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ABSTRACT
The research seeks to show the impact of total quality management on the competitive policy
adopted in the prefabricated building factory, and to reach the goal of the research, the main
hypothesis was adopted that “TQM is linked to a positive moral relationship with the competitive
policy represented by (product policy, pricing policy, promotion policy, policy of Pricing, policy
of development and innovation, policy of product differentiation and quality improvement, after-
sales services) in the ready-made construction factory.” The productivity of the (30) individuals,
their answers were adopted after analyzing and interpreting them to reach a set of conclusions that
were the basis for submitting proposals that we hope will be valuable and useful for the researched
company.
Keywords: Competitive Policy, Prefab Construction Factory, total quality management
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Introduction

The increasing internal and external challenges facing organizations was the logical result and
the important and basic approach that prompted them to improve the quality of their products and
services, as quality is the main competitive weapon, which requires organizations to find an
efficient balance between the quality and cost of the product in a way that achieves competitive
advantages for them.

Therefore, the interest of many managers and researchers from administrators, economists and
engineers all over the world, especially in industrially developed countries, to the concept of
quality as an important tool to achieve competitive advantages as well as help the organization in
success, survival and development, and most of the successes achieved by organizations during
the past decades depended on giving priority Commodity quality when improving productivity, as
it turned out that quality is the main factor for success, as these organizations were able to invade
global markets with the quality of their products and low prices by relying on an advanced
management philosophy, employee participation, the use of quantitative methods in product
control, continuous improvement, quality responsibility Everyone, and thus many and varied
administrative models presented, each model focused on certain aspects, while less focus on other
aspects, as well as containing strengths and weaknesses, and based on this, the idea of research
crystallized and centered on the impact of total quality management on competitive policy.

The first topic: research methodology
First: the research problem and questions
The management of the Prefabricated Construction Factory / Kirkuk faces problems related to the
quality and performance of its products, which negatively affected its performance as a result of
its lack of an effective quality system, which weakened its ability to compete and kept it away
from meeting the needs and desires of customers, thus undermining the customer’s confidence in
quality, which requires preparing him to adopt successful methods and programs presented by the
TQM philosophy.
Because of the intensification of competition in the global market, and because survival has always
been of the fittest and the ablest to exploit and achieve competitive advantages, and since with
global openness, and in light of the globalization system, competitive policies have become
available to all, so organizations focused on achieving a competitive advantage for them.
From the above, the research problem can be posed through the following questions:
1 - Does the use of TQM methods and programs help the management of the prefabricated
construction plant in achieving quality for its products and achieving competitive advantage?
2- Is there an impact relationship between the use of total quality management methods and
programs and the competitive policies for managing the prefab factory?
Second: Research objectives:
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In light of diagnosing the research problem, the research objectives were determined, as

follows- :

1 - Identifying the reality of quality and diagnosing strengths and weaknesses.

2- Instructing the company's management to choose the model that helps it solve problems and

is handled during the production process.

3- Knowing the effect of applying the TQM system on competitive policy.

Third: The importance of the research:

The importance of the research stems from the following- :

1 -Helping organizations to adopt the philosophy of total quality management to obtain the benefits

of the model and avoid weaknesses.

2 - Determining the reality of quality and identifying problems to determine the kinks in their

work.

3 - Advance the reality of TQM by providing solutions to the problems faced by the laboratory.
4- Extensive global interest in quality models such as (TQM), and this requires organizations to

keep pace with developments and pay attention to the model to face competition and ensure

survival and continuity.

Fourth: Research Hypotheses:

The research is based on the main hypothesis that:

Total quality management is linked to a positive moral relationship with the competitive policy

represented by (product policy, pricing policy, promotion policy, pricing policy, development, and

innovation policy, product differentiation and quality improvement policy, after-sales services) in

prefabricated building factory

Fifth: the research model

i

~ - =

-

Figure (1) shows in detail the impact of TQM variables on competitive policy.

——
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effect relationshi
Source: Created by researchers

The second topic: the conceptual framework of the research

First: Quality Concept
There are many definitions of quality, some of them see that quality is compatible with customer
requirements (Slack & others: 2004:596). Some see it as a dynamic situation used to meet or
exceed the needs related to a commodity, service, people, processes, and environment (Goetsch &
Davis: 2006:5). While Crosby sees it as conforming to the needs (Russel & Taylor: 2009: 57).
Through the previous definitions, quality can be defined as: {a set of characteristics and
requirements desired by the customer that satisfy or exceed his desires}.

