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CHAPTER 1
INTRODUCTION
1.1 Introduction to the Study
Quality management in the public sector is an essential element in the delivery of public service. Quality management offers a great deal to organizations that need to work effectively (Pentado et al. 2015). The quality management approaches were designed to be used in sectors like the manufacturing sector, which had repetitive processes. Quality management is the use of a management system to evaluate the quality of the organizational operations, which ensures that there is an achievement of customer satisfaction (Shi et al., 2016). The quality management system is a system that entails the structure, procedures, and responsibilities which are required to enhance the achievement of excellence. The management of quality is done using some managerial procedures like preparation, control, and enhancement. In quality planning, the product and processes are needed to meet the need of customers. Quality control involves the evaluation of quality performance and comparing it with the goals and establishing their difference. In quality improvement, quality performance is enhanced. The use of quality management is significant in achieving quality goals.
Quality management is significant in public sectors to enhance the improvement and achievement of objectives in the organizations. The use of quality management enhances learning in organizations through problem-solving, experiments, benchmarking, and transfer of knowledge from one individual to another (Salem &Jarrar, 2010). Quality management enhances sufficient managerial work in the public sector. The public sector is regulated and owned by the administration to benefit society. Therefore, there is a need to improve the quality management in the departments such as health care, education, infrastructure, police service, law enforcement, emergency services, among others. Various technological concepts can be used to enhance quality management in the public sector. The new application of knowledge in the public sector will promote the effectiveness of quality management.
1.2 Background of the Study
The UAE is using innovations in the public sector, which have a significant impact on quality management. The innovative concept used includes E-governance, business management technology, marketing innovations, service development innovations, and production technology. Many studies have suggested that there is a relationship between technological innovations and effective quality management. There is a growing importance of strategic planning, which is influenced by changes in the public sector (Mansour, 2011). Many private industries have embraced the use of quality management through innovative techniques. Also, the public sector can be able to utilize the technologies and flourish in their operations. The use of innovative technologies has influenced the private sector in the UAE concerning the management of quality, which is vital to be examined.
Management of quality in the private sector requires consistency and commitment (Tumi, 2012). Various factors affect the management of excellence in the public sector. Dedication of the workers is one of the significant elements that impacts quality management. The employees in the private sector should be committed to supporting the technological innovations that are put in place to ensure quality management. The public sector should enhance the culture of quality improvement in the organizations to ensure that they are committed to improving the quality of services. The lack of quality improvement culture can affect the organization negatively, even when they embrace various helpful, innovative concepts in quality management. The public sector should ensure that they focus on the requirement of the citizens. Focusing on the needs of the citizen enhances the improvement of service through the use of technological innovations that meets the needs of the citizens. When these factors are put into consideration, the use of technological innovations will be helpful, and the quality management process will be successful.
Technology is among the critical issues in many organizations. It is a broad topic that covers various disciplines, including quality management, technology management, marketing, operational management, organizational conduct, and the development of products and services. Technology plays a significant role in the growth of the economy and the competitiveness of enterprises in various nations. It is the most effective technique to improve the productivity of the organizations (Alosani et al., 2019). The technology involves the approval of novel ideas in an organization. Innovation can be applied in the public sector to enhance the effectiveness of quality management. This study examines the impact of technological concepts on quality management in the federal department of UAE.
1.3 Statement of the Problem
The objective of the public sectors in the UAE is to deliver quality services to the citizens. Every nation wants to be in the frontline when it comes to the delivery of service to the community. Therefore, there is a need to have quality management to ensure the effectiveness of the services that are delivered. The UEA embraced the use of novel, innovative concepts to enhance the delivery of services that are quality. However, technological concepts have been proved by various studies to have effects on quality management.
