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Chapter

The Impact of Quality Standards 
on the Business Performance of 
Small, Medium and Micro-Sized 
Enterprises in Kwazulu-Natal: 
Selected Cases in the Durban 
Metropolitan Area
Phindile B. Chili and Noluthando S. Matsiliza

Abstract

In the last decade, scholars showed an interest in alluding to compliance as a 
necessity to support small business performance in the last decades. Over the years, 
organisations have been frequently criticised for failing to comply with the quality 
standards such as the South African National Standards (SANS) 9001/ISO 9001 
require effective implementation of Quality Management Systems and SANS 342, 
which provides specifications for diesel fuel products. Quality standards matrix 
adopted by the South African Bureau of Standards (SABS) is frequently used as a set 
of detailed specifications, requirements, various guidelines and characteristics to 
assure that the product, service or process is fit for purpose. Even though public and 
semi-autonomous institutions understand the value of subscribing and complying 
with quality standards, there is still a gap in the literature regarding the enforce-
ment and compliance of quality standards in small business practices. There is a 
relationship between the adoption of quality standards and business excellence. 
Government can tap on the competitiveness of small, medium and micro-sized 
enterprises (SMMEs) and address their challenges and barriers that limit SMMEs to 
acquisition and compliance of statutory quality management systems.

Keywords: business excellence, customer satisfaction, quality management systems 
(QMSs), quality standards, small, micro and medium-sized enterprises, total quality 
management (TQM)

1. Introduction

A quality management system (QMS) involves a collection of business processes 
that consistently meet customer requirements and enhance customer satisfaction. It 
is aligned with an organisation’s purpose and strategic direction [1]. Other com-
monly used quality standards such as ISO 9001/South African National Standards 
(SANS) 9001 provide requirements to be complied with to effectively implement a 
quality management system (QMS). In order to contextualise the relevance of the 
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three mainly used concepts and their interrelation to the study, they were defined 
as follows: firstly, the QMS, which has been defined above. Secondly, total quality 
management (TQM) is defined as ‘an integrative firm widespread management 
philosophy aimed at continuously improving the quality of the processes, products 
and services by focusing on meeting or exceeding customer expectation to enhance 
customer satisfaction and organisational performance’ [2].

Scholars in management studies alluded to quality standards as documents that 
provide requirements, specifications, guidelines or characteristics that can be used 
consistently to ensure that materials, products, processes and services fit their 
purpose [3].

Products that do not meet relevant quality standards are less marketable because 
of their inability to compete globally, thus impacting negatively business growth 
and expansion. The development programmes spearheaded by the government to 
ensure products and services are more competitive are not continuously monitored 
effectively to achieve the intended objectives. This challenge usually ‘results in 
the duplication of efforts and hampers the development of the monitoring and 
evaluation framework for assessing the success of SMME programs’ ([4], p. 9). 
The food industry is highly regulated. Therefore specific minimum hygienic and 
safety requirements are enforced. Nonadherence leads to severe repercussions. In 
the article, Top Performing Companies and Public Sector ([5], para.9 Line 4), the 
2015 survey findings on the challenges faced by small, medium and micro-sized 
enterprises (SMMEs) are listed, of which 40% of them were due to burdensome 
regulations.

Neyestani [6] notes continuous improvement of the business quality performance 
based on establishing a proper system for leading the whole organisation effectively 
to meet customer requirements. Other research findings state that TQM results in 
an increasingly competitive advantage for firms. Thus, ‘TQM is considered a cause 
of competitive advantage because it lets firms operate at a more competitive level 
and fulfil the needs of its consumers while minimising production costs and wastes, 
hence increasing the quality of the end product’ ([7], p. 54). Similarly, Đorđević 
et al. ([8], p. 22) asserted that business excellence is possible to realise in two ways: 
by applying the concept of TQM. In concurrence with the assertions made by the 
different scholars mentioned above, it can be concluded that the hypothesis that 
correlates a positive relationship between the application of quality standards and 
business excellence is true. This chapter is based on the study conducted to assess the 
impact of quality standards in any business, whether in the manufacturing or service 
rendering sector and regardless of the size and complexity of the organisation. The 
following section will discuss the problem statement, review literature, expand on 
the research methodology and procedures, analyse data and elaborate on policy 
implications and conclusions and recommendations.

