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Abstract 
 

Corporate social responsibility has become part of the economic terminology since the 

seventh decade of the 20th century. From the beginning of the 21st century this context 

extended and multidimensional with several economic, social and legal connections. 

Corporate social responsibility focuses not just on the companies‘ revenues, but also on the 

ways, companies achieve these profits. Social responsibility means satisfying stakeholders‘ 

expectations, and the managing of economic, environmental and social aspects in relations 

with stakeholders in every area of influence: the workplace, market and community. The 

organizations should address these issues from a strategic point of view. Necessity to 

strengthen the quality strategy and technology is increasingly seen as a way to sustain 

competitive advantage of organisations and also a way to overcome disappointments with 

quality standards and programs in order to survive in today‘s global competitive marketing.  

The aim of quality movement is to enable organizations to deliver high quality services in the 

shortest possible time to market, at minimum cost, and in a manner that emphasizes human 

dignity, work satisfaction, and mutual and long-term loyalty between the organization and its 

stakeholders. As such, TQM has a strong ethical dimension, advocating the importance of 

considering the interests of stakeholders. 

Quality management models and methodologies established on the extensive principles of 

quality are seen as a basis and catalyst for effective CSR in companies. There is not much 

research done on the influences and effects of TQM on CSR development. 

The primary aim of the research is to review corporate social responsibility within a total 

quality management framework. 

Therefore the research question for this study has been identified as, how quality management 

can act as a basis and key catalyst for developing CSR in companies? 

 

Keeping this question in mind, a quantitative content analysis through annual reports of 28 

companies was chosen and various reliable scientifics reports were extensively reviewed and 

analysed. This study aims to find if there is any connection between companies' 

characteristics and the amount of integrated information of the TQM andCSR appearance in 

their annual reports.The author tries to analyse developments in corporate social responsibility 

(CSR) in terms of standardization. Different graphs are generated in order to demonstrate the 

role of TQM on CSR development. As a result, we understood that most of the companies try 

to be certified by different ISO standards in order to improve their business quality and better 

satisfy stakeholders and customers‘ expectations. In such a way, they realized that they should 

pay more attention to the environment, economic and social aspect of their business 

performance. 

 

Keywords 

 

Total Quality Management, Corporate Social Responsibility, International Organization for 

Standardization, Stakeholder Theory  
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1. Introduction  

1.1 Background 
Total Quality Management (TQM) and Corporate Social Responsibility (CSR) are related 

leadership principles in order to produce a maintainable competitive advantage. TQM and 

CSR are thought to be capable sources to reach a competitive. CSR is frequently believed in 

terms of a management philosophy approach to business which can be described as the 
merging of social and environmental interests in the company‘s business procedures and 

interactions with their stakeholders willingly (Carroll and Shabana, 2010) . TQM is a widely 

known philosophy that concentrates on unbroken process refinement within organizations to 

provide high customer value and encounter customer expectations with providing more profit 

and productivity (Wang, Chen, and Chen, 2012). 

Organizations are also inspired to behave in a socially reliable way. The public, governments, 

clients and other stakeholders require organizations to identify their social and environmental 

obligations to modify business practices to diminish the negative effect of their operations and 

to beneficially contribute to the groups where they cooperate (de Grosbois, 2012).  

As Cannon states, there is a raising public attention to where and how goods are produced. 

Customers can vote for or against company‘s behavior by either buying or banning products, 

which in turn affects a company‘s financial outcomes (Cannon, 2006). That is why CSR has 

become a vital issue for organizations, especially obtaining products from developing country 

providers (Murphy, Öberseder, and Laczniak, 2013). 

CSR must be implanted in the company culture. There are different reasons for an 

organization to implement CSR; to comply with special demands of stakeholders, to increase 

quality of the company‘s performance, to increase reputation of the company, to create 

customer loyalty or to overcome legal sanctions (Basu and Palazzo, 2008). 

TQM and CSR would be concurrently implemented to build a worthy company strategy 

which provides a competitive advantage that is sustainable (Oakland, 2011).  

Moral principles in business are not only philanthropy but a necessary foundation upon which 

businesses are based on and through which business development can be achieved and better 

groups developed (Moir, 2001). Correspondingly, total quality management (TQM) is based 

on ethics, which lead to business development in theory and practice. Therefore, it is possible 

to say that CSR has always been a main influence in business and that it is now growing more 

quickly. CSR has a strong influence on the rules of quality management. TQM introduces 

models to improve continuous  improvement in structured and organized processes and have 

similar goals and completing processes as observed in CSR approach (Zairi and Peters, 2002). 

There is an obligation for quality practitioners and scholars to make sure that the ethical basis 

of quality is not neglected and that quality management takes a leading role in supporting 

ethical business practices. Putting TQM into effect, companies need to educate employees and 

prepare them with capabilities through training. Employees must be able to cooperate to 

perform creativity, innovation (Oakland, 2011). 

1.2 Research purpose 
The primary aim of the thesis is to review ‗A Corporate Social Responsibility‘ within a Total 

Quality Management Framework. 



 
3 

In this study, the author is trying to recognize how quality management can perform as a basis 

and key catalyst for maintaining CSR in organizations. 

 

1.3 Research question 
This thesis poses the following research question: 

 How can quality management act as a basis and key catalyst for developing CSR in 

companies? 
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2. Methodology 
 

It is always the research which dictates which method the author should select. 

Before the actual investigation about the relation between TQM and CSR, the sufficient 

amount of information would need to be obtained by various reliable sources about the 

definition of CSR and TQM and the ethics in quality should be described followed by a 

discussion on existing quality models in regard to CSR. The material about related studies has 

been collected through analysis of the previous scientific research papers which has been 

obtained at IEEE library and Google Scholar.  

This study utilized a mixed methods (Tashakkori and Creswell, 2007) design that is a way for 

gathering, examining, and combining both qualitative and quantitative information at some 

phases of the study to understand the problem‘s environment better (Creswell, 2002). The 

reason for using both techniques is that none of them alone is capable of capturing the details 

of the matter in a complex environment of today‘s businesses. 

The method of the study can be sorted as following:  

 Research Design (Quantitative Method (content analysis))  

 Phase-1 ( Preliminary Study)  

 Phase -2 (Data Collection)  

 Phase-3 ( Data Analysis and Writing)  

In quantitative research method, the researcher trusts in numerical data. He/she relies on post-

positivist pleas for developing the ideas like cause and effect relations, hypotheses and finally 

test and check the hypothesis (Creswell, 2002). 

