using and scale the lean or agile for consistent practices of the business 

organizations. Agile is the process of functioning that is quite effective for team functioning 

process [104], [105]. There are certain values that prefer the agile methodology on lean process of 

management, such as [106]: 

 Agile has ability to create its customer satisfaction through product availability and its 

services in market 

 It is helping to change new requirements in business operational processes 

 It can provide efficient delivery of the software outcomes in business relevance 

 Agile methodology helping to business corporations to integrate frequently through one 

unit of software practices 

 Agile also can measure progress of the business operations and its successful outcomes 

 It is simple and has sustainable development objectives for businesses 

 Agile can provide direct communication and building the commercial relationship 

management between project development team members and stakeholders 

 Agile helping to organize the teams of the organizations and create regular interaction with 

adaptation [107], [108]. 
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3. LITERATURE REVIEW 

3.1.Impact of Lean practices and Agile Practices on Process Quality 

[109], [110] stated agile process and lean project both are most popular methods of project 

management industry in business organizations around the world. the methodologies of the both 

processes helping to organizations and project development teams to create faster, rapid growing, 

and sustainable outcomes development in short period of time [111]–[113]. The similarities are 

often not clear between both methods but both processes are helping to managing the industries at 

small to large scale [114]. Both processes and methodologies have essential benefits on process 

quality management of business such as lean method effectively differentiate the need and demand 

of the market and always prefer production on the basis of demand rather not on supply [115]–

[117]. The lean method of process is highly keen to develop and interest of the customers. The 

method only focusing on the demand of the objects and then ready the manufacture outcomes 

[118], [119]. The lean method of process is one of the essential planning and strategy of the project 

management team that is seeing on future policies of the business and design products only the 

basis of demands [120], [121]. The lean method never insisting the teams to create products that 

has not sufficient intention to get in market [122], [123].  

The lean method has concern with performances of the small lots and avoid economic of scales 

[124]. It is little time taking process of management in which the production takes time to create 

the efficient products of the services for better quality management. Employers are responsible to 

take decisions for all implementations and managers and other team members are not answerable 

for any decision [125], [126]. The lean process helping to workers to create efficiency in their tasks 

for better process of quality in business through improvement of the performances [127], [128]. 

While agile has another way of business and its operational management as compare o little 

similarities of the lean process [129]. The agile practices creates the interaction between employees 

and their operational tasks management in which all essentials are included from operations to 

functions [130]–[132]. The process has great opportunity to define the rapid change in the plan 

and collaborations with potential outcomes through negotiations [133], [134]. Agility create the 

highest priority of the customers of the business and taking as a potential benefit for successful 

outcomes and directly working on software development of the IS solutions for business in which 

the system frequently helping to upgrade the process of management and its quality assurance 



International Journal of Theory of Organization and Practice (IJTOP), Vol.1, No.1, (2022)                               106 

 

 
Online: https://journals.gaftim.com/index.php/ijtop/issue/view/9                                                            Publisher: GAF-TIM, https://gaftim.com 

[135]. The method always encourages the change and adaptability of the global business standards 

and its requirements [136]. It helps to create effective communication system among organizations 

and stakeholders in market. It has capacity to build sustainable business results through excellent 

and simple ways of working [137], [138]. The agile process of method in business firms focusing 

on continues variances in software operations and their iteration with technical assistance and 

excellence [139]. The business organizations understand the need of development of the agile 

methodology in business that is less time taking and providing ultimate goals of the businesses.  

 

3.2. General Research Model 

 

 

 

 

 

 

Figure 1: Conceptual Research Model 

 

4. DISCUSSION 

The above evidences from prior literature and research sources enabled to justify this research and 

conceptual model mentioned in figure 1. It can be said that, adding resources and buffers, 

outsourcing, and extending the use of the current machine are all examples of agile techniques. 

Whereas, lean manufacturing, uses the benefits of mass production in conjunction with the 

concepts of just-in-time and waste removal (non-value added activities) in order to lower overall 

production costs. Lean procedures, which include buying new machines and doing rework, put a 

focus on cost reduction by improving quality. Leagile, often known as a combination of agile and 

lean principles, may be appropriate in practice. Lean and agile strategies are combined in the 
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leagile idea, which enables quick reaction to fluctuating demand and maximizes cost, time, 

profitability, and improve the process quality. 

 

5. CONCLUSION 

The agile and lean practices in business operations is one of the procedures that are helping to 

business organizations to create their working efficiency is quicker as compare to previous 

decades. This approach always promotes modification and flexibility of the requirements and 

international business standards. Leagile aids in the development of a successful communication 

system between businesses and market participants. It has the ability to create lasting corporate 

results through effective and straightforward working methods with high quality production. The 

use of leagile practices by business organizations to focus on ongoing variations in software 

operations and their repetition with excellence and technical support.  
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ABSTRACT 

In Hospitality industry, to maintain consistency, not every customer receives the same degree of 

treatment. Truly good customer service requires personalization and making each client feel as 

though they are the only ones who count right now. That is the phenomenon to successful hotel 

management, better order management with time effective way by adopting technological 

strategies can enhance the service quality. The objective to this research is to explore the impact 

and factors affecting service quality in the hotel management. 

Keywords: Order Management, Information Technology, Service Quality. 

 

1. INTRODUCTION 

Information technology innovational approaches brought a big changes in the industrial sectors 

by replacing paper with the latest kind of digital technology solutions which eventually resulted 

in increasing transparency, lowering the operational costs and improving customer satisfaction. 

It is significant for the company to adopt enhanced types of order management systems that 

allows them to gain high return and values from their work [1]–[3]. By the use of IT in managing 

the orders and inventory of the business that eventually reduces the complexity, provide solutions 

and ensure reliable supply structure for the organisation at the global level in the marketplace [4]. 
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Even though the hospitality industry is among the oldest globally, it shouldn't come as a surprise 

that, in the current world, integrating modern technology is the only way for hotels to operate at 

their peak efficiency [5], [6]. Hotel management software, such as property management systems 

(PMS), is being quickly adopted, according to reports by Software Advice, to streamline the 

check-in and check-out process, generate financial reports, manage staff, and automate daily tasks 

[7]. This saves time, frees up the hotel staff from more laborious duties, and enhances the guest 

experience and also helps to manage the orders in efficient way. Therefore, this research was 

mainly aimed to explore the impact of IT and order management on service quality. 

 

2. THEORETICAL FRAMEWORK 

2.1. Impact of effective order management on use of IT in service operation 

As per the perspective of [8] an effective order management is the most convenient and innovative 

feature for the businesses to manage, control and monitor all of their functions and operations in 

a structured manner. This modern technique of the business helps them organizing their routine, 

upcoming and on-going orders and processes that are to be delivered and executed on time to 

their clients [9]–[11]. It allows them to share entire information on a platform from which the rest 

of the management and team members can be notify for their part of task [12]. In their studies, it 

has been determined that the latest technologies in the sector have supportively assisted the 

service industries in maintaining high standards and quality while delivering the products [13]. 

With an aim of getting better results and feedback from the clients most of the service operations 

are performed before deadlines [14], [15]. 

