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Total quality management, corporate social responsibility and

performance in the hotel industry
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2. Theoretical framework

Stakeholder theory (Freeman, 1984) suggests that firms expand
the scope of consideration in their decision-making and activities
beyond shareholders to several other constituencies with inter-
ests, such as customers, employees, suppliers and communities.
The capacity of firms to generate sustainable wealth over time and
its long-term value are determined by the relationship with both
internal and external stakeholders (Post et al., 2002). TQM and CSR
are appropriate corporate strategies that can enhance firm value
since they consider the interest of both types of stakeholders. Total
quality and excellence models introduce mechanisms to enhance
continuous improvement through structured and systematic

processes, and have similar purposes and complementary practices
as seen in the corporate social responsibility approach. The litera-
ture has analyzed TQM and CSR in an isolated way, but there are
no empirical contributions that examine the effects of the commit-
ment to both management philosophies on stakeholders. Focusing
on the hospitality industry, we develop hypotheses regarding this
research question.
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