On the other hand, qualitative method of the research is an inquiry process of understanding. 

The researcher produces a ―complex, holistic picture, analyzes words, reports detailed views 

of informants, and conducts the study in a natural setting‖ (Creswell,2002, p.15). 

In the former case, data is taken from those layers of daily life which are deeply absorbed in 

the frameset of the study. Eventually, it ―produces an understanding of the problem based on 

multiple contextual factors‖ (Kumar and Govindarajo, 2014, p.149). 

In a merged method where the authors mix two methods together in one study, they construct 

the knowledge on a practical base insisting on what works. They take advantage of 

approaches and variables that are the best choices to find a solution for their research question 

(Tashakkori and Creswell, 2007). 

 

2.1 Quantitative Study research 
The author of this report decided to utilize quantitative study method as the most suitable 

research method for this thesis paper. . 

To select a project as a fitting candidate for quantitative research we need to be able to answer 

these questions: 

1. Is it possible to study the phenomenon outside of its natural environment?  

2. Should the research focus on modern events?  
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3. Is it essential to control the events which are related to the subject?  

4. Does the subject of interest founded on theoretical base? 

In the case of this research, all the answers were following the pattern of expected results and 

that convinced the author to select the quantitative method for the project (Myers and Avison, 

2002). 

2.2 Data collection 
This study aims to find any connection between companies' characteristics and the amount of 

integrated knowledge of the TQM andCSR appearance in their annual reports. The empirical 

data is necessarily generated by a quantitative content analysis of 28 annual reports.  

After selecting to implement quantitative research method in this research, qualitative and 

quantitative information related to the aim of the paper have been collected through annual 

reports of different companies and generating online and investigating information among 

them. 

 

Content Analysis (CA, hereafter) is most frequently seen in CSR as a technique for gathering 

data that consists of codifying qualitative information in anecdotal and literary form into 

categories in order to derive quantitative scales of varying levels of complexity (Archel, 

Fernández, and Larrinaga, 2008). Taking into account the wide employment of the method 

and its peculiar approach to analysis, a number of methodological concerns have been 

described in details over its use in CSR research. These concerns can be generally classified 

collecting specimens and measurement units of the analysis; the methods of defining those 

units a term that (Krippendorff, 2004), uses to refer to inspecting the contextual aspects of 

CA, which most frequently points to developing classification for these units; and the 

reliability of the operated instruments. As Adams emphasizes, there is a need for these 

methodological matters to be addressed if improvements in the extensiveness, quality, 

quantity and comprehensiveness of reporting are to be achieved (Adams, 2002). 

The author analyzed annual reports of the companies and tried to find how many times each 

aspect of different ISO standards has been mentioned in the report. Then, based on the 

quantity of the words, we can understand how important each ISO aspect is and how does it 

effect on CSR development.  

Before the actual investigation about the relation between TQM and CSR, a sufficient amount 

of information was needed to be obtained from various reliable sources about the definition of 

CSR and TQM and the ethics in quality should be described followed by a discussion on 

existing quality models regarding CSR.  

 

2.2.1 Collecting quantitative data 
This report is going to examine the relationship between CSR and TQM and their impact on 

company‘s business profitability. To do this, it is required to collect quantitative data about 

the organizations financial situation and their CSR performance. 

Data was generally collected from official reports of the organizations. Examining annual 

reports of the companies is the main method in order to have satisfied analysis to companies‘ 

general performance. (McGuire, Sundgren, and Schneeweis, 1988; Cochran and Wood, 
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1984). But those documents mostly have more publication esteem rather than information 

value. Therefore the actual performance of the company could be doubtful (McGuire et al., 

1988). 

 

2.2.2 Quantity vs. quality in CA  

A major argument in CA which started in the late 1940s and 1950s (Lasswell, 1949), 

(Berelson, 1952), and is still continuing (see e.g. (Boyatzis, 1998), (Neuendorf, 2002), 

(Krippendorff, 2004), considers whether CA is a strongly quantitative technique or it must (or 

indeed could) later on take a qualitative format. For example, (Berelson,1952, p.18) has 

described CA as ―a technique for objective, systematic, and quantitative description of the 

manifest content of communication‖ whilst (Krippendorff, 2004, p.146) defines it to be ―the 

use of replicable and valid methods for making specific inferences from text to other states or 

properties of its source‖. It is not the goal of this paper to deny or prove any of these 

approaches; it should be mentioned, however, that this is in nature a pseudo-dilemma, given 

that by definition CA is both a qualitative and a quantitative technique, using qualitative data 

which are afterwards quantified, and put attention on either way may lead researchers to 

supervise the challenges rising from the method‘s complex character (Gephart, 2004). 

Supporter of the more restricted view of CA (Schwartz, Sparkman, and Deese, 1970) and 

(Neuendorf, 2002) in the CSR field) considers that it should be systematic, impartial and 

generalizable and that quantification is necessary. To ensure that these criteria are met, 

theorists moreover try for a concentration of CA on the manifest the surface rather than the 

latent meaning of the text and to the syntactic combinations of signs without regard for 

meaning and semantic dimensions of communication, and not the practical one (Stone et al., 

1966). 

The data analysis involves first of all the review and compound of the raw data, following the 

identification of key dimensions and evolution of classifications and typologies, and finally, 

defining explanations for the identified patterns and making conclusion to the research 

questions. 

In this thesis work, the author use sampling units as a unit of analysis. Sampling unit ―are 

units that are distinguished for selective inclusion in an analysis. Content analysts must define 

sampling units so that (a) connections across sampling units, if they exist, do not bias the 

analysis; and (b) all relevant information is contained in individual sampling units, or, if it is 

not, the omissions do not impoverish the analysis (O'Dwyer and Owen, 2005).   

It looks like the majority of studies into CSR worldwide… have used corporate annual reports 

as the exclusive sampling unit (O'Dwyer and Owen, 2005), and a number of facts for this 

have been described in the CSR literature review. The annual report is the most widely 

distributed of all public documents produced by a company and it can be accepted as an 

appropriate source of a company‘s attitudes towards social reporting. It has also been said that 

Annual Reports are the most crucial source of information on business activities (Adams, 

2002). 