Second: Total Quality Management Concept

Total Quality Management can be defined as “a culture that the senior management in the

organization adopts and spreads to all employees of the organization, to improve the quality of
its goods, services, and processes within the organization, to achieve the customer’s desires and
meet his requirements”.

Third: Principles of Total Quality Management

The philosophy and culture of total quality management are based on several basic principles

to achieve its main goal, which is customer satisfaction, and researchers have differed in
determining the principles of total quality management, and in light of those principles and
according to the researchers’ agreement about them, the research will adopt the presentation and
adoption of the above four principles as a basis in the applied aspect of research (Al Kubaisi: 2011:
15).

1 .Continuous Improvement: Total quality management programs depend on continuous
improvement and development efforts, based on the principle that development and improvement
never end, no matter how efficient and effective performance is (Al-Kubaisi: 2011: 15). And
among the Japanese, there is a close relationship between the concept of improvement and the
concept of quality, which is considered an important message in total quality management, and
improvements can be achieved through: (Burn:2011:31).

eInternal quality improvements.

*External quality improvements.

2 .Customer Focusing: The success of the organization’s business depends on the customer’s
expectations and its ability to reduce the gap between those expectations and its operational
capabilities. The organization classifies customer requirements according to their impact on
customer satisfaction into three types: (Mohsen and Al-Najjar: 564: 2012).

srequirements that must be fulfilled in the product: not expressed by the customer does not lead
to an improvement in the level, while its absence affects the customer's dissatisfaction.
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*The performance requirements and functions of the product: they are expressly expressed by the
customer, and their availability affects his satisfaction.
* Attractive requirements for the product: the customer does not expect it and it affects the increase
in his feelings of satisfaction.
3 .People Involvement: Employee participation is the key to improving quality and process, and
there is one way to achieve employee participation using work teams, work teams are small groups
of people who have common goals and who define and implement these goals to achieve the
desired success (Krajewski & Others:2002:251).
4. Support Top Management: The total quality philosophy derives its strength from the
commitment of the senior management in the application of total quality management in the
various activities of the organization, and total quality management needs leadership that enables
it to achieve interaction between management and subordinates and to find ways of cooperation,
coordination, harmony and fraternity between them. The leadership seeks to form Collaborative
and loyal teams that support TQM implementation (Turkish: 251:20009).

The third topic: the concept of competition philosophy, competitive policies
Concept of competition philosophy:

It is a system of economic relations under which a large number of buyers and sellers fall,
and each of them acts independently of others to reach its maximum profitability, which is the
power of supply and demand: the supply of goods alongside sellers in their group, and the
demand for goods on the side of buyers in their group.

Competitive Policies:

Two types of Competitive Policies will be indicated as given below and my agencies-:

1 - Price policies: here the price of the product is the factor that the company controls, where some
find that the price factor is the most important in the competitive base, while others see that the
price competition of other elements of the marketing mix is the most important in this area within
the case of price competition. (Brustatiene, & Rutkauskas 2000: 173).

2 -Non-price policies: The role of non-price policies is no less important than the role of price
policies.

Non-price policies cannot be reduced, as is the case with the price reduction strategy. For example,
if the consumer is attracted to the products of the organization as a result of low prices, then this
consumer can easily buy from another competitor as long as this competitor offers a better price.
This cannot be achieved. For the non-price competition, in which it is difficult to react quickly on
the part of competitors.

-Price competition leads us to a kind of bargaining and bargaining with consumers, and this does
not happen in non-price competition.

The non-price policy often allows the organization's management to open new markets to sell its
products as long as this competition provides a high-quality product that matches the consumers'
desire. On the contrary, the low price does not enable it to enter the markets if the product does
not have a certain quality that matches Consumer needs and wants.