From the learning of  [16], this has made a clear representation for the use of Information 

Technology (IT) in the service oriented businesses. The study has explained about the benefits of 

adopting system for gaining proper ways to implement and complete the assigned task [17]. It is 

claimed that the advancement in the technological structure and software of the business is the 

key factor to determine their overall success and efficiency in administrating and accomplishing 

their functional approaches in a better manner [18]–[20]. The latest upgraded technology and 

configurations has identified new kind of solutions for order processing and benefitted both the 

aspects which are customers as well as suppliers [21], [22]. The technical sources of IT sector 

has provided more accurate and faster order processing methods to the industry and also offered 
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them the option of getting tracking information of the orders to ascertain the status of the progress 

[23], [24]. 

Moreover, a research of  [25] has highlighted the link between both the factors in a wider form 

which shows up a conceptual understanding about order management process and use of IT in 

managing the flow of operations [26]–[28]. The latest feature of order management allows the 

employees and managers of the organisation to develop a proper strategy of task completion 

within the stated time and gives them the benefit of maintaining excellence in the functionalities 

[29]. It is essential for a service based company to perform the set activities in a professional 

manner to build trust and loyalty among the customers [30], [31]. For this, the order management 

program provides the facility to their employees to record and track the entire work at various 

stages of fulfillment and completion [32]. The software used for order management offers the 

business to maintain a database which can be accessed by them anytime with the credentials. It 

allows the management team members to store the data and records of their clients for evaluating 

details about payments, ordered and issues (if occurred) [33], [34]. 

As per the perspective of [35] the inventive technology facilitate the company to make proficient 

decisions whenever required, for example, if the customer has ordered a product via website than 

every department  of the management will be notify by the system. The estimated time and 

available duration gets automatically divided among every stage of task completion and informed 

to the section by the system [36], [37]. During this procedure, in case of error generation the 

software automatically informs about the same to every department and place the solution as well.  

2.2. Impact of effective order management on service quality level 

According to the learning of , which explained the factors responsible for developing the areas of 

order management that makes is more profitable for the company in upholding their level of service 

quality [38]. It is necessary for the modern organisation to identify, select and implement the best 

form of order management system in their business in order to accomplish the desired goals [39], 

[40]. The order processing feature in the latest structure helps the organisation in promote customer 

satisfaction rank in the marketplace. Such kind of management systems are considered to be 

designed for monitoring order completion flow, product availability, scheduling purchase order 

and identify the dead stock or unsold product [41]. In order management process, the system makes 

sure that the right order is placed to the right customer within right time. In the studies, the author 
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evaluated that order management functions improves the loyalty among the customers by 

delivering high quality and performance in their products and services ordered by the clients [42]. 

Moreover, the further discussion information was evident from the explanation of , which briefly 

elaborated the benefits of adopting order management approaches in the service based company 

like hotels, restaurants, e-commerce websites, etc [19], [43], [44]. All of such sectors use order 

management practices, activities and facilities to handle and deal with the regular bulk purchase 

made by the online as well as offline customers [45], [46]. These types of company’s daily 

addresses bulk orders from the clients so it is significant for them to utilize best order management 

program which controls and monitors the supply chain, logistics, inventory and delivery features 

[47], [48]. It starts with the order placement and ends up with delivering the product or service 

by continuing the high performance level at every stage [49]. The main aim of order management 

in the company is to balance the ratio between overstocking and under-stocking so that the 

business must avoid the situation in which they are unable to dispatch the right and accurate 

outline of product to their customer [50]–[52]. 

The research made by [53], defines that any mismanagement done in the orders creates issues for 

the business in continuing its operation for long time period [54]. The quality service can be easily 

delivered by order management as it avoids making mistakes while fulfilling orders, developing 

base for the information for making data driven mistakes, wasting less time, etc [55], [56]. It is 

vital for the companies to support the structure of quality in their employee’s performance, for 

this they must motivate, teach and instruct them to deliver the preferred form of routine service 

[57]. In that case, order management process assign every employee their job description and task 

which are to be accomplish by them within available resources, time and team members [58]–

[60]. This allows the organizational individuals to know their share and part of duty at every 

stage of order processing and providing services in an effective manner [61]. 

Contradicting to this information, the study of explained some different perspectives on the stated 

topic that has strong points to be considered for understanding the actual practical facts and 

aspects [62]. It depicts that order management has no relevance with the advancing the quality 

level of the services, however, it all depends on the employee’s performance that gives boost to 

the customer satisfaction [63]. The study determined that an employee’s behavior, set of actions 

and treating abilities define the service quality of the company [64]. In the modern times of 
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branding and promotional techniques, the company mainly focuses on giving luxurious, 

comfortable, pleasure and price worthy feelings to their customers [65]. They have belief that to 

raise loyalty and trust among the customers, the company must focus on improving the structure 

of delivering high class conduct of work and presentation [66], [67]. However, the order 

management system is just a process that provides a kind of production cycle to the company 

which is to be followed by the team to finish the order on time[68]. 

Besides this, exploration of [69] furnished some real facts towards the topic which shows up new 

areas of learning to evaluate the impacts [70], [71]. The order management system avoids the 

user to make any mistakes and delays in placing the right order to the customers [72]. With the 

facility of managing the orders in the company, the staff members are assigned with the duty of 

uploading and submitting actual information in the system so that errors and mistakes can be 

avoided and rectified at the same time [73], [74]. The process of order management assists the 

staff members in conducting a proper way for accepting the returns made by the customers and 

schedule the refund process [75]–[77]. It improves the quality level of services and develops the 

customer loyalty among their regular clients. 

2.3. Impact of use of IT on boosting service quality level 

From the investigation of [78], in which the explanation of technology and advancement in the 

industrial sector was briefly elaborated, that summarized the link between IT and quality service 

[79]. It is essential for the company to adopt and use the best suitable technological features, 

software and equipment’s which allows the users to furnish the high quality functions and 

operations to their clients [80]–[82]. In the era of globalization, the regular day to day up-

gradation in the technical fields and structure gives the benefits of identify the better ways to 

attract the attention of the customers [83]. It is essential for the employees to synchronize 

themselves with the available technology features and facilities that are directly linked with the 

company efficiency in building better ways to gain revenue and return [84]. Although, the 

changing IT specifications in the sector mostly disturbs the working ability of the company and 

disables them to furnish quality services to their customers, but, with implementing some critical 

modifications in the system the company is able to accept the program [85], [86]. 

In addition to this, the learning of briefly concluded about the IT division of the company, in 

which they positioned the department as a key role player [87]. The main aim of IT section is to 
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offer new and easy methods to the company to manufacture the product and deliver the service 

as preferred and liked by their existing customers [88], [89]. It is makes it easier for the business 

and their team members to allocate the most effective path which is to followed by them in order 

to achieve the goals and targets determined. The challenges in form of competition, pricing, 

product return, demand and supply, etc. are the factors that influence the overall performance of 

the company and eventually their efficiency in delivering quality services to the clients [90]. In 

that respect, the advancement in the technical guidelines and programs of the organisation allows 

them to encounter any issue which could reduce their profitability and customer satisfaction 

achievements [91], [92]. 

In the research of [93], [94], it was comprehensible enlightened that the regular updating 

improvement in form of continuous innovation, profitability for the business has gone up [95]. 