2.3 Validity and reliability 
Two basic aspects that keep the quality of a research up are validity and reliability. It is 

important to proof that the research is valid empirical (Biggam, 2011). 
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Saunders and Lewis describe the validity of a research in a way that validity refers to the 

outcomes of the research and how the actual findings are coherent with the outcomes they 

supposed to be (Saunders and Lewis, 2007). 

 

2.3.1 Validity 

Yin has described and summarized the methods that help the validation process found by 

other scholars and proposed three basic strategies to strengthen the validity of a case study 

research. The three man strategies are: 

 To use numerous different  sources of evidence 

 Set up a chain of evidence 

 Available key informants review of the case study report (Yin, 2003) 
 

These three strategies are used in order to keep up the validity and credibility of the outcomes. 

(Yin, 2003) 

Validity is about choosing the right and suitable method to conduct an acceptable result. 

(Biggam, 2011). From choosing the research strategy method to gathering the applicable data 

each approach must be checked and suited to the procedures of the research. 

In this report, all different steps of the process – selecting the strategy, approach to gather 

qualitative data, reviewing the literatures and scientific papers, gathering the statistical 

information and measuring the CSR- are substantiated with rational motivations and 

explanations. In order to make sure all of the approaches are legitimate enough and the 

research follows the right track. 

 

2.3.2 Reliability 

Reliability is to be sure if  the earlier researches have followed the same way and produced 

results in a common conclusion and findings or not (Yin, 2003). The main threats to the 

reliability of a study are classified as: 

 Participant errors 

 Participant bias 

 Observer errors 

 Observer bias (Saunders and Lewis, 2007) 

 

Rather than the validity, reliability is more about if the research can be trusted or not 

(Biggam, 2011). This paper starts with examining literature and selecting the scientific and 

related researchers as evidence, to assure the reliability of the important evaluation around the 

subject of the study. 

 

2.4 Possible Outcomes of the Research 
The possible outcome of this study is how the ethical foundation of quality management can 

be used to develop CSR in companies. Quality management models and methodologies 

established on the extensive principles of quality in the study as a basis and catalyst for 

effective CSR in companies.  



 
8 

3 Theoretical Framework 
Literature review is necessary for conducting an empirical study as it not prepares what 

research has been done previously relevant to the research objectives, but also shows the 

strong proof for the fully developed critical evaluation to the research theme (Biggam, 2011). 

In order precisely to demonstrate information and research outcomes, a list of the principal 

content and core viewpoints of each article is generated in time of reading the articles and 

books. Three aspects are regarded as the main focuses in this part: (1) CSR and TQM 

definition: in order to get an overview about the whole concepts and be more familiar with 

these two definitions; (2) Stakeholder theory: since the main objective of TQM is to satisfy all 

stakeholders of company therefore this concept mentioned as the second focused part of 

literature review; (3) The impact of TQM on CSR development;  As long as the principle 

basis of quality is one of the key factors that identifies it as a key area of influence in CSR, 

this concept came as the third focused area of this dissertation. 

 

 

3.1 CSR and TQM definition 

3.1.1 CSR definition 
Corporate social responsibility (CSR) is concerned with treating the stakeholders of the 

company ethically or in a socially responsible way. Stakeholders are both inside and outside a 

firm. The goal of social responsibility is to provide higher living‘s standard, while 

maintaining the profit of the company, for its stakeholders within and outside the corporation 

(Ghobadian, Gallear, and Hopkins, 2007). 

Before 1950s, the biggest economic profit was the most important aim of businesses with low 

salaries, long hours and bad working environments implies the need for large profits. 

However, social responsibility came to the front when Bowmen considered what 

responsibilities society could expected of businesses (Bowmen cited by Carroll, 1999).  

 “According to Bowen (1953) social responsibility refers to the obligations of businessmen to 

pursue those policies, to make those decisions, or to follow those lines of action which are 

desirable in terms of the objectives and values of our society‖ (Carroll,1999, p.270) 

This said that businesses required thinking how the consequences of their activities related to 

social responsibility rather than focusing benefits and providing work. This commenced the 

creation of various social responsibility definition for businesses and numerous research 

studies over the next few years. Carroll developed the definition when he specified that 

managers had to think how the implications of social responsibility calls aligned with 

providing a long-term payback period for the firm (Carroll, 1999). He also suggested the 

social power of business was directly specified through its level of social responsibility to the 

public. This explanation provided a basic understanding of social responsibilities since he 

only focused a managerial point of view without thinking how firm activities could affect 

other stakeholders. In the 1960‘s Fredrick and McGuire developed the corporate social 

responsibility definition toward social responsibilities were requirements for economic and 

legal obligations (Carroll, 1999). Actually, McGuire in 1963 developed the notion further and 

indicated businesses must perform like citizens and take an interest in the society, education, 

politics, employee‘s satisfaction and community. This means that, companies must have 

similar commitments to society as doctors, lawyers and other fields and have a responsibility 
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toward the community. It was a big step towards businesses implementing and accepting 

corporate social responsibility (Carroll, 1999).  

In 2011, the European Commission made a comprehensive corporate social responsibility 

definition below which is: The Commission puts forward a new definition of CSR as ―the 

responsibility of enterprises for their impacts on society. Respect for applicable legislation, 

and for collective agreements between social partners, is a prerequisite for meeting that 

responsibility.‖ (Abramuszkinová and Basovníková, 2015, p.870) 

To completely fulfill their corporate social responsibility, companies should have available a 

process to integrate social, environmental, ethical, human rights and client concerns in the 

business operations and core strategy in close relation with their stakeholders, with the goal 

of:  

 Making the most of the creation of shared value for the shareowners/shareholders 

 Recognizing and preventing their potential adverse impacts ( Abramuszkinová and 

Basovníková, 2015) 

This description shows that businesses are now forced to be responsible to society for their 

behavior and asked to participate as good citizens. Then the world would be a better place for 

all of us. 

The Carroll definition of CSR suggested the idea that the organization has not only financial 

and legal responsibility, but ethical and voluntary (philanthropic) responsibilities too (Carroll, 

1979). The emphasis here was that CSR, to be approved as legitimate, had to point to the 

whole spectrum of obligations a company has to society, including the most basic,  economic 

obligtions.  