2. Problem statement

While the informal economy within the eThekwini Metropolitan area contrib-
utes to the city’s development and social life, the SMMEs face diverse challenges 
that impact their growth and sustainability ([9], p. 1). According to Durban's 
Informal Economic Policy [10], ‘both formal and informal economies make up 
the city’s economy; however, SMMEs face impediments that emanate from the 
socio-economic and structural factors, which compel them to be exposed red tapes, 
noncompliance to regulations’. The author works very close with SMMEs as, based 
on the observations, it has been noted that most are faced with a cumbersome and 
expensive process of essential trading permits and licences acquisition. The article, 
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Top Performing Companies and Public Sector ([5], para.9 Line 6), notes that top-
performing companies that amount to a total of 40% are challenged by the burden-
some regulations that remain the impediments that are mostly facing SMMEs that 
end up stagnating their businesses.

The Small Enterprise Development Agency (SEDA) Report ([11], 18:28) also 
notes the challenges of noncompliance by South African SMMEs, and they continue 
to impact their business’s success negatively. ‘The heightened rate of informal 
business in the SMME sector due to higher unemployment needs to be addressed 
through focusing on reducing barriers to market entry, the regulatory burdens, 
easing labour relations and stepping up labour skills initiatives’ ([11], 18:28). 
According to research findings by Van Scheers [12], among other challenges faced 
by SMMEs that are market-related include trading of products and services that do 
not meet some quality standards and regulatory and statutory requirements to put 
them at a better competitive advantage. This study intends to respond to the aim 
and the following primary question.

3. Conceptualising quality management system (QMS)

This study conceptualises the QMS to understand the objectives that organisa-
tions must follow. These objectives serve as outputs of an effective QMS in an 
organisation. They result from inputs and enablers, which include the application 
of quality standards, adoption of Total Quality Management (TQM) ideals and 
practices. These inputs may be translated into quality cultured organisations, 
improved quality products, processes and services. The below diagram profiles the 
enrichment of quality standards in an organisation.

Figure 1 below depicts the entrenchment of quality standards enabling the qual-
ity principles to be translated through a process into an effective QMS. These quality 

Figure 1. 
Entrenchment of quality standards. Source: American Society for Quality [3].
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principles are adopted from ISO 9000:2015 standard by organisations who strive 
for continual improvement. Proponents claim that the entrenchment of quality 
standards such as ISO 9001 promotes best practices and, ultimately, an effective 
QMS. However, organisations need to be prepared to change their culture and how 
they have been doing business. This change should adopt quality principles such as 
the following:

• Customer focus: Every employee within the organisation’s value chain should 
be customer-orientated, thereby committing to meeting and exceeding 
the current and future requirements. Customer-orientated organisations 
consistently improve customer retention and satisfaction [13]. ‘Every organ-
isation wants to aim for the best, and a good company focuses on customer 
satisfaction because they are the main output’ ([7], p. 31). When a customer 
is retained and satisfied, this then leads to improved financial and business 
sustainability.

• Leadership: Top management should demonstrate exemplary leadership and 
commitment in setting goals and strategic positions in an organisation and 
ascertain their realisation. These objectives may include improved financial 
and business sustainability, efficient and effective operations, compliance to 
relevant regulations and statutory requirements, products and services that are 
fit for use and safe products security against climatic or other hostile circum-
stances. Saiti [14] believes that leadership selection criteria are essential in 
improving quality management in an organisation.

