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Abstract 
egarding the growing attention to the role of 
quality in organizations different approaches have 
been presented. Total Quality Management 

(TQM) is a management system that the organizations 
may apply to control their goods and services as well as 
the sale process to present them. The effects of this 
system on performance have been examined several 
times and led to valid results. Hence, to improve the 
organizational performance that can be the result of 
TQM, just imagine an inefficient but complicated 
organization. This research intends to add a systematic 
view to quality control by examining the intermediating 
role of market orientation (MO) and recognize the joint 
effects of these two managerial approaches on 
organizations' performance. In other words, the current 
research seeks to examine the effects of TQM on 
performance (service quality) through the intermediation 
of MO.  To do so, the data were collected using a self-
administered questionnaire that included 37 questions. 
The reliability of the questionnaire for pre-type was 
0.83% and in general estimated as 0.91%. The final 
results revealed that MO cannot play the intermediating 
role in TQM affecting on performance. 
 

Key���� Words: hotel, market orientation, service quality, 
total quality management. 
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�]��L
��	��:7��&���7� *̀

3��35+�l���
���� P!+���z$M]��$%$&����38�"�� 8>��

�������`̀&�35+�`̀l������`̀+����7�`̀��+��`̀+��`̀� ���`̀+�;���`̀��

y �=M"����3 �̀��������� #̀�7�
����/ P̀4C:�����d� ]̀���7�� +̀�L- &̀��

y �1��7�*��$"�;/--&:�3#�#�������35
�
/ �̀�7�*��J
���,
��

�#��>��)8�G�/����w����J
������Z:���� &̀��#��;/8��?
���

���7� !̀���%����� $̀@��	��$%$&��
�
/��'��J������5!+�� ����+

3��35-#��
�
/���+��A�������>�

�

��

�

�

�

�

�



�


����������������������������
�����
��
���
�� �!�"� #
#���
�$�%��

��
��

 

15. Saraph 18. Participation and Coordination 

16. Flynn 19. Continoues Improvement 

17. Commitment 

���� ���'+C���5� -�6�D���!/3�!@�B/#/��B-!-'����E
�� �B-!-'����F���G/H�I<��J�/@�  ��5�K�L��

E
�� �B-!-'��!/3�!@�B/#/��B-!-'��

��!-'���M � &��� �-!
���.��)�/(�N -!F��� �-!
���M �&����)�/(�N -!F��

�&� �:-!O�)��" P/Q(��.!
���B-�? ��:-!O�)��" P/Q(��

B/#/��E��)���B/#/��.'F�'�1�E3�-��

'/7&��)��R ���S,�G
@�-��&T���
��E��)�����!��'/�������S,�)�!��)��.!/3&2+E*�!O�B/#/�

EJ��!��
2� 2� ��!
������&��E(��)�� ���
,���

����U/� 6��E���V�'�1�����.�!/(�

EW�!3�
= /
(���> '�����&��P�!���!�
� ���&JV��!��'/������> '�'�2��P�!���

 

!/3�!@�B/#/��B-!-'����F��5��

�$@��	��$%$&��
�
/��7��+:���� <̀����3%456��G V��̀8�;/

���̀^ 5���� +̀�� �̀ ���+�Q
�*��&��#����:����� #̀�j
�� 8̀���D �$

������5 #̀��'+�l�:�!$@n
���9
���������#�~ "�:��
�5Y��:j$F�

+�����7�$@��&5?*/-�>4)����T�G V��,
�Z�3����G V̀ ���+��� �
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�5 Ỳ���3 �̀�

�`̀?
�+�'`̀W�����`̀
��3`̀C�� `̀8��3
�-`̀8A��`̀+���
�5`̀Y����

�3*� 2̀�f"�������
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20. Deshpande, Farley and Webster 

21. Create Information 
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22. Interfunctional Coordination 24. Dawes 26. Wong and Elis 

23. Customer Orientation 25. Cox 27. Competition Orientation 
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�#��>���7��$?+��7�*��$"��+�B$P=��7��+��&�/"/�5M�����
/�

����+:����� 8̀�v 
̀� ������� #̀����/
�+�����+�D �(aC��>���� �̀��, 
̀�

%$��T������+����'V�W�D �(aC���&��#��3+�
����+�/W���34V�

/-&�v
� ��z456��7�*/W���,$+����>��̀ 
���� �̀��,
�T���� �5 Ỳ�
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28. Performance 30. Perceive Quality 

29. Service Quality 31. Zeithaml 
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�A�K*��+��!-�
�3���l��+��
�%�7�
,�L�"�;� P"�/"��>����
�!"�

�$":�G�/����)8w�����Y"�/-*�w�A�I��+,$�7�*�$[5���B $̀�F��

�#���&�/$<����
�m/(�/$<���)�3���$]�	��7�*�B$�F����7��+�

7���@�I���*�$[5���+��9
/J
���,$-H)*���/"�w��$I����$"��<����

8;/��#�>��

��

��



���
���
���
���
��

��
��
��
��

�
��
��
��
	

�
��

��
��
��
��

��
��
��
��
��

��
��
��
��

����
��
�
�

���
��

� 
��

��������

( �!"��&��
'"��	������)��
'"��*��+��,��-��'#���*.��
� 
 

��

��

��'+�������\��5> �!a��EW�V(��G/�`��&Y�:/6;���

/? !@
��� 
'/W����������


/? !@� 
f&(��

�!/a��� 
)�'(�C�

!/a�� 

/? !@D�����5!/a���B-!-'��B/#/��!/3�!@�!��B/#/��> ��', '/W�� Jg�B \�c 
/? !@D�<���5!/a���.�&; ���)���!��B/#/��> ��', '/W�� BJg� K [�c 
/? !@D�<&��5!/a���B-!-'��B/#/��!/3�!@�!��.�&; ���)�� '/W�� BJg� \\��c 
/? !@D�<��V1� 5!/a���B-!-'��B/#/��!/3�!@�!��B/#/��> ��',�
��S� ��D�

.�&; ���)�� 
<'Y�'/W�� h h 

��

2; �/`��'���&V#�E�6;�/:5��

�5"
U�4&3��F�$B��]�W�����3��� ���+��̀8$; ��7����� #̀��

��w��`̀9"���;/*�`̀Y���`̀&��>���`̀
,�'J`̀8�t `̀=2�/`̀5)�:�

��Y"�/-*�w�?�$�*�7�#�#�3��#���&�C�B P̀��A:�����̀ @�I�7�

[5�$��'�5?���+�[5�$���5?+����+�I�8;/��#��>/+
,��-M���&�

?�$�*�7�#�#�3�D ��I������-M�7���5 8̀��������� ���4F��̀$'�

?�$:���+�D � V��/ 5̀)���� )̀"
L�;�����̀�3��� 8̀�>����F��̀$B�

�]�W:���)�3�?�$�*�:�?�$�*�7�#�#�3��#�-83
�8/>��

� ="�)*��&����w��9"���)8w���;/*�Y���3�� 8:���� )̀�3�

C�P���!�7�����-M����#�#�3��#�-83
�;/8�/"���� &̀���̀ 
,��� 2̀�

/+
,��#�-M���&�*��$��-.$,�#$��!)5 ?̀3
������! 8̀�9"7�

/�
�����!45*�� !Y��;� +������O F+�&$%$�:��&�����*���h�

� !��;��&��#�:�/�
����"$��'	���;/"�)"�����̀ 
;�@/��̀5PX�3�

��/`̀+�/`̀"����>�`̀������0  `̀12���/`̀�	��=`̀#����`̀@7�L`̀�"�

� F�����+7�"$��-.$,��3���� �̀��t�P-5 #̀���� &̀���� &̀������5 #̀��

#$�!)5?7�/�
�
53������-&�
/J
�9�)5Wu���� +̀��/ )̀*
�9��� Ì��
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