Based on Carroll, CSR is described by four parts: 

 Economic 
It is vital to put effort to maximizing the profit per share. It is very important to be 

consistent and insist on making as much profit as possible. For that, it is necessary to 

have a powerful competitive advantage. High level of efficiency in day to day 

operation is vital in order to be considered as an always profitable company. 

 Legal 
The company must operate based on government law and expectations and obey the 

rules of the local regulations. As a citizen, each person related to the company must 

obey the laws and regulations. All the products and services provided by the company 

must comply with the government laws. 

 Ethical 

To be consistent with the ethics of the society is important. To understand and obey 

the ethical rules of the society that can change based on time is important. To be 

careful not to compromise the ethical expectations in order to reach the goals of the 

organization is very important.  

 Discretionary 
To perform in respect to the philanthropic and charitable expectations of the 

environment is important. Managers and employees must be voluntarily active in 

charity within their society and participate in public and also private educational 

programs and care about the society‘s quality of life (Carroll, 1979). 
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Figure 1 - The pyramid of Corporate Social responsibility (Carroll, 1979) 

The pyramid of corporate social responsibility is shown in Figure 1. It demonstrates the four 

components of CSR, starting with the fundamental building block concept that economic 

performance effect everything else. At the same time, business is anticipated to follow the law 

because the law is society's systematic organizing of laws related to any acceptable and 

unacceptable performance. Second point is business's responsibility to be moral. At its most 

basic level, this is the responsibility to do what is correct and fair, and to prevent or minimize 

damage to stakeholders. Finally, business is anticipated to be a good corporate citizen. This is 

understood in the philanthropic obligation, wherein business has to contribute economically 

and to the community and has to improve the quality of life of the people in society. 

 

3.1.2  TQM definition and Concept 
Total Quality Management (TQM) is a comprehensive and structured approach to 

organizational management that seeks to improve the quality of products and services through 

ongoing refinements in response to continuous feedback. TQM requirements may be defined 

separately for a particular organization or may be in adherence to established standards, such 

as the International Organization for Standardization's ISO 9000 series. TQM can be applied 

to any type of organization; it originated in the manufacturing sector and has since been 

adapted for use in almost every type of organization (Ghobadian et al., 2007). 

To achieve business development, a company has to permanently improve the business. 

Business development depends on the feature of continuous quality improvement. In that 

sense, the main concept of business quality are: marketing and social aspect (Heleta, 1995). 

 

 

Quality improvement in marketing sector refers to satisfying customer‘s expectations, user-

friendliness of the business, and market positioning and obtaining competitive advantage for 

the organization. Business aspect of quality improvement is about development of quality in 

http://searchdatacenter.techtarget.com/definition/ISO-9000
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internal company economy – refinement of efficiency, cost cutting, knowledge productivity 

increase and income increase. Social aspect of quality refinement implies the development of 

social welfare in relation to life quality development: 

 

 Health care, 

 Safety of employees, 

 Safety of consumers, 

 Protection of environment, 

 Protection of natural resources, 

 Safety of society, 

 Obey regulations (Heleta, 1995). 

Social aspect of quality management implies to market quality, enabling the fulfillment of 

synergy efficiency in relation to the competitive advantages of the company. Successful 

management, which must result in obtaining, maintaining and developing of competitive 

market position, assumes the implementation of principle of social responsibility in the 

organizational structure of the organization (Djordjevic, Bogetic, and Besic, 2006). In this 

survey, the author use following definition of TQM: 

TQM try to concentrate the behavior of the company, planning and practices to a culture 

which is employee and stakeholder driven and problem solving. It is a management system 

containing values, methodologies and tools focused on preferably satisfying expectations of 

the customers with a minimum amount of resources (Wiklund, Klefsjö, Sandvik, and 

Edvardsson, 2003). 

The goal of a strategy based on Total Quality is to comply with all stakeholders‘ needs. The 

company output is no more only its service: it produces quality as well. Control must above 

all be carried out on the process, not at the end of the operation: if the process is of high 

quality the result will surely be one of quality: if the process has zero defects, so too will the 

service. The final quality of a service depends on the level of quality of each sub-process that 

leads to the final outcome. 

The top level goal of the TQM approach, enhance competitiveness, is achieved by 

maintaining customer satisfaction using the best possible product quality (Wiklund, Klefsjö, 

Sandvik, and Edvardsson, 2003). 

3.1.3 Summary of TQM and CSR definitions 
Modern business philosophy implies that company must be responsible for its actions 

and steps and towards all stakeholders in environment – both in macro environment 

and in the company itself. In that sense, company is obliged to meet all requirements 

of consumers, society, partners, employees and shareholders (McAdam and Leonard, 

2003). The structure of TQM concept is summarized based on the explanations above 

in section 3.1.2. 
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Tabel 1 - Structure of TQM concept 

STAKEHOLDERS DEMANDS MANAGEMENT 

TECHNIQUES 

Society Integrity of an individual 

Environmental protection 

Safety of entire society 

Business in line with 

regulations 

Social marketing 

Enviromental protection  

( ISO 14001) 

Consumers Meeting the needs  

Meeting the requirements 

Realization of specification 

Overcoming the buyers 

‗expectations 

Marketing management 

Quality management  

( ISO 9001) 

Partners Fair relations 

Financial result 

Growth 

Marketing directed towards 

building of partner 

relationship  

( relationship marketing) 

Shareholders Financial result 

Increase in company value 

Growth and development 

Strategic management 

Financial management 

 

Total Quality Management is business philosophy which emerged as logical and 

historical reaction of entrepreneurs to demands set by modern society. It refers to 

permanent improvement of overall business of an organization, which implies 

compiling technical-technological, market, economic, organizational and ethical 

business objectives. This concept implies: meeting consumers‘ needs, development of 

business quality, safety of employees, environmental protection, education of 

employees and creation of corporate culture of an organization. The main objective of 

TQM concept is improvement of life quality. From this point of view, the entire 

system relies on the individual who has to become a responsible individual, who 

contributes by his work and actions to increase in productivity, and thereby in 

prosperity. 