• Engagement of people: Organisations require the inputs of every employee 
to take the objectives in the right direction [15]. When top management 
engages employees by addressing their opportunities, threats, strengths and 
weaknesses, this exercise encompasses enterprise risk management, and such 
engagements may bring about positive outcomes. Organisations must recog-
nise the importance of engaging with stakeholders to understand its context 
and be in a better and increased competitive edge as they are always abreast of 
their competition. Latham [16] supports the notion that leadership in quality 
promotion must recognise that boundaryless organisations require individuals 
who recognise that people and communities are part and parcel of decision-
making in an organisation. Considering people’s engagement in organisations, 
confirms that competent, empowered and engaged people enhance their 
creation of value.

• Process approach: Organisations should manage all activities, tasks and 
interrelated resources to effectively realise the desired output, including 
well-defined and controlled internal processes [13]. The process approach also 
allows organisations that employ a process to identify their needs as inputs to 
convert them to outputs.

• Improvement: Organisations must consistently assess the adequacy and 
effectiveness of their processes, policies and procedures and, where gaps 
exist, implement corrective actions to ensure all facets of the QMS realise 
continual improvement. According to Sadik [7], a firm must go for quality 
management in their firm in order to gain a competitive advantage. With that 
said, implementing quality assurance tools such as a quality improvement will 
ultimately lead to efficient and effective operations. It has been affirmed that 
quality is improved when such tools are entrenched, leading to ‘organisational 
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improvement, managerial efficiency, and effective management and with that 
continuously improving productivity’ ([7], p. 31).

• Evidence-based decision-making: Business decisions should be made based 
on the results of pertinent information that has been thoroughly examined. 
Drivers for change, such as managers, must be willing to share their proposals 
to employees and their associations before making final decisions that will 
impact the lives of the employees. Managers must provide valid evidence on 
how certain decisions can be applied in their organisations.

• Relationship management: For organisations to ensure effective operations, 
they rely on suppliers, contractors and other interested parties. Therefore, 
they should have controlled processes in place to manage them sustainably. 
Colledani and Tullio [17] believes that organisations shall determine the 
controls to be applied to externally provided processes, products and services. 
Constance interaction between organisations and the stakeholders can be a 
platform to improve relations between the organisation and clients.

As a quality professional with years of experience in auditing and implementing 
QMS, it has been observed that quality-oriented organisations are the most suc-
cessful than their counterparts. Their better performance is that standards build 
confidence to customers that the product, services and processes meet the accept-
able requirements, thus increasing customer retention and satisfaction. ‘Quality 
management is the basic tool that leads to quality assurance and will ultimately 
result in customer satisfaction’ ([7], p. 31).

4. Literature review

Existing literature that revealed the benefits enjoyed by certified organisations 
small, medium and micro-sized enterprises was reviewed and explored to respond 
to the study’s research questions. Different theories were also assessed to test the 
hypotheses emerging from the research question. Ultimately the theory of Total 
Quality Management (TQM) was relevant to the research study.

4.1 Theoretical framework of the study

The theoretical framework of this study is limited to three TQM theories by 
Crosby (1979) and Juran [18]. TQM has been studied from diverse and numerous 
perspectives. The first theory of TQM by Deming focused on the system of pro-
found knowledge, 14 points of management and the Plan-Do-Check-Act (PDCA) 
Cycle. For this paper, the focus was on the PDCA cycle as represented in Figure 2, 
considering its direct applicability to the paper. According to Bulsuk [19], a detailed 
plan is the first step in any project, once the plan is in place, do (implement) it 
regardless of its perfect completeness. Then make sure all problems are noted as 
being encountered and how to respond to them. Bulsuk [19] further explained 
the next step of the cycle, checking to see if any problems have been encountered 
during the execution of the plan, so that root cause analysis is initiated where 
deviations are identified. Lastly, to act on the identified root causes and implement 
corrective actions.