Non-price competition often leads to an increase in the profits that the organization seeks to
achieve, how it enjoys a competitive advantage in the market and does not have to reduce the price
as a result of the reactions of competitors (Brustatiene, Rutkauskas, 2000, 188).
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Among the non-price policies, we clarify the following:-
1 .Product policy: The product policy plays an important role in strengthening the competitiveness
of business organizations, as achieving competitiveness through products requires providing
products with an advanced level of quality through strengthening research and development units.
2 .Pricing policy: Through the pricing process, the organization can sell its products at an
appropriate price to consumers, and at relatively low prices compared to competitors, which is the
main advantage of the organization through which it outperforms competitors.
3. Promotion and Advertising Policy: Promotion is a form of communication that aims to build
cognitive benefit to the target audience about the promoted goods or services. Promotion
overcomes the buyer's ignorance problem by providing information about the institution,
commodity, prices, or uses of the commodity. ..etc,
4. Distribution policy: that distribution is the element through which goods and services are
delivered from the places of their production to the places of their consumption at the appropriate
time, place, quality, quantity, and price.
5. Policy of development and innovation: The survival goal of the institution dictates that it pay
attention to developing its products or services and inventing new products so that it can raise these
products to the level of consumer needs and desires that are characterized by a high degree of
development.
6 .The policy of product differentiation and quality improvement: Distinguishing the products and
services provided by business organizations leads to satisfying the desires and needs of consumers
through a continuous competitive advantage. Relatively high but with better profitability.
7. Service policy before and after-sales: The importance of this function is based on a philosophical
idea, which is that the product is not important if the consumer is not aware of how to use it or
repair it in the event he expects it. Therefore, attention to the services provided is a very vital issue
and helps in attracting customers to deal with the company. Al-Sumaida’i and Youssef, 2006, 113).
The fourth topic: the field side

1. Analyzing and discussing the results of the respondents' opinions and responses to the
research variables.

This topic deals with the presentation and analysis of the data included in the questionnaire,
by analyzing the opinions and responses of a sample of respondents from the research community
represented by (the ready-made construction lab) on the research variables related to indicators of
comprehensive quality management and competitive policy indicators.

Responses of the sampled respondents about the variable of total quality management, table
(1) indicate the general description of the opinions and responses of the research sample members
of the managers in the ready-made construction laboratory and at the detailed level of the indicators
of total quality management.
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Table (1) The order of relative importance of the average answers of the research sample for the
variables of total quality management

Arithmetic percentage | Verification
mean £ degree

Focus on the Excellence
customer
Higher . Excellence
Management
Staff . Excellence
participation
continuous . very good
improvement

Source: Prepared by the researchers according to the results of the electronic calculator.

It is clear from Table (1) that the indicators of total quality management. It was with a varying
degree of verification between excellence - very good and acceptable. The order of focus on the
customer ranked first with a degree of excellence, with a percentage of (96%) and with a standard
deviation of (0.604). As for the index of senior management, it ranked second with a percentage
0f (92 %) and an arithmetic mean of (4.54) and a standard deviation of (0.865), and the third place
was the employee participation index, as it obtained relative importance of (92%), and the
arithmetic mean was (4.54), and a standard deviation was (0.6359), and the improvement index
came in the fourth place Continuous and with relative importance reached (88%) and with an
arithmetic mean of (4.34) and a deviation (0.924), and this is evidenced by the table that the views
of each of the managers in the surveyed company were positive regarding the indicators of total
quality management because most of the averages are generally higher than The hypothetical mean
of (V).

Table (2) The order of relative importance of the average answers of the research sample on the
variables of competitive policy

Products . Excellence
Pricing . Excellence
distribution . Excellence
development . very good
and innovation
Distinguish . . Excellence
products and
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improve their
quality
promotion
Before and
after-sales
services

Source: Prepared by the researchers according to the results of the electronic calculator.

It is clear from Table (2) that the indicators of competitive policies. It was with a varying
degree of verification between excellence - and good. The ranking of products and their quality
improvement came first with a degree of excellence, with a percentage of (91%) and with a
standard deviation of (0.656), and development and innovation ranked seventh with relative
importance that reached (78%) and with arithmetic mean It reached (4.43) and a deviation of
(0.724), and this indicates through the table that the views of each of the managers in the company
in question were positive regarding the indicators of competitive policies because most of the
averages are generally higher than the hypothetical mean of (3).

1- Analyzing and discussing the results of the respondents' opinions and responses to the
research variables.

This topic deals with the presentation and analysis of the data included in the questionnaire,
by analyzing the opinions and responses of a sample of respondents from the research community
represented by (the ready-made construction lab) on the research variables related to indicators of
comprehensive quality management and competitive policy indicators.

The responses of the sampled respondents about the variable of total quality management,
table (3) refer to the general description of the opinions and responses of the research sample
members of the managers in the prefabricated construction plant and at the detailed level of the
indicators of total quality management.

2- Hypothesis Test

Test the hypotheses related to measuring the single effect of total quality management on
competitive policy (TQM), and to know the results, then use simple and multiple linear regression
to test and prove the hypothesis, as the analysis will be measuring the impact of variables (TQM)
on competitive policy.