 

The principled basis of quality is one of the key factors that identify it as a key 

influence in CSR. McAdam and Leonard suggest that these ethical anchorsdo not 

detract from profit seeking motives; rather they emphasize sustainable performance 

through valuing people and the environment. The right thing for business and the right 

thing ethically are not incommensurate. Thus, these philosophies, which are at the 

heart of total quality management, can influence and guide the formation of 

organizational values and ultimately the corporate vision and mission. They form the 

foundation of quality and, in turn, quality forms a stronger foundation for CSR to take 

hold (McAdam and Leonard, 2003).  

Today need to manage CSR represents a huge opportunity for the quality managers to 

add value to their business. Quality standards and TQM rules can work as platforms 

for implementation of CSR in companies (McAdam and Leonard, 2003). The author 

visualize that organizations can normally progress from building management systems 

(ISO 9001 and ISO 14001), to preparing a stakeholder-focused company (ISO 26000).  
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Tabel 2 - ISO Standards (Castka et al., 2004) 

 
 

This does not certainly mean that companies should look for certification against these 

standards – these standards can be valued as a benchmark and/or motivation. 

However, in any case the goal has to be a full embedding of CSR into daily work of 

organizations (Castka et al., 2004). 

 

 

3.2 Stakeholder theory 
 

Stakeholder theory proposes that companies broaden the scope of their careful attention in the 

decision making further than shareholders to other areas of interests like clients, employees, 

material or goods suppliers and communities. The long term values are concluded by the 

connection with internal and external stakeholders. CSR and TQM are suitable strategies 

which can intensify company value because they take into account the interest of all the 

stakeholders, both internal and external (Freeman, 1999). 

Stakeholder theory therefore presented a way to arrange thinking about organizational 

responsibilities. By proposing that the expectations of shareholders cannot be fulfilled without 

gratifying to some degree the needs of other stakeholders, it moves attention to increase 

profit. In other words, even when a company tries to serve its shareholders as a principal 

concern, its success in achieving so is likely to be influenced by other stakeholders. (Foster 

and Jonker, 2005) 

Most of stakeholder groups that recognized by most organizations are customer, employee, 

shareholder, local community and supplier. Moreover, other stakeholder groups also can be 

ISO 9000 
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represented depending on companies‘ different business situations (Figure 2) (Foster and 

Jonker, 2005). 

 

Figure 2 - The stakeholder map (Foster &and Jonker, 2005) 

 

Various stakeholder groups have diverse needs on the company. However, organization 

cannot meet all the expectations simultaneously because of interest disagrees (Fernandez and 

Rainey, 2006), e.g. maximizing shareholders‘ interest sometimes is against maximizing 

customers‘ advantages. Hence, organizations frequently pick some of them to pay attention to 

focus on. 

 

3.2.1 The effect of Corporate social responsibility on stakeholders: 
Majority of the studies related to CSR concentrate on the relationship between CSR and the 

organization performance in an attempt to estimate the legitimacy and validity of interests 

respecting barter between investment in corporate social responsibility and beneficial 

(Margolis and Walsh, 2001; Peters and Mullen, 2009). 

Operational activities of CSR are under influence of economic environmental and social 

measurements. The economic dimension of CSR is directed towards creating success at 

various levels of society and referring to cost cutting of the economic activity. When staff 

feels that the company is engaged in economic CSR activities, they are more probably to be 

contended with what they are doing in the company because they will see a raising in 

productivity and customer satisfaction that have a direct effect on the conditions of their work 

environment (Deshpande, George, and Joseph, 2000;Lee, Olson, and Trimi, 2012; Vitell and 

Davis, 1990). Despite the fact that without setting apart the effect of economic dimension, 

some studies show that an investment in CSR activities has a favorable effect on client‘s 
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feelings and is vital for distinguishing the services and products of the competitors (Luo and 

Bhattacharya, 2006; Chomvilailuk and Butcher, 2010). The goal of the environmental 

dimension of CSR is to preserve and manage resources, particularly the resources that are not 

renewable. It contains activities to minimize pollution, to cut costs and other consumptions 

like energy, water and other resources and to preserve biological diversity and natural 

inheritance (Chung and Parker, 2010). The social dimension of CSR interests the effect on 

company has on the social system it works in. This dimension contains actions inclosing work 

force management, human rights, product responsibility and society. Regarding employees, a 

company that is socially responsible ensures equal possibilities, favorable working 

environment, good salaries, health and safety etc. Social activities with regards to customers 

might include things like safety and liability of products and services, quick and well 

managed attentions to questions and complaints and sufficient supply of services and 

products. 

 

3.3 Motivation and impacts of implementing CSR 
In the era of globalization, company has to strength their comparative and competitive 

competence, and the larger the organization is the more responsibilities it has to take (Rainey, 

2006). Rainey mentions that social, political, environmental and economic aspects are 

inspirations for the company to implement CSR (Rainey, 2006). Better corporate social 

performance (CSP) may lead to improved financial performance and may in fact be a 

competitive advantage ( Waddock and Graves, 1997).   

The study by Solomon and Lewis (2002) grants important reasons for CSR motives, which 

are: 

 

 To improve image of the organization 

 To better marketing  

 To market the products more efficiently 

 Pressure on clients/consumers  

 To obey the regulations  

 To be compatible with society‘s ethics  

 As a way of political lobbying  

 To support the demand for environment 

 To support social responsibility  

 

The research by (Graafland and Van De Ven, 2006) from the Netherlands found similar 

reasons for CSR which represents a positive influence on financial outcome, an improvement 

in the reputation of the company, pay attention to high quality employees based on the ethical 

work environment, an improvement productivity, increase in commitment to society.  

There are different motivations for organizations obtaining CSR including: 

 

 Preservation of the business reputation 

 Enhancement of corporate financial representation 

 Enhancement of competitive advantage 

 Influence on shareholder risk 
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 Happiness achieved by providing value to stakeholders and to the society (Lenssen et 

al., 2010) 

 

3.4 The relationship between TQM and CSR 
 

TQM is one of the most long lasting management systems of the past thirty years and it has 

been utilized worldwide in service, production, private, public, huge and small companies. 

Corporate Social Responsibility (CSR) on the other hand is a newer innovation and dates back 

to the 1980s. However, CSR like TQM influences on all parts of the business (McAdam and 

Leonard, 2003). 