The PDCA is popularly referred to as the beginning of continuous process 
improvement and is used to solve problems to maximise business processes. Kaiser 
[20] noted how the cycle could guarantee improvements for activity in agreement 
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with Deming’s PDCA cycle, which was conceptualised in 1959. Otterloo [21] 
believes that the PDCA model was developed to aid improvement in the production 
processes.

The second theory of TQM by Crosby [18] contributed to TQM by outlining a 
14-step approach to quality that demonstrated commitment strategies and prin-
ciples to continuous improvement in organisations. Another contribution towards 
TQM can be recognised through another quality guru, Juran (1986), whose third 
theory of TQM aimed at explaining the concept of Quality Trilogy, namely quality 
planning, quality control and quality improvement.

As indicated in Figure 3 below, the TQM process starts with planning activities 
to ensure all risks associated with the projects are assessed, measured and managed 
accordingly. Juran ([18], 3) argued that quality planning is the starting point in 
creating a process that will meet established goals and do so under operating condi-
tions. The planning phase is very critical during the setting of objectives in order 
to allocate and prioritise the necessary resources to meet customer requirements 
and specifications, which agrees with Juran’s assertion. These theories align with 
the study and can be applied to understand the significance of quality management 
systems in business performance.

Figure 2. 
The first step to plan-do-check-act cycle [19].

Figure 3. 
TQM theory of quality trilogy ([18], 2).
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4.2 Application of quality standards by SMMEs

The objective of this paper is to respond to the critical research question that 
emerged from the research study. In response to the research question, various 
scholars affirmed a positive relationship between the application of quality stan-
dards and business performance. This link between quality and business perfor-
mance is confirmed by Savino et al., [22, 23] who cited, Colledani and Tolio [17], 
and Chi Phan et al. [24], who explored the relationship between quality manage-
ment practices competitive performance in manufacturing companies. Again, 
Colledani and Tolio [17] affirm that quality control allows for high product quality 
standards, reducing wastage and rework.

According to Zhao et al. [25], a quality management system is a set of organised 
processes desirable for the business product or service to satisfy client, consumer or 
customer demands. It comprises standards and guides with management systems and 
specific tools such as auditing methods that should be verified to meet agreed stan-
dards. Similarly, according to Bjørg, Granly and Welo [26], the development of inter-
national standards resulted in a diversity of models, such as the Acorn method. Zhao 
et al. [25] assessed the extent to which SMMEs disclosed quality compliance in their 
organisational strategies. They found several quality disclosure strategies for SMMEs 
to improve organisational performance and optimise competition in the marketplace. 
Owens [27] similarly examined the adoption of quality practices in SMMEs and 
environmental practices in small service companies. They found that ‘high-quality 
SMMEs’ have chances of obtaining high profits than the ‘low-quality SMMEs’, even 
when customers are aware of the actual quality of a small business organisation.

South African Bureau of Standards (SABS) is governed by the Standards Act, 
2008 (Act No. 8 of 2008), which is to develop and review South African National 
Standards (SANS) for various industrial sectors. Therefore, industries need to adopt 
these standards to ensure an acceptable level of quality in their operations. SABS 
Integrated Annual report (2018/19) deduces that applying quality standards assures 
good quality and performance of products. Some of these standards are adopted 
by organisations voluntarily; however, most of them are regulated by the National 
Regulator for Compulsory Specifications (NRCS), which prevents non-compliant 
products from entering the local markets. The National Regulator governs NRCS 
for Compulsory Specifications Act, Act No. 5 of 2008, which enforces standards to 
ensure only confirming products enter the markets. The NRCS, therefore, affirms 
the importance of product compliance in the South African market. The objective 
is ‘to protect public health, safety and the environment and to promote fair trade, 
which is achieved through ensuring that businesses produce, import or sell products 
or provide services that comply with the minimum safety and environment require-
ments, and do not fall short of the declared measure’ ([28], p. 8).