The data was obtained from the questionnaire (shown in Appendix (1)) by taking the opinions of
the members of the board of directors of the company in question, department managers and
supervisors of production lines in it, to identify the principles of effective quality management,
and to determine the impact that these principles play in the competition policy. To evaluate the
regression equation, the focus will be on the multiple determination coefficient (R2), and to
determine the significance of the regression model, the calculated value of (F) will be compared
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with its tabulated value, according to the equations shown later. Single analysis to measure the
impact of TQM variables on competitive policies.
Table (3): Results of the individual analysis to measure the impact of the principles of total
quality management on competitive policy

No. competitive variables TQM
F R?

1 | Products Policy 17.2 34.3%
Pricing Policy 4.0 AR

3 | Promotion and Advertising 4.2 AR
Policy

4 | Distribution Policy 423 ZAY,Y

5 | Development and Innovation 14.6 ARG
Policy

6 | Product differentiation and 22.9 ARR
quality improvement policy

7 | Before or after sales services 2.4 Al

8 | all variables 87.7 AN

The value of (F) tabulated for all variables (9.32) with a degree of freedom (1.21) and below the
(+>+°) level of significance

1 - Analysis of the effect of (TQM) on product policy: Simple regression analysis models to
measure the effect of TQM variables on product policy indicate a significant and positive effect at
the level of significance (0.05), as the (F) withdrawn amounted to (17.2) and a coefficient of
determination (34.3%).

2 - Analysis of the effect of (TQM) on pricing policy: Simple regression analysis models to
measure the impact of (TQM) variables on pricing policy indicate the presence of a negative and
insignificant effect, as the withdrawn (F) value reached (4.0), which is less than the scheduled (f)
value Below a significant level (0.05), with a coefficient of determination (7.1%).

3 -Impact analysis (TQM) in the promotion and advertising policy: Simple regression analysis
models indicate the existence of a negative effect, as the calculated (F) value reached (4.2), which
is less than the scheduled (F) value under the significance level (0.05) and with a coefficient of
determination (2.2%). It is clear from the above that the regression analysis models at the level of
variables are all negative.

4 - Analysis of the effect of (TQM) on distribution policy: Simple regression models indicate a
significant and positive effect at the level of significance (0.05), as the calculated value amounted
to (42.3) and with a coefficient of determination (62.2%). All are positive and moral.

5 - Analysis of the effect of (TQM) on development and innovation policy: Simple regression
models to measure the effect of (TQM) variables on development and innovation policy indicate
the presence of a significant and positive effect at the level of significance (0.05), as the calculated
(F) value reached (14.6) with a coefficient of Determined (32.7%).

6 -Analysis of the effect of (TQM) on the policy of product differentiation and quality
improvement: Simple regression models to measure the effect of (TQM) variables on the policy
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of product differentiation and quality improvement indicate the presence of a significant and
positive effect at the level of significance (0.05), as the calculated (F) value reached ( 22.9) with a
determination coefficient.(%Z¥),Y)
7 -Analysis of the effect of (TQM) on the policy of pre-and after-sales services: Simple regression
models to measure the effect of (TQM) variables on the policy of pre-and after-sales services
indicate the presence of a negative and insignificant effect, as the calculated (F) value reached
(2.4), which is Less than the value of (F) scheduled under a significant level (0.05) and a coefficient
of determination.(%Y)
8 - Analysis of the effect of (TQM) on all competitive axes: Simple regression analysis models to
measure the effect of variables (TQM) on all competitive axes indicate the presence of a significant
and positive effect at the level of significance (0.05), as the calculated (F) value reached (87.7)
with a coefficient of determination (67.8%).