Obviously if the two concepts have a big deal in common than TQM with its greater impact in 

organizations of all sizes can behave as a key catalyst for implementing CSR within the 

company (McAdam and Leonard, 2003). TQM prosperously makes a balance between 

profitability motives and respecting the interest of wider shareholders. Similarly CSR 

approves the legitimacy of search for profit, but it takes into account value-based procedures – 

for example, valuing people and the environment as the basis to sustainable outcome (Ahmed 

and Machold, 2004). 

 

3.4.1 The relationship between quality standards and CSR development 
More trends are supposed to encompass inclusion of integrity and corporate social 

responsibility (Waddock and Bodwell, 2007). This subject also comes up in the field of 

international standardization, when the quality field has left an important impact through ISO 

9001 In fact, the International Organization for Standardization (ISO) has defined ―the crisis 

in trust with regard to corporate and public governance‖ and ―urgency of a responsible 

approach to sustainable development‖ as new improvements that are having – and will have – 

a very important influence on international standardization in the near future (Castka and 

Balzarova, 2007, p.739) 

 

In this thesis work, the author tries to outline three most important ISO standards; ISO 9001, 

ISO 14001 and ISO 26000. 

ISO 9001 
ISO 9001 is one of the standards within the series of ISO 9000. Its aim is to offer quality 

management systems which will be of actual benefit to organizations to help manage 

businesses effectively (Castka, Bamber, Bamber, and Sharp, 2004). 

ISO 14001  
The ISO 14001 standard describes an EMS as a management tool enabling an organization of 

any size or type to control the impact of its activities, products or services on the environment. 

An environmental management system (EMS) is the denomination used to explain the overall 

management system a company can utilize to integrate environmental issues in the living 

system and operating systems, and also make it possible for the company to conduct the 

activities while making sure that the environmental impacts are managed. The ISO 14001 is a 

framework to manage through the improvement of formal processes and procedures. 
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The ISO 14001 is an internationally accepted standard which plans how to run an effective 

environmental management system in organizations. It is intended to help companies remain 

commercially successful without overlooking environmental responsibilities (Castka et al., 

2004) 

ISO 26000  
CSR is rapidly becoming an important issue for a lot of executive boards, major investors and 

other organizational stakeholders. Moreover, a lot of academics have been focusing toward 

companies where total quality management can cause seeing synergies between CSR and 

TQM. The recent improvements have also pointed to the arena of international 

standardization launched an International Standard representing guidelines for social 

responsibility (SR) named ISO 26000 or simply ISO SR. Its aim is to contribute to sustainable 

development globally, by forcing business and other organizations to take care social 

responsibility and to improve their influences on their employees, their natural environments 

and their communities. (Hahn and Weidtmann, 2012) 

 

Environmental quality standards, such as ISO 14001, have aided to improve CSR within 

companies as a development of the further process orientated ISO 9001. The necessities of the 
environmental quality standard shows that managers have to figure out the risk to the system 

that arises from social interest about the environment and that environmental risk 

management schemes must be developed. Organizations which implement ISO 14001 are 

therefore reflecting both ethical and business aspects of CSR. The International Organization 

for Standardization (ISO) introduced ISO 9001—a general quality management systems 

standard (MSS), which is accepted internationally. Followed by the ISO 14001 environmental 

management system in 1996, a comparable scenario has been taking place with the social 

responsibility area. ISO introduced a new standard: ISO 26000-guidance standard for social 

responsibility. ISO 26000 supplies guidance on how businesses and companies can work in a 

socially responsible manner. This means operating in an ethical and transparent way that 

helps the health and welfare of society (Ahmed and Machold, 2004). 

3.5 The impact of TQM on CSR development 
The founders of advanced quality management and business superiority described ethics, 

principles and rules for people as key principles. For example, Crosby mentions that: ―the 

company will prosper only when all employees feel the same way and when neither 

customers nor employees will be hassled‖ (McAdam and Leonard, 2003, p.37). Juran talked 

of a system of values, opinions and behaviors, sole and team, defined within the organizations 

which are essential for organizational success. He embraced the point of view that TQM must 

be recognized for its concentration on people through the quality of company life and 

employee satisfaction. This is one of the key factors that defines it as a key area of influence 

in CSR (McAdam and Leonard, 2003) 

These principles focused on ethical anchor concepts do not belittle profit seeking motives, but 

they insist on sustainable performance in valuing people and embracing the environment. 

Moreover, the correct thing for business and the right thing ethically are not comparable 

(Mishra and Panda). Instead, quality provides: ―competitive products and services of excellent 

and durable quality, delivered in the shortest possible time to market, at minimum cost, and in 

a manner that emphasizes human dignity, work satisfaction and mutual and long term loyalty 

between the organization and all its stakeholders, in particular its employees‖ (McAdam and 

Leonard, 2003, p.38). 
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Quality can be defined as ―knowledge and skill for the advancement of human welfare and in 

promoting the safety and reliability of products for public use‖ (McAdam and Leonard, 2003, 

p.38) . Also, TQM has a base similarity to CSR in that it provides an ethical anchor measured 

necessary for CSR development (McAdam and Leonard, 2003, p.38). Organizations are 

becoming more knowledgeable of how clients view their impact in relation to CSR. And, 

using existing TQM way of organizational change to demonstrate CSR in organizations will 

not disagree with the underlying rules of CSR or TQM (Moir, 2001). 
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4  Findings 
 

This section is going to define the relationship between quality standards and CSR 

performances. In order to specify the relationship and make the relationship easier to observe, 

line charts are created based on the data collected from the annual reports of the 

organizations. 

The table of company‘s TQM and CSR parameters will be displayed according to the 

evaluation of CSR and quality performance by using the content analysis approach in annual 

reports. 

 

4.1 The data of CSR and quality parameters in organizations 
 The study in this dissertation chooses content analysis approach as the method to measure the 

CSR impacts from quality performance. The statistical finding and charts of intended quality 

standards and CSR aspects according to annul reports of companies are illustrated in 

Appendix 1. Moreover, the reasons of choosing the content analysis measurement have been 

stated in the section 2.2. 

 

Please note that, the statistics which are shown in form of tables and the graphs are based on 

the annual reports 2014. If the company is certified to ISO 9001, 14001 or 26000, it is shown 

in the table as 1 and if not, the value is 0. 