The SABS Integrated Annual report ([29], p. 22) highlighted that while the 
government needs national standards to catalyse economic activity to achieve 
societal benefits, it is imperative to support local manufacturers to compete in the 
domestic and overseas markets. The industry and consumers, in turn, need stan-
dards to support innovation, to be protected against poor quality products and to 
comply with societal expectations by lowering the cost of production. The author is 
also of the view that standards play a vital role in the public’s daily lives. Standards 
control and manage societies either directly through standards set by individuals or 
imposed through government legislation. Research findings showed that certified 
organisations are more successful than their non-certified counterparts. The ISO 
9001 [1] standard highlights adopting a quality management system as a strategic 
decision. This can enhance organisation performance and provide a sound basis for 
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sustainable development initiatives. The ISO standard further highlights that the 
potential benefits to an organisation of implementing a quality management system 
are: a) the ability to consistently provide products and services that meet customer 
and applicable statutory and regulatory requirements; b) facilitating opportunities 
to enhance customer satisfaction; c) addressing risks and opportunities associated 
with its context and objectives; d) the ability to demonstrate conformity to speci-
fied quality management system requirements. Potential benefits are elaborated 
and supported by reviewed literature below:

a. The ability to consistently provide products and services that meet  
customer and applicable statutory and regulatory requirements

Effective implementation of TQM approaches provides customers with confi-
dence that products and services are good quality and safe for performance. Eniola 
([2], p. 1) supports the assertion that organisations implement TQM to improve 
their business success by differentiating their products and gaining a competitive 
position in the market [30, 31]. The National Regulator for Compulsory Specifica-
tions report ([28], p. 9) highlights an action plan to be implemented that will con-
tinue to encourage companies to comply with the regulations to bring efficiency 
into the regulatory processes. The report further highlights that it is highly benefi-
cial for industries to ensure compliance with administrative and technical require-
ments, as these factors strongly determine companies’ risk and turnaround times.

b. Facilitating opportunities to enhance customer satisfaction

According to Savino et al. [22, 23], quality has been recognised broadly as one 
of the critical factors for success in the global market for all kinds of business. 
‘TQM is the operational management that is used by a firm for better work, 
and their ultimate aim is customer satisfaction’ ([7], p. 31). Also, ISO 9001 
([1], p. 16) standard holds the view that the organisation shall monitor cus-
tomers’ perceptions of the degree to which their needs and expectations have 
been fulfilled. In another study on customer satisfaction in the airline industry, 
Madikwe ([32], p. 14) and [33] argued that customer satisfaction is one of the 
most critical factors for organisations to improve performance. ‘A company with 
good quality practices easily gains trust and interest from existing customers as 
well as from potential customers’ ([34], p. 3). In concurrence with assertions 
by these scholars and ISO standards, it can be concluded that customer-centric 
organisations that strive for customer feedback have the potential to retain their 
customers and are likely to attract potential customers more than their coun-
terparts.

c. Addressing risks and opportunities associated with its context and 
objectives

According to ISO 9001 ([1], p. 4) standard, when planning for an effective busi-
ness management system, the organisation shall determine risks and opportuni-
ties that need to be addressed to give assurance that the management system can 
achieve its intended results, enhance desirable effects, prevent or reduce unde-
sired effects and achieve business improvement. Alfonsi [35], a corporate legal 
adviser, argued that a well-defined enterprise risk management (ERM) process 
framework could protect and create value for organisations and their owners. 
The author is in concurrence with the assertions mentioned above by Alfonsi as 
ISO 9001:2015 standard for ERM adoption that can integrate risk management 
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into their overall business management systems through the setting and plan-
ning of business objectives and strategies for optimal performance.

d. The ability to demonstrate conformity to specified quality management 
system requirements

The author is of the view that effective implementation of continuous improve-
ment programmes such as internal audits, management reviews and on the job 
competency training assessments remain critical in every organisation. The 
outcomes of these programmes assist in gaps and risks identification in business 
processes so that necessary corrective actions are implemented. The author be-
lieves that initiating quality control processes on the final product through labora-
tory tests and analysis is imperative for quality confirmation. This view supported 
by the author is based on a long experience in laboratory work and the author’s 
technical background. According to Buri ([34], p. 14), maintaining quality pro-
cesses in laboratories can be considered as work to be done in order to conform to 
requirements and guidelines from standardised and accredited organisations.

