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Theory
A theory can be defined as an interrelated
set of statements of relationship whose
purpose is to explain and predict. When a
provisional hypothesis is tested and verified
and found to be true, it is designated as a
scientific theory.

Concepts
Concepts are the basic building blocks of
scientific investigation. It is a creation of the
human mind that are used in the classification
and communication of the essence of some set of
observations. Hence, it can be defined as abstract
ideas generalized from particular facts.
Example: Purchase, Satisfaction

Total Quality Management Theory and Definition of the concepts

TQM is defined as an approach to management characterized by
some guiding principles or core concepts that embody the way
the organization is expected to operate which, when effectively
linked together, will lead to higher performance

Driver has direct effect on system and no direct effect on results
but must influence overall results through the system.

Driver

System

Results

Model
A model is a highly formalized representation of a
theoretical network, generally designed through
the use of symbols or other such physical
analogs. Models are used as representations of
theoretical systems so that they can be tested,
examined and generally analyzed by those who
create them.

Variables (Dimensions)
A variable is simply a symbol or a concept that can
assume any one of a set of values.
It is a specifiable aspect of a concept. For example,
understanding application are two specifiable aspects of
the concept of learning. A concept can be subdivided
into several clearly defined dimensions.
Example: Purchase : Can take 1 for purchase, 0 for no
purchase.

Elements (indicators)
Definite meaning to a concept will specify one or more
indictors what we have in mind. An indicator is a sign of
the presence or absence of the concept we are studying
with the unit of analysis. An indicator is called as a
element. These elements are grouped into different
specifiable aspects of a concept. A specifiable aspect is
called as a dimension of the concept.
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Empirical analysis
We applied a two stage-approach which combines Decision-Making Trial and Evaluation
Laboratory (DEMATEL) and Structural Equation Modeling (SEM). The main idea of this
approach is improving the fitness of a SEM model based on results of DEMATEL
technique.
By applying this approach, the interrelationships considered in the structural equation
modeling not only are supported by the literature review, but also are confirmed by
experts’ opinions and analyzed by DEMATEL technique to increase the degree of fitness .

There are two considerable points in this approach:
-Experts not only are appropriately familiar with theoretical arguments, but also are aware
of characteristics of the population and therefore can be reliable consultants for the
researcher.
-Also, combining SEM and DEMATEL techniques may increase the faith that the results
are valid when two different methods provide comparable conclusion.
- both internal and external validity will be high

DEMATEL technique:
DEMATEL is able to create a structural model based on the
experts’ opinions and knowledge.
(1) Creating the direct-relation matrix (Matrix A)

(2) Normalizing the Direct-relation Matrix (Matrix X)
(3) Attaining the Total-relation Matrix (Matrix T)

(4) Producing a Causal Diagram

(5) Obtaining the Inner Dependence Matrix

SEM analysis: Structural Equation Modeling (SEM)
and AMOS software are utilized to test the model in
Iranian organizations.

Collecting Opinions of the Experts
The opinions of the experts were gathered by means of a matrix of
the respondents. The experts determined the direct effects of
concepts in the rows on concepts in the columns. In addition, the
experts also evaluated the influences of the concepts in four levels.
As a primary assumption, the causal linkages among the concepts
which are not supported by literature review are evaluated as zero.
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