The public sector is involved in providing essential services to the citizens, such as education, security, health services, emergency services, electricity, infrastructure, among many other essential services. There is a need to enhance quality management in public services. Tumi (2012) asserts that quality management is important in the private sectors as well as public sector. Because the use of quality management was first introduced in the private sector and the public sector embraced it, there is a need to study and find out if the quality management is helpful in the public sector. In the UAE, the public has embraced the use of recent technologies in quality management. Although various researches have shown the importance of using technological approaches in managing quality in organizations, there is a need to explore the impact of innovations in the public sector. The studies that have been done on the use of various technological advancements have been carried out in the private sector, leaving the public sector with a niche that needs to be covered. The public sector, being involved with government processes, seems to have limited studies. Being a sector that offers services to all the citizens in the country, there is a need to evaluate if the techniques embraced in quality management are a success or failure. This research will be carried out to find the impact of recent technology in quality management in the public sector.
The ability of the public sector in the UAE to utilize innovative concepts is essential in the management of quality. Mansour (2011) describes the use of E-governance is an essential technology that has been adopted by the UAE governments. The use of E-governance has been associated with good governance, which is important in enhancing the management of quality in the public sector. The use of E-governance has been adopted in the UAE, which impacts the public sector significantly. E-governance utilizes ICT (Information Communication Technology), which improves and facilitates public services by enhancing the interactions between the stakeholders, government agencies, businesses, and citizens. E-governance aims to improve the effectiveness of public service delivery (Mansour, 2011). The federal government of UAE has developed the information authority that evaluates the use of electronics such as computers in the public sector to enhance the effectiveness of the operations in the public sector. The use of ICT has enhanced a joint evaluation in the government departments, which enhances the management of quality in each department.
Total quality management (TQM) is another concept that has been widely used in the UAE public sector. TQM is a widely used approach that is significant in upholding the competitiveness of organizations through promoting and monitoring quality. Ajmal et al. (2016) state that the use of TQM is not considered recent for the manufacturing sector; however, it is novel in the public service departments such as health care. TQM is well established; however, there is a lack of supporting model which can make sure that it is widely utilized. According to the British Standard, TQM is the philosophical management and practice which ensures the coordination of resources in an organization to meet the stated goals. In the health care sector in the UAE, there has been a long term challenge of measuring financial and non-financial performance to enhance competitiveness (Ajmal et al., 2016). The use of TQM has been successful in improving the management of quality through enhancing financial and non-financial measurements. The use of TQM is important in comparing the performance with the standards that were set.
E-marketing is another technology that has been used in the UAE to manage quality.  According to Bazazo, Alansari&Alquraan (2017), E-marketing is an important strategy in ensuring that there is a continuous dialogue between the organizations and customers. This technology has been proved to have a positive effect on the quality management of organizations.  Customers are important shareholders in the business organizations who are used to evaluate the services offered by the organizations. The use of customers is the most important aspect of quality management. The public sector of UAE has used the E-marketing strategy where the public can project their views through the digital platforms. The use of E-marketing can enhance the public sector significantly by accessing public views, which can be used to make changes in the sector and ensure development. The use of the star rating system has been used widely in managing quality in the UAE private sector.
Pintado et al. 2015) suggest that there is a positive relationship between production technology and quality management. The performance of production is enhanced through the use of technology, which makes it easier to manage quality in organizations. The products produced in both public and private sectors need to fit the requirement of the customers. Technological advancement in production ensures that the goods and services offered to the customers met the requirement, which makes it straightforward to manage the quality. In the public sector in UAE, the use of product innovations has been used to manage the quality of public sector products consistently.
This study aims at identifying the impacts of the utilization of technological innovations in managing quality in the private sector of the UAE. Various technological advancements have been embraced by the UAE aimed at improving the effectiveness of public services. The technological concepts include E-governance, TQM, e-Marketing, and production innovations. The innovations have been proved by various researches to have a positive impact on various organizations in quality management. Therefore, it is important to study if the innovations have negative or positive impacts on quality management in the public sectors.
1.4 Research Questions
1. What are the positive effects of using the new innovative technology concepts on the quality management of the public sector in the UAE?