Many companies are fighting for gaining high competitive advantage which can be attained by 

boosting quality in their operational and functional activities [96]–[98]. In a society of 

established market, the majority share of it depends on the consumers whose diversifying needs 

in the segment plays a significant role in changing the overall working and earning capacity. With 

the help of IT, the company can expand and advance the level of economy by buying and using 

the software which is mainly oriented towards and trending for service industries [99], [100]. For 

instance, an individual would generally prefer booking hotels which has higher number of 

positive reviews, amenities and features that gives comfortable stay to him [101]. For this, the 

hotel management team would aim on maintaining best ways of room service, food service and 

others. 

In the recent observation of [102], [103], they provided facts that IT sector has the ability to bring 

sudden changes in the system and give the competitive advantage to the organisation and attract 

huge amount of audience by offering them the most preferable goods and services [104]. It helps 

the organisation in sorting out the valuable feedbacks and reviews of the customers, which are 

due to the poor performance of the staff and company [105]. A business should always assess the 

negative comments of their customers placed on technical grounds like social media platforms, 

room assistance made, service demanded and delivered, etc. 

 

3. LITERATURE REVIEW 
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3.1. Impact of effective order management and use of IT in service operation on enhancing 

service quality level 

From the study of [106], it has been ascertained that an effective order management technique 

has the most relevant role with the use of technologies for boosting the level of quality service 

delivered among the customers. Both the functions helps the service oriented company to place 

valuable ways to enhancing service quality in the marketplace. This ensures the raising of 

profitability and branding for the organisation, as it is important for them  to built a strong market 

image in the eyes of their targeted audience so that more of the marketplace gets attended by them 

[107]. In the viewpoint of the writers, professional order management system involves standard 

changes and up-gradation on regular basis which ultimately supports the team in developing 

better ways to overcome the demands of the customers by placing the most preferred and unique 

product and service [108]. By this, the company make surety about their capabilities of the 

delivering the high quality services in the marketplace [109], [110]. 

 

The research made by  [111], has a different views on the topic as compare to the above authors, 

as the study determined that both the system are compelling on their own but has diverse 

framework from each other. Technologies in the service sector are only enclosed with taking 

orders and processing them in perfect state [112], [113]. Moreover, the entire quality 

management feature is directly depending on the employee’s ability, skills, talent and knowledge 

which are to be used in processing the orders placed by the customers [114]. It also showed that 

the company must focus on managing the process of order placement and use the technology to 

record and store the information about the same [115], [116]. The company usually pursues a 

structure determined by the higher authorities while completing the order and it is necessary for 

the members to fulfill the entire instructions specified in the outline [117]. 

 

As per the perception of [118] which clarifies a wide conceptual understanding towards the topic 

helped to generate values in-depth of the subject [119], [120]. They specified that the modern 

updates in the order management system are highly effective and it is all due to the technical 

support which has facilitated many industries in promoting their functioning and quality in the 

services [121], [122]. In the latest software of order management, an employee can easily insert, 
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edit, store and update data on routinely which is timely notified to the every other relevant 

department so that in case of bulk orders the company could avoid failures, errors and mistakes 

in processing the order [123]–[126]. For example, a restaurant generally manage all its raw 

material in the store house and records it in the system so that at the time of getting the order 

[127], the chef can easily assess the quantity and amount available and checks for remaining 

availability of the raw materials [128]. This feature helps the restaurant to handle all the orders 

on a single platform and deliver it on estimated time [129], [130]. 

 

In the article of [131], [132] which effectively highlighted the areas and facts that provided brief 

information about the topic. It is summarized in the study that the quality of the services depends 

on the employees and their company’s competency in managing the flow of production and order 

placement [133], [134]. Any delays in the entire procedure develops bad reputation for the 

organisation which require proper framing, planning, controlling and executing of the tasks [135], 

[136]. This can only be possible with the help of novel and inventive order management 

techniques or systems [137]. With the use of IT and effective order management, the company is 

able to schedule the entire work and assign every employee their task with required favorable 

output. However, the explanation of [100], [138] was contradicting the above study and added 

more information in the subject matter. It stated that depending on IT factors for managing the 

orders could lead to drastic results [139]. As the values are generally uploaded manually in the 

system and rest of the staff would believe the mentioned data. Thus, any negligence in feeding 

up the information in the order management system has higher chances of getting negative 

impacts on the quality level of services. 
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 General Research Model 

 

 

 

 

 

 

 

 

 

Figure 1: Conceptual Research Model 

 

4. DISCUSSION 

This research evaluated critical details about the topic in which it can be said that IT factors and 

framework is only limited up to certain extent and has partial support in boosting the quality 

functioning of the business. The research clarifies that technical fields, systems and equipment in 

the company are majorly used to accomplish the assigned work. It only helps the employees to 

finish the work on time; however, the quality of the services has nothing related to it. This 

assessment changed the entire viewpoint towards use of IT in enhancing the service quality, and 

added new perception in the subject matter. It stated that the process of maintaining aspects of the 

services and products in the manner which are highly preferred and liked by the buyers. In this 

process, IT is responsible to preserve communication, production, routes of system and everything 

related to the technical phases. 

 

5. CONCLUSION 

The research findings can be concluded as, the quality service can be easily delivered by order 

management as it avoids making mistakes while fulfilling orders, developing base for the 

information for making data driven mistakes, wasting less time, etc. It is vital for the companies to 

support the structure of quality in their employee’s performance, for this they must motivate, teach 

and instruct them to deliver the preferred form of routine service. Whereas, the IT practices can 

assist the management to accommodate the time and work efficiency with use of advanced 

technological software. These aspects have the significance to maintain the service quality of the 
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ABSTRACT 

High-quality services that satisfy customers improve a company's capacity to compete in the 

market. It is crucial for the business professionals to encourage the practices that can enhance 

service quality and service transparency. High service quality and transparency can be attained by 

identifying service concerns and developing strategies for service performances, and customer 

satisfaction. To create and investigate a conceptual model and to study the factors with a systematic 

review, this research area is being provided. 
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1. INTRODUCTION  

A corporation will be seen highly and with greater respect in the market if it is honest and open 

with its customers. Organizations build brand loyalty by fortifying the relationship of trust between 

themselves and their customers [1], [2]. Business researchers have been debating the topic of 

business transparency, and they are encouraging businesses to be more open with their clients, 

particularly when they are producing goods that are used to benefit human health and setting fair 

prices that actually increase customer satisfaction. However, most businesses reverse course from 

the statement when it comes to implementation [3]–[5]. The reason is that implementing 

transparency in product aims is challenging because being transparent and its practices come with 

a number of liabilities for business management to maintain finances, market reputation, quality, 

raw materials, and many other related aspects [6], [7]. In order or investigate these factors this 

research is focuses on getting the systematic review from prior literature to assess the relationship 

and impact of service quality and service transparency on customer satisfaction. 

 

2. THEORETICAL FRAMEWORK 

2.1.Service Quality and Service Transparency  

[8] evaluated that service quality has impact on service transparency. The level of transparency 

explains how quality service is made available for the customers [9]. Every business industry 

aiming to achieve success would always have one goal that is quality to retain customers [10], 

[11].  For this reason the companies has specific goals to get high revenues through customer 

satisfaction [12], [13]. The customer satisfaction is one of the tool increments of the business that 

remains the business position in market for a long period of time [14], [15]. The service quality is 

the major component of the business product that company provides to its customers and gain their 

loyalty towards the brand and its quality products and services [16]–[18]. The company is one of 

the talent management seeking organization that is helping to people to secure their career within 

their field of management and providing best quality services with customer satisfaction [19]–[22]. 