 

4.2 The relationship between quality management standard and 
corporate economic performance 

One of the most specific features of the total quality management (TQM) concept is the 

attention focused on the human activities through which a business tries to create value for its 

stakeholders. This concentration on the concept of process in the field of competitive quality 

is defined in the fundamentals of normative quality, as the ISO 9001 standard inspires a 

process approach to quality management. 

 

ISO 9001 is the globally recognized Quality Management Standard.  A company which has 

been certified to be in conformance with ISO 9001 could publicly state which it is ISO 9001 

certified . 

The ISO 9001 standard is suitable to any type or size of business The standard covers all 

problems of an organization‘s activities: meeting customer expectations, communication, 

process planning, monitoring and measurement of procedures, customer satisfaction and 

continuous improvement processes (McAdam and Leonard, 2003). 

 

Based on the collected data for ISO 9001 and economic aspect, two figures are generated to 

show the data for the number of ISO 9001 certificates grows continuously in worldwide and  

CSR economic aspect  performance of the companies. 

 

As it is shown in the table below (figure 3), there is a continuous development of ISO 9001 

worldwide and is the most popular adopted management system standard in the world. 
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Figure 3 - An overview of ISO 9001(ISO annual survey 2013) 

The ISO 9001 standard for management systems has been shown to developed procedure and 

economic performance and improved return on investment. Organizations, by continually 

improving their procedures (that contain the quality of services delivered) finally benefit both 

the customer and the society they served (McAdam and Leonard, 2003).  
 

The link between quality standard and CSR is demonstrated by the fact that most of the 

famous companies with high quality standards are also the most socially responsible 

companies. Figure 4 below 

 

Figure 4 - Economic - ISO 9001 (Poureh, 2015) 

Economy is one of the parameters of CSR and as we can see in the graph which is based on 

annual reports of the companies, most of the organizations that are ISO 9001 certified, pay 

more attention to economy. It means that the number of repetition of the word ‗economy‘ in 

their annual report is relatively more than other companies.  
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4.3 The relationship between environmental management standard and 
corporate environmental responsibility  

 

In this section, a chart has been generated in order to show the relationship between 

environmental management standard (14001) and corporate environmental responsibility 

aspect of the companies. 

 

ISO 14001 inspires the organizations to constantly improve its environmental performance. 

Apart from the obvious – the decrease in main and possible negative environmental effects.  
 

As the graph shows in the below, according to statistical data collecting through 28 companies 

by using content analysis approach, there is a clear relation between certifying by ISO 14001 

and improvement of environmental performances. Figure below: 
 

 
Figure 5 - Environment - ISO 14001 (Poureh, 2015) 

 

Based on the graph, those companies which are not certified by ISO 14001 therefore have less 

consideration on environmental aspects. 

Corporate activity may have various types of effects on the environment. Environmental 

impact points to the negative impacts happening to the surrounding natural environment 

because of the business operation. They may include non-renewable resources, climate 

change, pollution, wastage, deforestation etc. But to reduce the complexity of the graph, the 

author takes them all in one word ‗environment‘. 
 

4.4 The relationship between social responsibility standard and 
corporate social responsibility  

 

Organizations do not operate in a vacuum. Their relationship to the community and 

environment in which they operate is a main factor in their ability to operate effectively. It 

helps explain what social responsibility is, helps businesses translate ethics into effective 

activities and shares best practices relating to social responsibility, worldwide.  

 

ISO 26000 define how organizations can operate in a socially responsible way. This means 

performing in an ethical and transparent way which relates to the health and welfare of 

community (Hahn & Weidtmann, 2012).  
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According to obtained statistical data from the annual reports of the companies, we can 

observe that there is a direct link between ISO 26000 and CSR. Transparency, ethical 

behavior, respect for stakeholder interests, respect for the rules and law and respect for human 

rights are the most important factors that organizations should consider in order to have ISO 

26000. Since ISO 26000 is not directly mentioned in most of the annual reports, the author 

has taken these factors as prove of ISO26000 of the companies. 

 

Those organizations which have been certified by social responsibility standard (ISO 26000), 

concentrate more on corporate social responsibility and they try to perform their business 

activities in a more social responsibility way. The table Social below shows the stated 

relationship. 

 

 
Figure 6 - Social - ISO 26000 (Poureh, 2015) 

Social is one of the parameters of CSR and as we can see in the graph, most of the companies 

that pay attention more to social are also ISO 26000 certified. 
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4 Discussions  
 

According to Diaz (2004), CSR is a win-win situation for both the company and society then, 

at this time, two important parts are missing. The first is that CSR has to be extensive, and 

secondly, CSR has to be original as an influence-management strategy in the basis of the 

business. To point to these issues and to make sure that the full potential of CSR is understood 

it is necessary to look to literature for guidance. In fact, there are many clear relations 

between the development of CSR and the development of TQM. The word quality, in an 

international market, proposes an inclusive approach for pleasing stakeholders, such as 

clients, employees, investors and society. As McAdam and Leonard (2003), citing Moir 

(2001), ethics in economic world is not only philanthropy but a necessary foundation upon 

which businesses are established and through which business improvement can be reached. 

Thus, they propose that there is a duty on researchers to make sure that the ethical basis of 

quality is not neglected. The evidence proves that and TQM can be used to help an ethically 

sensitive business culture (Ahmed and Machold, 2004). 

This all hints that CSR could be a natural advancement for the companies that have already 

started their quality journey. This term of the quality journey is displayed as having an overall 

element of ongoing improvement where companies both develop and utilize quality 

management in an increasingly complicated and sophisticated way (McAdam and Leonard, 

2003). Indeed, the popularity of TQM proves that almost all operations have been revealed to 

some extend to strategic quality improvement procedures, which have been increasingly 

connected to the CSR through the complications of trust and popularity. Consequently, the 

principled basis of quality is one of the key factors that identify it as a key influence in CSR. 

They further, suggest that these ―ethical anchors‖ do not detract from profit seeking motives; 

rather they emphasize sustainable performance through valuing people and the environment 

(McAdam and Leonard, 2003). The right thing for business and the right thing ethically are 

not incommensurate. Thus, these philosophies, which are at the core of total quality 

management, can influence and guide the formation of organizational values and ultimately 

the corporate vision and mission. They form the foundation of quality and, in turn, quality 

forms a stronger foundation for CSR to take hold. McAdam and Leonard (2003) argue that 

TQM has ―a foundational similarity to CSR‖ (p. 38) in that it has an ethical anchor considered 

essential for CSR development, a view also shared by Vinten (1998). This congruity suggests 

that CSR could possibly be incorporated into organizations more effectively and in shorter 

timescales by using existing total quality management conduits models, methodologies and 

processes (Vinten, 1998) without undermining either the principles of CSR or total quality 

management. 