2. What are the adverse effects of the utilization of recent technology concepts on quality management in the UAE public sector?
3. What are the innovative ideas that are beneficial in enhancing quality management in the UAE public sector?
4. Which creative technological ideas need to be changed or withdrawn?
1.5 Objectives of the study
1.5.1 Broad Objective
To determine the impacts of new innovative technology concepts on Quality Management of the Public sector in the UAE.
1.5.2 Specific Objectives
1. To determine the positive effects of the recent innovative technology concepts on Quality Management of the public sector in the UAE,
2. To determine the harmful effects of the utilization of current technology concepts in quality management in the UAE public sector.
3. To define the innovative ideas that are beneficial in enhancing quality management of the public sector in the UAE.
4. To reveal the creative concepts that need to be changed and why they need to be replaced.
1.6 Significance of the study
Quality management is a necessary process in the public sector to ensure that the citizens are benefiting from the activities carried out to enhance the effectiveness of the public services. The use of technological innovations may have various effects on quality management. Both positive and negative are expected from the use of new technological advancement. When the public sector embraces the latest technological advancement, some challenges are faced in determining if the decision was essential or it led to destructive effects in the industry (De Vries, Bekkers&Tummers, 2015). The public sector has many beneficiaries who need to benefit from positive results of quality management. The impacts of the novel innovations to the process of quality management in the public sector cannot be established without research.
This study will be essential in revealing the impacts of using technological advancement in the public sector. The implications that are investigated in this study are both negative and positive effects. The study of both positive and negative effects is essential in ensuring that the firm is informed on the state of the technological innovations concerning quality management. The firm will be able to strike a balance in enforcing the benefits while diminishing the adverse effects related to the use of technological innovations. Previous studies reveal that the use of novel technologies in the public sector was embraced recently, and the forces that are associated with the use of innovative technologies in quality management has not been studied significantly. Thus, this study takes a vital role in carrying out the investigations to realize the impacts associated with the novel innovations in managing the quality of services offered to the public by the public sector.
It is significant to understand the importance of some novel technological innovations over others. The use of some technological innovations is effective as compared to others in the public sector. As described by Hellman & Liu (2013), the quality management should foster perfection, consistency, and speedy delivery, compliance with regulations, customer satisfaction, doing right, quality goods and services, and eliminating waste. When these defining characteristics are not presented, quality management is not complete. These defining factors have to be considered to ensure that quality management is enhanced through the use of technological innovations in the public sector. Antila (2011) reveals that the use of ICT is the most useful innovations that impact quality management significantly in a positive way. However, different challenges are experienced in various technological innovations; for example, the use of Emails in ICT has been proved to be effective in individual communication while not in group communication. Research suggests that there is a way that technology can be used to improve the positive effects realized from the use of innovations.
This study is essential in revealing the technological innovations that should be embraced more than others following their positive impact on quality management. The provision of information about more productive changes will ensure that the public sector in the UAE realizes that there are more important innovations that will be used to enhance quality management. The research relevant to the population of the UAE because it will help in fostering the changes that are more beneficial to improve the quality of public services such as health, education, security, and infrastructure, which are vital to every citizen.
1.7 Scope of the Study
The purpose of this study is to enlighten the UAE administration about the impacts associated with embracing the new technological innovations in the quality management of the public sector. The effect of different changes in the quality management of the public sector will be studied while comparing their benefits and disadvantages in enhancing quality management. The population that to be used includes the public sector personnel through the presentation of the quality management files. Also, questionnaires will be presented to the public sector personnel to answer questions related to the effects of various technological concepts on the quality management of the sector. The research will cover a significant aspect of quality management success as compared to the use of novel technological innovations. The innovative technological innovations that need to be emphasized and those that need to be changed or corrected will be suggested. The study will be carried out within two months to enhance enough time of collection and interpretation of the data. The topics that will be discussed include the positive effects of the novel technological innovations in the quality management of the public sector, the adverse effects, the beneficial innovative technologies, and the creative concepts that need to change. The research will be carried out in the UAE, which has been revealed by the analysis to have embraced the innovation concepts which need to be studied.