The service quality of any company increases the efficiency of the career -oriented people with 

business planning, management, designing, product manufacturing from raw material to its desired 

state for the customers in market [23]–[25]. The customer satisfaction always relates to the service 

expectations in which company get its high- income incentives through huge number of customers 
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retention and it is possible when business organizations only focus on the quality of the services 

that they are providing to their real customers [26]–[28]. The customer satisfaction always can get 

with the help of the reliability [29]. The reliability is the core mission of the company goals in 

which companies define their vision and mission through their service quality and gain huge 

benefits [30], [31]. The service quality in company business is one of the strategies in which 

business management and planning areas seeking the large number of customers retention through 

their satisfaction with the consultancy services that they are offering to customers [32]–[34]. The 

reliability helping to get business owners to provide real quality of the product and services that 

become the need of the customers in market and customers relay on the specific brand for long 

period of time [35], [36]. The reputation in business is the key part of the success of the business 

in which companies gain their corporate reputation in business market and they are static to provide 

the good quality services to the customers in market and sustain their position in front of the 

competitors [37], [38]. The reputation of the organization will be reliable among the customers 

and this is possible when business organizations gain customer sincerity and loyalty through 

providing the best quality services. The transparency in business is another part of the business 

management corporation [39], [40]. The business fair trade policies not only create the high- 

income revenues for business outcomes [41], it is also helping to manage the corporate reputation 

of the business among the customers and the market where high competition is existing [42]–[44]. 

The customer satisfaction always associated with the high business strategic profile in which they 

are providing best product quality, effectiveness [45], [46], efficient need of the consumers with 

great impact of service quality that become the basic need of their customers in market and sustain 

their position for competitive advantages [47].  

2.2.Service Quality and Customer Satisfaction 

[48], [49] explained the relationship where service quality has direct impact on the level of 

customer satisfaction. The service quality has its important role to create efficient business policies 

of the organizations in which strategic management department evaluate the high needs and 

demands of the clients of their opportunities and how they can manage the customer satisfaction 

for long term goals [50], [51]. The services quality always seeking customer’s needs and demands 

[52], [53]. The customer satisfaction can get only through the high -quality product services that 

are offering the company groups through their quality brand product [54], [55]. The quality of the 

product or service hold the consumers for the product in market rather consumers switch to the 
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other firms for same needs. Every business has different quality and natures according to their 

offers that they are giving in market [17], [56]. There are number of business sectors that has 

different sources and strategic actions for their business sustainability in market [57]. The nature 

of the business also depending on their product and services that they are providing to the 

customers with efficient services [58]. Service quality is the tool to manage the company business 

reputation in market and customers associated their needs and demands for the services that has 

big margin for good quality and product services [59], [60]. The customers only expecting the 

good quality service of the company because they are ready to spend the money for the need and 

demand and at this time, they only chose the product that relate to the services where they find 

best quality with cost effective prices [61]–[64]. The quality service and ensure the business 

success and reputation in market. The quality services always hold the customers retention for a 

long period of time where business greatly doing effort to increase their customer volume and it is 

possible when good quality of services is mention in business vision and mission [65], [66]. 

Company customer volume increase is possible when business management understand the basic 

necessities of the product and customers’ expectations towards the products. Company product 

reliability is possible when company understand the basic need of the service design, effectiveness, 

efficiency, quality and its demand in market [67], [68]. Only solutions of the services is not only 

focus of the business, the company business need to grow their potential through specific quality 

of the product and it should be sustained on same measures that was initially offered by the 

companies [69], [70]. The service quality and its management are a high edge competition between 

the business organizations in market [71]. The competitors of the same brand and product always 

seeking opportunities to grow their customer volume through low prices and good quality services 

[72]–[74]. The aim of the business corporation to manage the business efficiency through product 

quality in which they offer good quality of the product and services that is in need of the consumers 

and focusing on other measures that are also offering by their competitors for the same item [75], 

[76]. The competitor’s activity also depending on the business market trends that continues in 

variance and company also doing efforts to sustain their reputation in big competitor industry [77].   

2.3.Service Transparency and Customer Satisfaction 

[78] stated the service transparency has impact on customer satisfaction The service transparency 

is one of the keys of the businesses in which it remains their trustable relationship with customers 

and stakeholders and eliminate any suspicious act that is related to the product that they are offering 
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[79]–[81]. The transparency in company business not only necessary to gain customer satisfaction, 

it is also helping to manage business position, reputation, brand identity, the product quality and 

design and services that become the basic need and demand of the consumers [82], [83]. The 

transparency in company create the effective business introduction in which it is clearly define the 

business intentions, its need in customer’s life, effects on customer’s pocket and how the customers 

gain more benefits from the product as compare to other brands [84]–[86]. There are number of 

product brands are manipulating in global business industry where they are offering number of 

good quality services to the customers and create the trust among its customers and customers 

retention would be possible due to their satisfaction [87]–[89]. The reliability only gains when 

company organization focusing on the goods quality of the product and services to their customers 

and gain huge profit against the product sales in market [90]. The good and transparent business 

expectations meet the loyalty and satisfaction of the customers and this possible only when 

business management do not hide any flaws of the product from their customers [91]–[94]. The 

business organizations have several strategic policies in which they are clearly defined the harmful 

impacts of the product on certain limitations where it is not suitable for human needs [95], [96]. 

The service companies relay on their services especially for consultancy services in which they 

are only focusing on transparent vision of the customers and there are no extra expectations they 

are associating with their clients [97], [98]. The company helping to promote the client confidence 

according to their best suit knowledge and careers that is helloing to gain their reliable interests 

[99]–[101]. The transparency in business is quite in discussion of the business researchers and they 

are promoting the organizations to become more transparent with their customers especially when 

they are manufacturing the product and its usage for human health and set the good price of the 

product that gain customer satisfaction in real meanings [102]–[104]. But when it comes for 

implementations, most of the companies go back from the statement. The reason is that to become 

the transparent and its practices has several liabilities for business management to sustain the 

finances, market reputation, quality, raw material and many other associated elements that create 

the difficulties to implement transparency in product objectives [105]. The good quality of the 

product and its services related to the customers’ needs and satisfaction that is the only business 

goals but it has number of challenges to achieve goals [106], [107]. The given information about 

the services is not only necessary for customers, the customer experience also create the potential 

effects and impacts on services and expectations of the business [108]. The transparency in 
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business is required for long term business goals and it should be practicing in all business sectors 

of global industry.  