5. Research methodology

In order to meet the objectives of the study, both quantitative and qualitative 
research approaches were employed. However, quantitative approach dominated 
the study since data was collected using completed quantifiable questionnaires. As 
part of the qualitative approach, structured interviews were employed to ascertain 
the validity and reliability of the data gathered. Sekaran and Bougie [36] define 
mixed methods research as an approach aimed to answer research questions that 
cannot be answered by ‘qualitative’ or ‘quantitative’ approaches alone. ‘Mixed 
methods research focuses on collecting, analysing and mixing both quantitative and 
qualitative data in a single study or series of studies’ ([36], p. 106).

Research questions:
What is the impact of Quality Management on the business performance of 

SMMEs in KwaZulu-Natal?
The research design explored the correlation between two variables, the impact 

of quality standards and business performance. Sekaran and Bougie [36] argued 
that a correlation research design describes how a change in one variable brings 
about another. This study adopted an exploratory research design defined ‘as a 
valuable means to ask open questions to discover what is happening and to gain 
acumens about a subject matter’ Saunders et al. [37].

According to Pizzo [38], the target population is the group of elements the 
researcher wants to infer, at least theoretically, the population is finite and can be 
counted. The study targeted SMMEs from the 10 extensive suburbs and townships 
within the Durban Metropolitan Area (DMA). Two SMMEs were randomly selected 
from each suburb to reach a total number of twenty collected samples. In order to 
meet the objectives of the study, data was gathered using questionnaires from a 
sample of 20 SMMEs. Two questionnaires were designed and distributed separately 
to 10 certified and non-certified SMMEs, making 20 altogether.

6. Data analysis and interpretation

In order to meet the objectives of this study, two types of questionnaires 
needed to be designed and distributed to the targeted groups, namely certified 
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and non-certified organisations. As part of data gathering, the researcher used the 
Likert scale methodology to establish agreement or disagreement to the questions 
and declared statements. Sekaran and Bougie [36] defined the Likert scale as a scale 
designed to examine how strongly respondents agree with a statement. The survey 
results have been analysed and interpreted separately to conclude if each research 
objective has been achieved.

6.1 Data analysis and findings

6.1.1 SMMEs’ perceptions of a quality management system on the performance

The first question in the survey was, ‘what are the SMMEs’ perceptions of a 
quality management system on the performance of their businesses?’ This ques-
tion used a Likert scale with five options to choose from, ranging from Strongly 
Agree to Disagree Strongly. The questionnaires designed for certified organisa-
tions were different from those of non-certified organisations to ensure that 
their responses were relevant and interpreted. Figure 4 below depicts a graphic 
representation of the responses gathered from the certified organisations. 
Out of 10 respondents, 70% of them displayed an extreme agreement with the 
questions, whilst 30% of respondents showed a firm agreement to the assertion 
that practical implementation of QMS adds value towards effective operations 
and business improvements. None of the respondents strongly disagreed nor 
disagreed.

Similarly, Figure 5 below depicts the responses by non-certified organisations. 
Out of 10 respondents, 70% of them displayed an extreme level of agreement, 
whilst 10% displayed a solid agreement to the assertion that their negative percep-
tions of the effectiveness of a formalised QMS are due to the lack of awareness of 
its benefits. Whilst the remaining 20% did not agree to any value add. Based on the 
survey results, it can be concluded that a positive correlation exists between the 
application of quality standards and improved business performance, and therefore 
the hypothesis is true.