1.8 Limitations of the Study
Various factors affect quality management in the public sector. This research will study the effects of several innovation concepts embraced by the UAE, revealing their impacts on quality management. The use of new technological ideas is essential as they have implications on quality management, as presented by various researches. The study will be carried out through the collection of data from the public sector personnel. Collection of data from the public sector personnel is a limitation because he accesses to the files concerning quality management by the use of novel technologies might be limited, and only the workers will present their answers through questionnaires, which might lead to biased information. Also, the collection of data will be challenging as most of the public sectors are busy, and the collection of data from the workers will not be appealing to them as it will be viewed as a disruption to the activities of the departments. The research involves the collection of data from the administration, which is very sensitive. The government officials might retreat because they might view the investigation as very sensitive in revealing their quality management processes and the faults involved in the public sector; thus, this will present a significant challenge for this study. 


1.9 Operational Definitions
1.9.1 Public Sector
The public sector involves the organizations that are operated and owned by the administration to provide services to the citizens. The public sector does not serve to earn a profit, but to enhance public benefits in the nations. This research will be done in various departments of the public sector in the UAE, including health care, infrastructure, law, security, emergency service, and social services. The quality management of the public sector will be assessed concerning the use of recent technological innovations.
1.9.2 Quality Management
Quality is the measure of superiority or the state of being free from faults. Quality is enhanced through having strict commitment consistently in an organization. It involves having a specific standard which used to improve uniformity in the organization related to products or the requirement of customers. The ability of services to satisfy the citizens in the UAE is quality. Quality is an essential term in this research as it enhances the performance of the public sector in the provision of services (Antila, 2011). Management involves a series of activities that are aimed at strengthening the effective utilization of resources to meet specific goals. Quality management is the process of overseeing the accomplishment of tasks and activities to maintain a certain level of superiority. Quality management involves policing, improvement, assurance, and control. Quality management emphasizes the achievement of short term initiatives to attain long term goals. This research will be carried out to evaluate how quality management affected by the use of recent technology innovations.


1.9.3 Technological Innovations
Technology innovations involve the implementation of new technical ideas in the activities of an organization. The use of technological innovations has impacted the operations of various organizations. Both public and private sectors have experienced the effects (De Vries, Bekkers&Tummers, 2015). The public industry in UAE has embraced the use of new technological innovation concepts such as E-governance, E-marketing, Production technology, and TQM, which are essential to be evaluated on how they affect quality management in UAE.
1.10 Organization of Thesis
This study is divided into five chapters, as follows:
Chapter one comprises the introduction of the research, which gives an overview of the study. Chapter one includes an introduction, background information, problem statement, scope of the study, research questions, objectives, operational definitions, and conceptual framework.
Chapter two consists of the literature review about the impact of recent technological innovation concepts on quality management in The public sector in UAE. The literature review will provide the studies that have been done related to the topic and their findings, which will be important when generating conclusions of the study as compared with the past researches. The research will analyze the impacts of technological concepts such as E-governing, E-marketing, TQM, and Production technology. The chapter will be concluded by discussing a framework which will be utilized in developing the hypothesis.
Chapter three includes the plan of the research, which will justify the thesis, data, objectives, and research questions. The section will describe the methodology of the study comprises of research design, the geographical location of the research, population, calculation of sample, the procedure used in sampling, and the tools that will be used. The chapter will also have other elements such as analysis of data, the process of data collection, reliability, validity, and translation process.
Chapter four will have the presentation of the results after data analysis is done. The data presented will be presented as descriptive data, which will help to conclude the findings and to test the hypothesis.
Chapter five includes a discussion of the results and conclusions. This chapter answers the research questions. The section provides other information such as the limitations, implications, and recommendations of the stud
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