 

3. LITERATURE REVIEW 

3.1. The Impact of Service Quality and Service Transparency on Customer Satisfaction 

Lastly through the systematic review it can be stated that service quality and service transparency 

have strong impact on customer satisfaction [109]–[111]. The organization always seeking 

opportunities for those business objectives that are helping to active their goals and it is possible 

when customer satisfaction is the only key part of their vision and mission of the business [112], 

[113]. The global business industry running its functions with the huge number of key factors that 

create the success of the business organizations through customer satisfaction, reliability of the 

product, goods quality of services [114], pricing strategy and fair and transparent policies that they 

are telling to their customers [115]. The customers need is one of the potential sources of the sales 

and income that create the customer retention towards the product if customers understand its 

reliability and demand in their life [116], [117]. There are number of business and industrial sectors 

are offering number of quality products and good services for their customers through their 

potential efforts that remain their image among their consumers and consumers prefer the brands 

of their trusts [118], [119].  

The customer satisfaction in business is the basic sense of achievement of the business that is only 

gain by the fair -trade policies of the organization about the product what they are offering and 

quality services that remain the position of the product in consumers life [120]–[122]. The quality 

services always associated with transparent trade policies of the business organizations in which 

they are offering best quality items and mention the transparency of the product and its usage 

[123], [124]. The customer experience is the basic need of the business organization where the 

management analyze the quality of the product services that they are offering to customers [125]–

[127]. The transparency in business is a core part of the successful business outcomes that is 

directly associated with the customer’s interests towards the product quality and their satisfaction 

[128]. The fair and clear objectives of the products and their desirable need in consumer’s life is 

the core part of the businesses [129], [130]. The customer satisfaction only can be achieved when 

business organizations set the goals that is only focus on customer satisfaction [131], [132]. The 
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service quality and transparency have great impacts on customer loyalty, reliability and satisfaction 

towards their products [133]. Only business success will be depending on these objectives 

otherwise business industries lose their potential of sales in market and also effected their 

reputation [134]. The organization strategic planning and development always concerning on the 

customer satisfaction because the customers satisfaction is associated with product sales, 

manufacturing and several outcomes of the business stakeholders [135]. The transparency in 

business polices rather it is related to quality, service offers, price and sales, the all objectives are 

linked with the transparent and clear business objectives [136], [137]. The industries of global 

business hub mainly focusing and targeting the customers through their satisfaction and good 

quality services that become the core need of the customers and business companies gaining huge 

revenues and benefits in market through their business goals in which they are insisting on good 

quality services and transparent business intentions to gain customer satisfaction [138], [139]. 

 

3.2. General research Model 

 

 

 

 

 

 

 

 

Figure 1: Conceptual Research Model 
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4. DISCUSSION 

With the above arguments presented in literature and assessing the proposed research model, there 

are various factors that be employed to enhance service quality and transparency to improve 

customer satisfaction. Reliability is usually a good method to increase customer satisfaction. 

Reliability is the central goal of any business since it allows organizations to define their vision 

and mission and reap enormous rewards. One tactic used by corporate management and planning 

departments to retain a sizable customer base is to ensure that consumers are satisfied with the 

consulting services they are receiving from the organisation encourages the service transparency. 

It also encourages business owners to offer genuine goods and services that satisfy market need 

and keep clients loyal to a particular brand for an extended period of time. 

 

5. CONCLUSION 

When examining how service quality affects customer satisfaction, it is suggested that four 

characteristics of service quality, reliability, responsiveness, declaration, and empathy be 

improved in order to increase customer satisfaction. Additionally, customers assert that noticeable 

parts of service quality meet their needs and must be preserved as a result. Moreover, this research 

reveals that certainty, empathy, responsiveness, and reliability rank from most important to least 

important for improving services for each dimension. 
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ABSTRACT 

The relevance of conducting research in this field is obvious, and there is considerable opportunity 

for adapting service strategy and service quality concepts to the operational performance. This 

significance is attributed to recent developments in the organizations, such as the introduction of 

new types of services, the fierce multidimensional rivalry in price, speed, quality, delivery, 

flexibility, creative methods for managing human resources, and new technologies that enables 

operations efficiency. This research contributes to exploring the impact of service strategy and 

service quality on operations efficiency.  

Keywords: Service Strategy, Service Quality, Operations Efficiency. 

 

1. INTRODUCTION 

Service quality and organizational performance have long been linked in the majority of service 

sector, including tourism, hospitality, healthcare, banking, education, insurance, etc. Although the 

development of customer satisfaction depends on service quality, several experts have questioned 

whether it actually has a direct impact on business profitability [1], [2]. Similarly, the operations 

efficiency used to evaluate how well inputs are converted into outputs [3], [4]. As a result, the 

service and manufacturing industries increasing plant operating efficiency through planning, 
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scheduling, and control has long been a goal [5]–[7]. Additionally, an organizational objective is 

to achieve competitive edge that can possible with, managerial and operational work efficiency. 

By providing high service in order to train the employees, offering incentives to perform better 

can enhance the service quality that leads a business toward successive environment [8]–[10]. For 

the purpose to know business operational efficiency what are the impacts of service strategy and 

quality on it. A theoretical review can assist regarding figuring out the relationships and impact. 

 

2. LITERATURE REVIEW 

2.1. Impact of service strategy on service quality 

[11] stated that service strategy plays a vital role in any company's operations to give them the best 

quality services. It also seems that companies can never say that they are useful in quality services 

because customers' expectations are getting change day by day [12]–[14]. Most businesses are 

getting a failure to think that they are giving the best services to their customers, but other 

companies are getting out of them from the market [15]–[17]. Therefore, it is imperative that 

companies be active to perform a little higher if companies are getting some level. Here we have 

some strategies that are helping to improve the service quality. 

2.1.1. Open up more channels for customer feedback 

The first point of success in the service quality to give them many ways to communicate [18]–

[20]. With their customer because all the time, they are looking to get in touch with business. It is 

necessary to know what your customer wants from you and how they respond to them [21]. There 

are different ways: survey solutions, mailed cards with physical products, different social media 

platforms (Facebook, Twitter, Instagram), and a feedback box on the business counter. So, to get 

better interaction with the customer, it is better to select a perfect option [22], [23]. 

2.1.2. Embrace the path of the snail 

The second way of success in their customers' quality services is to embrace the snail's path [24], 

[25]. It is better to ask a company that they never appreciate employees for their quality work, 

suppliers to get the best services from them, or a customer to get a profitable business from them? 

If it does not happen in the past, then an appreciation should be given to them and enhance 
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business performance with quality services [26]–[28]. They can give appreciation by merely 

sending them a handwritten note to say thanks or making a handmade appreciation card.  

2.1.3. Hire for customer service greatness 

Many people will suggest that hiring a new employee with the best team gives customer service 

greatness [29]–[31]. The company can only succeed in the business to give quality customer 

quality services with the right team, but it is not compulsory. The organization can retrain the 

existing employees and motivate and inspire them to give better customer representative services 

[32]. However, in the end, it is the truth that there should be the right individual for the right job 

at the right time [33], [34]. It is not necessary to go with this option. Managers can think about 

how to improve customer service culture and can manage changes accordingly [35], [36]. 

2.1.4. Empower employees to resolve issues 

In this part, the most effective way to encourage existing employees to perform well and give 

their best services to customers [37]–[39]. In the current organizational environment, we see the 

micro-manager because everyone pulling other legs. Therefore, they need to empower existing 

employees to resolve the issues and increase customer expectations [40]. 