Nowadays, business organizations became aware of the fact that the way in which they 

perform business influences the society directly.  

 

As it shows in the graph below which is generated from emerging each stated ISO and CSR 

related aspects most of the companies are interested to be certified by different ISO 

certification in order to respond environment, economy and social responsibilities. 
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Figure 7 - Parameters Vs. ISOs (Poureh, 2015) 

According to the graph, we can observe that most companies invested more attention first on 

ISO 14001 then ISO 9001 and finally ISO 26000. Consequently, we can understand their 

attention to the environment, social and economic aspect. 

Suggesting high quality products in an era of highly competitive global business market is a 

necessity for organizations to succeed. This has been well comprehended by most of the 

international companies as they enter foreign markets. The prosperity of innovative 

organizations with a high quality standards such as Apple, Mercedes-Benz, and Google have 

illustrated the importance of concentrating on these qualities. As the ecological matters such 

as pollution, water contamination, changes in earth‘s climate, and other worries seem to be in 

the minds of people, more and more are expecting that organizations that appear to be the 

main source of the problem of these issues step up their tries to offer a solution for some of 

them. In this environment, organizations that offer high quality products and services and 

simultaneously are more deeply involved in CSR activities probably have a competitive 

advantage.  
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5 Conclusion 
 

As it stated earlier, quality play an important and unavoidable role in CSR development in 

organizations and quality standards can assumes as a framework in order to implement CSR. 

The purpose of this research is to find out how quality management can act as a foundation 

for developing CSR within organizations. Nowadays, companies are not only expected to 

satisfy the economic needs from stakeholders, but also required to pay more attention on 

environmental and social responsibilities relevant to other shareholders, e.g. clients, 

employees etc. However, both total quality management (TQM) and corporate social 

responsibility (CSR) play important roles for the company‘s development. It is important to 

understand the relationship between these two concepts and figure out how TQM has 

influence on developing CSR. 

 

According to obtaining statistical data from observing companies which is showed in 

appendix 1, most of the companies understood this fact that in order to survive, they have to 

satisfy the stakeholders need and expectations. Due to their stakeholders demand s, companies 

should work with a large variety of issues from the economy, to quality, the environment and 

social responsibility.  

 

6.1 Limitations 
Although the research has reached the goals, there were some minor but unavoidable 

limitations.  

 Time limitations for compelling the project. For the author there was a short period of 
time to wrap up this project. 

 Difficulties in contributing the questionnaires. A lot of the companies did not take 
time to respond to a very detailed questionnaire designed to analyze the aspects of 

SCR and TQM 

 Changing method in the middle of the short time, because of lack of response to the 

questionnaires. The author had to change the method of the research meanwhile. That 

caused some major changes to entire report. 

 Since the data collection is based only on 2014 annual report of the companies and 
information about the availability of ISOs, it does not disclose the character of the 

whole company. 

 The companies always try to demonstrate their best in the annual reports. This may 
affect the reliability of the data taken from annual reports. 

 Due to the reason that examining the statistical correlation among several variables is 

too complex and it is very important to define the exact relationship between CSR and 

TQM in this thesis, the author only selects the visual comparison to match the results. 

6.2 Future study 
In this dissertation, the author tried to explore the relationship between quality principles and 

CSR development. Thus, the future studies can be generated to outsourcing the TQM/CSR 

approach. 
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Outsourcing is one way to increase quality and efficiency in any type of organization. 

Nowadays, the production organization is not viewed as an instrument for the production of 

profit, according to traditional economic theory, whereas as a producer of shareholder value 

and the fulfilling stakeholder‘s expectations (Gazzola, Pellicelli, 2009)., in particular in order 

to develop Total Quality Management (TQM) in order to support Corporate Social 

Responsibility (CSR). Based on this perspective the creation of value and the search for total 

quality help to develop the value creation for clients, suppliers and all other stakeholders. 

(Gazzola, Pellicelli, 2009). This change in the ultimate goals of production in support of the 

theory of the value creation for shareholders and the satisfaction of stakeholder‘s needs and 

expectations also imposes a change in managerial conception that is increasingly focused 

towards a Value Based Management view. According to Value Based Management and 

Corporate Social Responsibility method, production organizations are increasingly defined in 

terms of flexibility and the increase in their capacity to provide better services at lower costs 

and better qualities; by introducing re-engineering to find new business methods in order to 

move towards the core competencies.  

Thus, the future studies can investigate about corporate social responsibility and Total quality 

management with outsourcing. This may help the organizations to cut cost and effort and also 

help the more focus on the core business. 
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7 Appendices 

7.1 Appendix 1 
The numbers, represent the quantity of mentioning each word (each dimension) in the annual 

report of the company. 

Name of companies Type of companies 
Social 
dimension 

Enviromental 
dimension 

Eonomic 
dimension 

Acando Information technology  18 28 7 

Accenture Technology services 0 3 0 

Acer Information technology  36 73 22 

Amazon Information technology  13 5 20 

BMW Automobile 12 47 59 

CGI IT service 4 14 0 

Clas Ohlson Retail 16 36 14 

Coca Cola Industry 2 25 27 

Ericsson Telecommunication 33 54 36 

HM Retail 26 35 18 

Hyundai  Automobile 2 6 29 

IBM IT service 41 49 29 

Lenovo Electronics 23 70 14 

Nestle Food and beverage 1 14 9 

Novartis Healthcare 49 53 38 

Pandox Hotel industry 6 9 12 

Renault Automobile 33 36 10 

SAAB Automobile 15 56 24 

Samsung Conglomerate 12 17 9 

Sandvik Industry 12 63 14 

Scania Automobile 2 45 25 

Swedbank Financial services 52 70 43 

Tencent Holdings Internet 30 4 8 

Tieto IT service 15 35 15 
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Toshiba Information technology  26 116 9 

Walmart Retail 4 11 17 

Walt disney Industry 4 6 26 

Volvo Automobile 22 74 40 

 