Figure 4. 
Represents perceptions by certified organisations.
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6.1.2  Incentives and the intended outcomes of quality standards on the business 
performance of SMMEs

The second question in the survey was to assess the incentives and the intended 
outcomes of quality standards on the business performance of SMMEs. Both certi-
fied and non-certified questions were asked the same set of questions to establish 
their financial status, as indicated in Figure 6 below. The graphic representation in 
Figure 6 depicts the responses by both certified and non-certified organisations on 
their annual revenue for the past three financial years.

From the survey results, a positive economic impact on the application of quality 
standards has been confirmed by certified organisations. Growth and sustainability 
of the annual revenue of certified organisations from 2015/2016 to 2017/2018 and 

Figure 5. 
Represents perceptions by non-certified organisations.

Figure 6. 
Represents the annual revenue between certified and non-certified organisations.
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the projected revenue for 2018/2019 were evident compared with the revenue 
situation of non-certified organisations. Considering both organisations’ annual 
revenue survey results, it can be concluded that the application of quality standards 
to business processes and practices has a positive impact on business performance. 
Therefore, the research hypothesis is that quality standards’ incentives and intended 
outcomes positively relate to optimal organisational performance.

6.1.3  Barriers and challenges contributing to the stagnant business growth of 
SMMEs

The third question in the survey was, ‘what are the barriers and challenges 
contributing to the stagnant business growth of SMMEs?’ A summary of the chal-
lenges that impact effective operations and business growth experienced by SMMEs 
is depicted in Figure 7 below. These identified challenges have been categorised 
into four aspects: marketing and competitiveness, skills and opportunities, finances 
and proper infrastructure. The survey results show that non-certified organisations 
are more negatively affected by these challenges than their counterparts. About 
challenges relating to marketing and competitiveness, only 35% of the respondents 
in certified organisations are affected, whilst 65% of them confirmed to have no 
market accessibility issues.

Most respondents in non-certified organisations are faced with challenges relating 
to proper infrastructure, finances, marketing and competitiveness. These very crucial 
challenges are to be surmounted by all organisations in pursuit of accreditation 
acquisition. Due to financial constraints, non-certified organisations cannot compete 
globally, hence placing them in a disadvantageous position. Competitive advantage 
denotes the relative higher position in the market that leads a firm to surpass its rivals 
in terms of revenues ([7], p. 3). Standards have also been essential to get recognition 
from demanding regional and global retailers Gerundino [39]. Based on the survey 
results and the assertions by Gerundino and Mohamed, it can be concluded that 
global competitiveness is one of the benefits that certified organisations have as a 
result of their consistent level of quality and therefore their ability to penetrate larger 
markets, which is essential for business expansion and sustainability.

6.1.4 Knowledge of relevant industry regulatory and statutory requirements

The fourth question in the survey probed participants to indicate whether they 
knew relevant industry regulatory and statutory requirements of quality standards 

Figure 7. 
Represents a comparison between challenges facing certified and non-certified organisations.
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or not. This question used a Likert scale with five options to choose from, ranging 
from Strongly Agree to Disagree Strongly. The questions were designed to respond 
to the level of awareness on industry regulatory requirements and red tape barriers 
associated with noncompliance. Figure 8 above is a graphic representation of the 
responses from both certified and non-certified respondents about the knowledge 
of relevant regulatory and statutory requirements that govern their industries.

The application of standards supports good regulatory practices and efficient 
implementation of public policies Gerundino [39]. Research results revealed that 
90% of the respondents of the certified organisations are very much aware of their 
industry regulatory and statutory requirements compared with 60% of the respon-
dents of the non-certified organisations. Similarly, certified organisations are less 
affected by the red tape associated with noncompliance than non-certified organisa-
tions. If adequately applied, standards positively impact the economy as they sup-
port creativity and innovation, thus enhancing more opportunities for new product 
development and R&D. According to Muringani ([40], 111), the intended outcomes 
of innovation in small firms are either enhanced business or operational perfor-
mance or both. In the former, the production of goods, services and profitability are 
primary, and in the latter, the overall desirable combined outcome is cost reduction 
and customer satisfaction. The impact of noncompliance to standards and lack of 
good regulatory practices contribute to the sub-standard performance of SMMEs.