2.1.5. Provide a learning environment 

To improve client satisfaction is to give a learning environment to their employees. It is for the 

customer service team and for training all employees working in an organization [41], [42]. They 

should learn and develop their skills like content, relationship, technical, and management skills 

[43], [44]. In the end, it will help to improve the customer service field.  

2.1.6. Practice active listening with customers 

Another way to succeed in the customers' quality service is to give them an active listening 

practice to their customers [45]. The company needs to train its staff to build good listening skills 

to better service and increase customer service quality [46], [47].  

In the end, most businesses are getting a failure to think that they are giving the best services to 

their customers, but other companies are getting out of them from the market [48], [49]. Therefore, 

it is imperative that companies be active to perform a little higher if companies are getting some 

level. It is the truth that there should be the right individual for the right job at the right time [37], 
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[50], [51]. Managers can think about how to improve customer service culture and can manage 

changes accordingly. 

 

2.2.Impact of service strategy on operations efficiency 

[52] stated the impact of service strategy on operations efficiency. Service strategy plays a vital 

role in any company's operations to improve its operational activates [53]–[55]. It also seems that 

companies can never say that they are operating effectively and meet the customers' expectations, 

which are changing daily [56]. Most businesses are getting a failure to think that they are running 

the best operational activities, but other companies improve them daily [57]. Therefore, it is 

imperative that companies be active to perform a little higher if companies are getting some level. 

Here we have some strategies that are helping to improve the operational activities [58]–[60]. 

2.2.1. Know operation 

The best way to improve the operational activities, the supervisors and manager, is going through 

the operational areas to know whether it is going well or not? It is a ubiquitous method and way 

of judging the company's operations [61]. However, if we go for more formal ways, the company 

will use different audit reports, analysis tools, and business intelligence tactics to make operations 

more effective and efficient [62], [63]. 

2.2.2. Train the employee again & again 

stated the other way of improvising the operational activities is to enhance the employee's skills to 

learn more about the system and make more efficient operations [64]. They need to build more 

standards like SOPs documentation, building training courses, and methodologies. In the end, the 

management must train the employees again and again unless they will fully skilled.  

2.2.3. Put employee first 

stated that to improve business growth and operational performance, it is crucial to keep in mind 

that people are the critical elements for business success [65]. Their relationship with each other 

is essential. It is better to focus on labor productivity by encouraging, motivating, and rewarding 

the company's top performers. They should also discourage unproductive activity on the premises 

of an organization [66], [67]. 
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2.2.4. Focus on fulfilling the order 

Due to the increase in the operation activities, there are so many challenges an organization may 

face due to high numbers of orders, product categories, regular maintenance, and usage of proper 

tools to meet these challenges [68]–[70]. There are different ways to improve the system design 

by evaluating and operations of the mobile devices zonal areas to set a goal for the operational 

team and meet the requirements.  

2.2.5. Customer service improvement 

[71] stated the best way to improve operational efficiency with the help of the best service strategy. 

One of them is an improvement in customer services. If the customers are satisfied with the 

company's products and services, then a successful will be next door, but if they are not giving 

good customer services, then the situation will be the opposite [72]–[74].  

2.2.6. Remove hurdles to success 

The best way to improve the operations is to remove the hurdles from the success and allow the 

employees to show their improvement, ultimately affecting the operations' efficiency due to 

quality services [75], [76]. 

2.2.7. Raise the Talent 

After the success in the operational activities, it is time to raise the talent and increase their 

improvement, positively impacting the results and increasing its productivity and low performer's 

employees [77]. 

2.2.8. Evaluation of the processes 

The proper evaluation in the operational department process is possible if we have proper 

documentation to follow the process [78], [79]. There should be proper continual process 

improvement, which would help properly incorporate the proper workflow and automation. 

2.2.9. Standard against your colleagues 

According to the standard that should set to meet the requirements and learn more about the 

strategies that are useful for a business's success. To make a more successful operation, the 

engagement with the suppliers and vendors allows adding more values [80]–[82]. 

2.2.10. Evaluate the strength of your system 

It also seems that companies can never say that they are operating effectively and meet the 

customers' expectations, which are changing daily [83]. Most businesses are getting a failure to 
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think that they are running the best operational activities, but other companies improve them daily. 

Therefore, it is imperative that companies be active to perform a little higher if companies are 

getting some level [84]. 

 

2.3.Impact of service quality on operations efficiency 

Service quality is a crucial factor and is mostly used to compare the customer's expectations and 

relationships with its performance [85]. If the business has a high level of quality services, it can 

meet the customers' needs and have a competitive advantage in a particular industry. To understand 

more about the service quality, we have found an equation which is: 

2.3.1. Service Quality (SQ) = Performance (P) – Expectations (E) 

The first point of success in the service quality to give them many ways to communicate. With 

their customer because all the time, they are looking to get in touch with your business [86], [87]. 

It is necessary to know what your customer wants from you and how they respond to them [88]. 

There are different ways: survey solutions, mailed cards with physical products, different social 

media platforms (Facebook, Twitter, Instagram), and a feedback box on the business counter. So, 

to get better interaction with the customer, it is better to select a perfect option [89]–[91]. The 

second way of success in their customers' quality services is to embrace the snail's path [92]–[94]. 

It is better to ask a company that they never appreciate employees for their quality work, suppliers 

to get the best services from them, or a customer to get a profitable business from them?  

If it does not happen in the past, then an appreciation should be given to them and enhance business 

performance with quality services [95]. They can give appreciation by merely sending them a 

handwritten note to say thanks or making a handmade appreciation card [96]. Many people will 

suggest that hiring a new employee with the best team gives customer service greatness [97]. The 

company can only succeed in the business to give quality customer quality services with the right 

team, but it is not compulsory [98][99]. The organization can retrain the existing employees and 

motivate and inspire them to give better customer representative services [100]. However, in the 

end, it is the truth that there should be the right individual for the right job at the right time [101]. 

It is not necessary to go with this option. Managers can think about improving customer service 

culture. According to the standard set, they can manage changes accordingly to meet the 
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requirements and learn more about the strategies useful for a business's success [102]–[105]. To 

make a more successful operation, the engagement with the suppliers and vendors allows adding 

more values. It also seems that companies can never say that they are operating effectively and 

meet the customers' expectations, which are changing daily [106], [107]. Most businesses are 

getting a failure to think that they are running the best operational activities, but other companies 

improve them daily [108], [109]. Therefore, it is imperative that companies be active to perform a 

little higher if companies are getting some level. There should be proper continual process 

improvement, which would help properly incorporate the proper workflow and automation [110]. 

 

2.4.Impact of Service Strategy and Service Quality on Operations Efficiency 

[87], [111], [112] stated the relationship between the impact of service strategy and service quality 

on operations efficiency. Both factors play a pivotal role in the operation's efficiency: service 

strategy and service quality. There are many factors which are helping to make a healthy and 

prosperous operational activity [113], [114]. 

 

The first point of success in the service quality to give them many ways to communicate. With 

their customer because all the time, they are looking to get in touch with your business [115]–

[117]. It is necessary to know what your customer wants from you and how they respond to them. 

There are different ways: survey solutions, mailed cards with physical products, different social 

media platforms (Facebook, Twitter, Instagram), and a feedback box on the business counter. So, 

to get better interaction with the customer, it is better to select a perfect option [118]–[121]. 