fifth topic: conclusions and recommendations
First: the conclusions
First: the conclusions
1 -The inability of the laboratory to adopt the method of comprehensive and radical change in
improvement due to the weakness of its resources and capabilities, so it needs the gradual method
of improvement followed in (TQM).
2 -The lack of knowledge of the managers and employees of the company in question about
modern administrative methods, such as the use of the process approach in management, as the
laboratory management still adopts traditional methods of management.
3 -The difficulty of building long-term relationships with suppliers because the ready-made
construction lab follows the tendering method, as it deals every time with a group of new suppliers,
which reduces the possibility of building mutual trust relationships with them.
4 -Senior management does not pay enough attention to benchmarking with competitors, and thus
lost many opportunities to improve the quality of its products and services.
5- The prefab lab does not have an integrated information system programmed on the computer to
collect, process, publish and store information. This technology is still primitive, as it is difficult
for the different departments to participate in information, as the information flow is done
manually, which reduces the efficiency of work and leads to the emergence of many problems.
Second: recommendations
1 -Establishing a database on the computer to collect data on production and tests of ready-made
concrete parts to benefit from them in future analyzes using TQM tools.
2 -Providing specialized transport equipment for concrete parts to transport parts between the
stages of the production process, especially in the finished stages, to ensure their safety from any
damage during transportation.
3- The need for the management of the company in question to establish quality control workshops
that include all disciplines related to the production process to discuss the progress of the
production process and solve the problems they encounter.
4 -Focusing on the use of modern quality models choosing the factors that can contribute to the
development of quality, and not committing to a model as the optimal solution to all the problems
of the laboratory.
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5 -Spreading the culture of quality by increasing the awareness of the employees about the
importance of quality and encouraging them to take responsibility through weekly or monthly
educational sessions as needed, as most of the quality problems stem from the workers’ lack of
interest and responsibility.

6 -Setting criteria for selecting suppliers (cement + aggregate) to reduce quality problems, and the
materials supplied should be based on quality.

7 -Shifting from vertical organizational structures to organizational structures according to the
process approach, as these structures seek to reduce levels of supervision and encourage employee
participation.

8 -Subjecting all processes to continuous improvement to increase their contribution to increasing
quality through the contribution of all lab activities to support quality improvement efforts, thus
reducing quality costs and improving competitive advantage.

9- Paying attention to competitiveness indicators (product policy, pricing policy, promotion, and
advertising policy, distribution policy, product differentiation, and quality improvement policy,
before and after-sales service policy) and adopting them as quality standards.
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Appendix
The first part
My responding brother, my responding sister
After Greetings.

The questionnaire presented to you is part of the requirements for preparing the research
tagged "Total Quality Management and its Impact on Competitive Policy: An Analytical Study
of the Opinions of several Workers in the Prefabricated Building Factory", and your answers to
the questions included in it contribute to achieving the objectives of the research, and thus
reaching results that we hope will be valuable And useful thank you.

Therefore, we hope to assist you as much as possible by accurately answering the questions
of this questionnaire. Note that all data will be used for scientific research purposes only.
Please accept the highest consideration, appreciation, and thanks for the assistance........

The researchers
The second part

I don't agree at all =1
Strongly disagree=2
I don't agree=3

Neutral=4
Agreed=5
Strongly agree=6
I agree=7
TQM information
No. items I totally disagree I
totally agree
1 |2 3 ][4 [5]6 7
1 Top management is involved in quality management.
2 Senior management is interested in working on accepting

concepts and skills related to quality.

3 Management strongly encourages employees to
contribute to quality activities.

4 Senior management delegates authority to employees to
solve quality problems.

5 Senior management allocates sufficient resources to train
and educate employees.
6 Senior management discusses many issues related to

quality in its meetings.

72



Zralall Gl i) 4K Alae

7 Top management focuses more on product quality than
product quantity.

8 Senior management is interested in building long-term
relationships with suppliers.

9 Top management considers quality the most important
factor when selecting suppliers.

10 | Senior management participates in supplier activities
related to quality.

11 | Senior management possesses detailed information on the
performance of suppliers.

12 | Senior management regularly reviews and audits the
quality of supplier performance.

13 | Employees at all levels contribute to setting policies and
plans related to quality.

14 | The vision encourages employees to commit to quality.

15 | Management develops a long-term business plan.

16 | The administration sets the plan according to scientific
foundations.

17 | Top management regularly performs quality audits.

18 | Cost analysis is widely used by top management.

19 | Top management uses data-related quality in evaluating
the performance of departments in our organization.

20 | Senior management uses data related to quality in
evaluating employee performance.

21 | Workers keep their workplaces clean.

22 | Senior management owns equipment maintenance plans.

23 | Top management uses effective inspection methods for
equipment and machinery.

24 | The process is designed with great flowability to reduce
the failure rate.

25 | Quality tools are widely used to control and improve the
process.

26 | Statistical methods are used to control and improve the
process.

27 | Customer requirements are taken into account when
designing the product.

28 | Different departments participate in product design.

29 | Senior management emphasizes cost when designing the
product.

30 | The functional technique of quality diffusion is used when

designing the product.
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31 | Our organization has cross-functional teams.

32 | The organization implements the employees' suggestions
to a great extent.

33 | Employees are widely concerned with the success of the
organization.