7. Policy implications

The study has observed that the majority of SMMEs in the informal economy 
are trading food without a valid certificate of acceptability, which serves as a 
minimum requirement as stipulated under Regulation 638 (2018:8). The S.A.’s 
Food Safety Regulation R638 of 2018 Section 3(1)(a) (2018:8) provides for regula-
tion and compliance of how the Food Safety Regulation must apply. However, 
the government needs to go back to the drawing board and identify the gaps in 
policy implementation. It is a priority for the government to invite all stakehold-
ers to submit policy changes regarding the compliance of SMMEs in adopting 
and practising quality management. Any shift in government policy decisions 
regarding quality management will implicate the cost of educating and training 
SMMEs on the new provisions for compliance with quality management require-
ments. Some entrepreneurs are already struggling to sustain their businesses. It is 
a challenge for them to expand their operations and functions to accommodate a 
quality management system.

Figure 8. 
Represents the level of agreement on the knowledge of relevant industry regulatory and statutory requirements.
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To receive quality compliance certificates, SMMEs must train staff to perform 
better and get valid certificates of acceptability, they sometimes do not have these 
certificates. The SMMEs are challenged since they do not have compliance all the 
time. Affected parties must develop strategies that can address the noncompli-
ance of SMMEs in quality assurance and management. Most respondents in non-
certified organisations are faced with challenges relating to proper infrastructure, 
finances, marketing and competitiveness. The SMMEs will need money to address 
their challenges of accreditation acquisition by upgrading infrastructure and 
finances, marketing and competitiveness. These very crucial challenges are to be 
surmounted by all organisations pursuing accreditation acquisition. Managers will 
have to align their operational units with TQM.

Managers can draft internal quality policies to drive compliance in the organisa-
tions. Having a quality management policy can alleviate risk and uncertainty during 
the implementation of operational principles and practices. The use of quality 
practitioners can be used to support non-quality management functions. The use of 
a structured and predetermined implementation plan can be an added advantage, 
especially if it is shared across all units of SMME. This can imply the company is 
supporting to benefit employee involvement and effective policies.

8. Conclusions and recommendations

8.1 Conclusions

The chapter revealed a positive relationship between the application of quality 
standards and improved business performance. It also affirmed the hypothesis 
that SMMEs are aware of the barriers and challenges affecting the growth of their 
businesses, which principally stem from non-compliant products and services 
which do not meet quality requirements. The literature reviewed supported these 
findings, which also indicated that certified SMMEs are keen to comply with qual-
ity standards and improve their performance. Hence they are more successful than 
their counterparts. Other SMMEs interested in improving their performance can 
learn from this case and comply with quality standards. Certification of SMMEs 
can also be viewed as a strategy to improve the operations of the SMMEs, especially 
when they align their operations with the principle of total quality management. 
It can add value if other SMMEs can follow suit by registering their business to 
comply with TQM to improve their performance quality standards in their busi-
ness operations.

In conclusion, the response to the main research question that emerged showed a 
relationship between quality standards and positive outcomes. Thus, the hypothesis 
suggesting that the application of quality standards positively impacts business 
performance proved to be true.

8.2 Recommendations

In responding to the critical research question, the research findings confirmed 
a positive impact of applying standards on the business performance of SMMEs. To 
deepen the knowledge on the subject matter, recommendations for further study 
were suggested as follows:

• The government must prioritise accreditation acquisition for SMME devel-
opment in combating barriers associated with compliance and quality 
assurance.
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• SMEEs must monitor and evaluate their interventions supported by the 
government to ensure the sustainability of its interventions.

• There is a demand and need to enhance assessment for product certification.

• The role of government must be visible in regulating quality standards to 
promote fair competition.
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