The second way of success in their customers' quality services is to embrace the snail's path. It is 

better to ask a company that they never appreciate employees for their quality work, suppliers to 

get the best services from them, or a customer to get a profitable business from them? If it does 

not happen in the past, then an appreciation should be given to them and enhance business 

performance with quality services [122]–[124]. They can give appreciation by merely sending 

them a handwritten note to say thanks or making a handmade appreciation card [125], [126]. 
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In this part, the most effective way to encourage existing employees to perform well and give their 

best services to customers [127]. In the current organizational environment, we see the micro-

manager because everyone pulling other legs [128]. Therefore, they need to empower existing 

employees to resolve the issues and increase customer expectations [129], [130]. The best way to 

improve the operational activities, the supervisors and manager, is going through the operational 

areas to know whether it is going well or not? It is a ubiquitous method and way of judging the 

company's operations. However, if we go for more formal ways, the company will use different 

audit reports, analysis tools, and business intelligence tactics to make operations more effective 

and efficient[131]–[133]. 

Another way of improvising the operational activities is to enhance the employee's skills to learn 

more about the system and make more efficient operations [134]. They need to build more 

standards like SOPs documentation, building training courses, and methodologies. In the end, the 

management must train the employees again and again unless they will fully skilled [135], [136].  

To improve business growth and operational performance, it is crucial to keep in mind that people 

are the critical elements for business success [137]. Their relationship with each other is essential. 

It is better to focus on labor productivity by encouraging, motivating, and rewarding the company's 

top performers [138]. They should also discourage unproductive activity on the premises of an 

organization. 

 

Due to the increase in the operation activities, there are so many challenges an organization may 

face due to high numbers of orders, product categories, regular maintenance, and usage of proper 

tools to meet these challenges [139]. There are different ways to improve the system design by 

evaluating and operations of the mobile devices zonal areas to set a goal for the operational team 

and meet the requirements. 
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2.5. General Research Model 

 

 

 

 

 

 

 

 

Figure 1: Conceptual Research Model 

 

3. DISCUSSION 

It is imperative to remember that people are the key components for business success if you want 

to increase corporate growth and operational performance. Their interdependence on one another 

is crucial. It is preferable to concentrate on increasing labor productivity by praising, inspiring, 

and recognizing the best employees. They should also forbid useless activity on an organization's 

grounds. An organisation may confront a great deal of obstacles as a result of increased operational 

operations, including large quantities of orders, a wide range of product categories, regular 

maintenance, and the need to use the right tools to address these challenges. In order to create a 

target for the operational team and achieve the requirements, the organizational management may 

require to adopt the strategies to enhance service quality by utilizing the human capital in the 

organization. 

 

4. CONCLUSION 

The above research can be summarized with strategical implications that can enhance the business 

performance by improving operations efficiency. There are various strategies can be implemented 

to enhance the business operations efficiency and service quality in order to keep the effective 
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strategical performance. It's crucial to manage product and service quality to make sure that a 

company excels at satisfying customer needs and achieving organizational objectives.  
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ABSTRACT 

The successful business organizations simply concentrated on their purpose, mission, vision, and 

goals, and they established open business practices to quench their clients and get the best 

opportunities to compete with their competitors by offering superior customer service and future 

orientations. The foundational component of businesses is transparency at all levels, which helps 

the company gain a significant amount of consumer confidence for both its commercial and 

residential solutions. These businesses continually assess their rivals' innovative business 

strategies and client success rates. A systematic review is embracing the research to improve 

understanding of the impact of service transparency and service control on competitiveness in 

order to present the literature-based evidence. 

Keywords: Service Transparency, Service Control, Competitiveness. 

 

 

1. INTRODUCTION 

One of the main goals of corporations is to be competitive, and they strive to do this by advocating 

any and all means possible to outdo their rivals who have already established themselves as market 

leaders [1]. The ability to compete is a benefit for business organizations because it motivates them 

to improve their effectiveness, fair trading tactics, and on-time project delivery to clients, which is 

the essence of true company management [2]–[4]. The expectations of their customers are closely 
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related to their operations, and business organizations, particularly in contracting and trading 

agencies, are heavily involved with risk factors [5]–[7]. At this time, only fair, transparent project 

strategies and high-quality services are able to support the company's long-term goals [8], [9]. In 

order to assess the suitable strategies and their impact on organizational competitiveness, this 

research is formed to conclude the facts with the help of reviewing of prior studies, research, 

journals and books. 

 

2. LITERATURE REVIEW 

2.1. Service Transparency and Service Control 

[10], [11] explained that service transparency is possible only when there is system of service 

control. The free Trading and Contracting company are highly profitable business in Middle east 

[12]–[14]. These companies are the leading construction group of companies that are currently 

managing all kind of commercial and private buildings, villas, residencies, government tenders 

and many other projects [15], [16]. The companies are known for its high -quality professional 

services in construction sector where they are plan, design and execute dream projects with cost 

effective budgets [17], [18]. The contracting companies mainly focusing on all tenure that they 

committed and deliver on time [19]–[21]. These companies started their journey with staff 

members in which skilled, semi- skilled and non -skilled employees as a civil maintenance 

professional and later the company become the known successful building construction business 

that is providing high quality building solutions for its customers [22]–[25]. Since past decades, 

there are number of known international brands of contracting trading agencies are coming in 

middle-east [26], [27].  

Service transparency is one of the major goals of the business organizations that they commit with 

their customers in market and gain huge trust of its customers [28]–[30]. The companies create its 

market position through its transparent and professional working services that they commit at the 

time of project development and focusing on all measures that is required to deliver the expected 

outcomes [31]–[34]. The commercial building and huge mega infrastructure of the Gulf countries 

mostly designed and construct by the world -famous construction companies [35]–[38]. The reason 

is that these companies create its trustworthy position and need in the state and become the first 

choice of the stakeholders and clients [39]. The service transparency is the goal of the business 
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organization in which they are highly keen to promote all transparent and clear service features for 

its customers and providing all visible and hidden facts of the projects [8], [40], [41]. The aim of 

providing huge knowledge and its impacts along with effects and its future development outcomes 

is a goal of construction companies [42], [43]. The services quality is highly managed by the 

company through controlling the objects that are essential to clear the project clients to meet their 

expectations [44], [45]. The construction and contracting trade are one of the core responsibilities 

on organization in which various risk factors are involved with its continuing progressive outcomes 

[46]–[48]. The business organizations that are associated with contracting sectors mainly design 

the huge commercial and business units along with villas and residential projects from small 

housing schemes to huge private houses and all projects highly focused for transparent business 

polices and service quality management through controlling the measures of governmental, 

environmental and social justice [49]–[51]. The companies providing best quality services in all 

project management and completion through transparent and clear strategic policies that clear the 

vision of the customers before taking any decision and gain the trust of the several business 

organizations in same sector [52]–[54]. The services with fair information and controlling on all 

kind of matters that comes in project is highly observable for the company in order to meet the 

desire expectations of the clients and become the first choice in construction sector [55]–[57]. 