34 | Management encourages employees to solve the
problems they face.

35 | Management encourages employees to write reports on
work problems.

36 | Top management improves working conditions so that
employees realize the efforts made by top management to
improve quality.

37 | The management has a pay and promotion plan to
encourage employees to participate in quality
management activities.

38 | Management organizes the promotions plan based on
their inherent contribution to the quality work of the
organization.

39 | Management rewards good suggestions excellently.

40 | The administration clearly defines the method of
punishment and reward.

41 | Management trains employees in the use of quality tools
and methods.

42 | Management provides employees with lessons to increase
their awareness of the importance of quality.

43 | Management encourages employees to acquire certain
skills.

44 | Employees respect training and understand its
importance.

45 | The organization collects information extensively about
the customer's complaint.

46 | Customer-related quality information is treated as a top
priority.

47 | The organization conducts market research to gather
suggestions on ways to improve the product.

48 | The organization conducts a customer satisfaction survey
every year.

49 | The organization provides guarantees to the customer

when selling the product.

the third part
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questions related to the competitive policies of the prefab factory

No. Items- Products Policy I totally disagree I
totally agree
1 ([2]3]4]5]6]7

1 The production process of products depends on the needs

of customers and the capabilities of the company.
2 The company is keen to provide its products in different

shapes and sizes based on the wishes of buyers.
3 The company is keen to achieve quality design and to

achieve the attractiveness of its products.
4 Before making any modification to its product range, the

company takes a thorough study of the market and

consumer needs.
5 The company takes into account its responsibilities

towards society and the environment when designing a

new product.

Items- Pricing Policy I totally disagree I
totally agree
1 12]3]4]5]6]|7

1 The company has a diversified price policy to suit

different products and market sectors.
2 The company aims through the pricing process to

maximize profit only.
3 The company aims through the pricing process to sell its

products at an appropriate price to consumers.
4 The company takes into account the reactions of the

intermediaries in the case of setting prices for its products

because they are important in distributing and promoting

the products.
5 The company provides information on the degree of

consumer response to changes in product prices.
6 Relatively low prices compared to competitors are the

main advantage of the company through which it
outperforms competitors.

Items- Promotion and Advertising Policy

I totally disagree I
totally agree

1 12]3]4]5]6]7
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The company seeks through the promotion process to
enhance the customer's awareness of the offered
products.

The company carries out various activities for sales
promotion such as (exhibition, free samples, souvenirs).

The company aims through promotion to enhance its
distinction from its competitors.

The company works to motivate and encourage the
customer to make a purchase decision in a different
promotional way.

The company conducts advertising campaigns for its
products from time to time.

The company's promotional policy urges customers to
repeat the purchase.

The company pays great attention to promotion and
advertising to build the reputation and position of the
product and the company.

Items- Distribution Policy I totally disagree
totally agree

1 [2]13]4]5]6

The company works to deliver its products to the
customer at the right place, time, and place.

The company works to determine the level of intensity of
market coverage required from time to time.

The company evaluates its distribution channels from
time to time.

The company seeks to own a wide and diversified
distribution network.

Ease of obtaining the company's products from buyers.

Items- Development and Innovation Policy I totally disagree
totally agree

1 |2 ]13]4]5]6

The company pays great attention to the innovation of
new products.

The company is described as the innovative and rapid
development of new products.

The company takes the opinions of customers when
developing the company's products.

Department heads are supervised in the operations,
development, and improvement of products.
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The company can adjust production lines to produce new
products in time.

Items- Product differentiation and quality I totally disagree I
improvement policy totally agree
1 ([2]3]4]5]6]7

The company seeks to distinguish its products from those
of competitors to create a competitive advantage.

The company is working to improve the quality of its
products to attract more customers.

The company makes frequent changes to the models and
models of products to distinguish them from those of
competitors.

The goal of the company distinguishing its products and
improving their quality is to meet the desires and needs
of customers.

Items- Before and after-sales service policy I totally disagree I
totally agree
1 ([2]3]4]5]6]7

The company gives wide attention to the services
provided before and during the sale process for its role in
attracting customers.

The company gives wide attention to the company's
services after the sale process to win the loyalty of
customers.

The administration is keen to grant sufficient powers to
its employees to provide appropriate services to
customers.

The company is keen on direct contact with customers to
provide service on time.

The company believes that providing after-sales services
is one of the important means of gaining customer
loyalty.

In the event of any defect in the provision of the service,
corrective action is taken to ensure customer satisfaction.
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