 

2.2. Service Transparency and Competitiveness 

[58], [59] explained service transparency and competitiveness has strong relationship. The 

organizations which are highly keen to promote best quality product services for its customers 

with competitive advantages and it is only possible when clear information and expectations are 

understandable for its clients who are expecting the project from the concern departments [48], 

[60]. The Trading and contracting companies is the leading solution provider of construction of 

the private and government projects in which commercial, business and private homes, building, 

business hubs are included [61], [62]. These organizations only focusing on all measures of the 

project and business that meet the vision and mission of the company that they set at the time of 

beginning the business plan [63]–[66]. The business organizations always gain the trust of its 

customers through its visible project or product that is the only sample of the business productivity 

[67]. There are number of projects are completed in the Gulf countries that is designed and 

developed by the local and international business companies [68], [69]. These companies only 
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focusing on services quality management through its clear and fair policies that are easily gain the 

customer vision [70], [71]. The transparent features of business policies are helping to companies 

and organizations to build their strong relationships with customers who are the asset of the 

businesses [72], [73]. The transparent business product features are creating the best and desired 

outcomes for the clients of the business and they trusted on business organizations for their next 

projects [74]–[76]. The successful business organizations gain huge customer retention because 

they are providing detail knowledge and information of the project that is expected by the 

customers and clear their vision for future outcomes [77], [78]. The companies highly keen to 

create the customers knowledge -based department where number of professional consultancies 

are helping to clients to get detail information through clear visible objectives of the project [79], 

[80]. The companies create its strong position in the gulf region through its clear progressive 

strategies that is helping to achieve best competitive advantages among its competitors [81]–[83]. 

There are number of companies are penetrating in market of Middle East especially in trading and 

contracting industry because the current competition of the region in Arabic countries highly 

focused for huge mega infrastructures [84] and business commercial hubs in which residential 

projects and shopping malls are on the top of the list [85]–[87]. The competition in market giving 

the hard time to the contracting companies and in this respect, the companies are making several 

polices to attract the customers and hide detail facts of the projects that can be worse for future 

outcomes [88].  

 

2.3.Service Control and Competitiveness 

[89], [90] explained the relationship between service control and competitiveness. Service control 

has impact on competitiveness. This is the most challenging situation for any kind of business 

organizations to remain its position in market especially among its customers who came again and 

again for their need towards the companies [91]–[93]. The competitiveness always gains through 

the customer retention and it is possible when quality services are providing to the customers along 

with transparent features of the product, its hidden facts, future outcomes and profit that is related 

to the expectation [94], [95]. The business organizations have number of shareholders, suppliers, 

manufacturers and customers and balance between all stakeholders is difficult objective for 

business organizations [96], [97]. The services should be controlled under the desired management 
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of the business organization and it is only possible when organizations set the fait polices and 

strategies for their business that they are providing to their customers and gain their huge 

satisfaction for the long time run of the business in market [98]–[100]. Business organizations also 

managing huge business competitiveness in market where already number of contracting and 

trading companies are effectively managing their business polices through their efficient 

construction developments and also gaining the customer trust [101]. At this stage the service 

controlling is one of the objectives for business companies where they have to manage balance 

between the planning, development, design and execution [102]–[104]. The planning is one of the 

stages of the project where the company set the actual theme of the project development 

expectation and concerning with all measures that has to be face during the project [105]. The 

companies mainly target its customers through providing the best quality services that they are 

expected with clear and noticeable project information [106], [107]. The construction is one of the 

sensitive business sectors where huge capital is involved of the shareholders and there is no room 

for errors [97], [108]. It is high responsible act for contracting companies in which environmental, 

social, geographical and many other factors are involved [109]. The risk always indulges in the 

contracting projects and it is only possible when planning and strategic team focused on all 

measures that create any future conflict [110], [111]. The services controlling is the only solution 

for business companies in which they are highly promote the competitive advantages in market 

and gain best future outcomes [112]–[114]. The competition is highly increasing in Gulf Countries 

especially when all Gulf countries are in the line of to achieve their vision 2030, the construction 

companies are becoming more active to developed huge commercial, private and government 

projects that create the country’s global position in market [115], [116]. From last few decades the 

construction projects are highly taking place in Gulf countries and the reason is that to attract the 

international investors and tourism around the world who have margin to promote the country’s 

economy with high income revenues [117], [118]. Several business organizations also achieve its 

competitive advantages in from of its rivals through providing the best quality services and 

controlling objectives and gain best market competitiveness through its customers satisfaction and 

their retention towards the company as a first choice [119], [120]. 
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2.4.The impact of Service transparency and service control on competitiveness  

The impact of service transparency and service control help companies to gain competitiveness. 

The organizations managing transparent and clear business and trading policies with its clients and 

stakeholders [121], [122]. The companies gains its trust within the short period of time and the 

reason only focusing on its clear objectives that they are providing to their customers [123], [124]. 

The company managing its effective business polices through planning, development and 

implementations that are helping to business to hold its existing customers and gain new customer 

attention [115], [125]. The company getting best business revenues through clear information 

providing system in which there is no hidden cost and detail can be hide from the clients and 

shareholders who are investing their huge capitals from local and international investors [126]–

[129]. The good quality services are associated with fair business strategies that is providing by 

the Rashid group at all levels of the development areas of the project and helping to customers to 

choose the company for their next projects [130].  

The customer satisfaction always can be gain by the good quality of the products and services that 

are providing by the business organization especially at the time of contracting about the project 

[131]–[135]. The business organizations gain the customer trust through their fair trading polices 

and good services that are within the control of the project team members [136]. Because there is 

no space for any error and before implementations of the projects, the detail knowledge- based 

information is required to controlling the risk factors that are highly associated with construction 

sectors [137]. There are number of political, social, environmental and regional factors are 

involved with contracting business planning and business organizations need to hold all 

circumstances that are not favorable for them [138], [139]. The service controlling objectives 

always helping to design the project details and its favorable objectives that are helping to deliver 

the project on time to its customers.  
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General Research Model 

 

 

 

 

 

 

 

Figure 1: Conceptual Research Model 

 

3. DISCUSSION 

The competitiveness is one of the core objectives of the businesses in which they are trying to 

promote all feasible measures to compete the competitors who are already placed their strong 

position in market. The competitiveness is an advantage for the business organizations that 

encourage them to increase their efficiency, effective business polices, fair trading strategies and 

on time business project delivery to customers that is the real business management. The business 

organizations especially in contracting and trading agencies are highly involved with risk factors 

and customers’ expectations are highly associated with their operations. At this time, only fair 

transparent project strategies and services of good quality helping to sustain the business goals for 

a long period of time. The business organizations always meet the customer’s expectations and 

trust through their satisfaction and their retention because they are only focusing on customer 

happiness and their trust towards the company. The competition in market especially in Middle 

East is highly increasing because the foreign investors interest also increasing in UAE and this is 

the reason the competition is high in the state and several companies actively increasing their 

expansion of the business with several business strategies and competitive advantages. 
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4. CONCLUSION 

The high quality of the goods and services that a business organization offers can always increase 

client satisfaction, especially when a project is being contracted for. Businesses acquire the trust 

of their clients by upholding ethical business practices and providing excellent services to get 

customer retention that ultimately results in market competitiveness. To gain sustainable 

organizational competitiveness customer satisfaction is more reliable that can be achieved by 

providing service accuracy and delivering according to the requirement.  
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