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ABSTRACT

Mother is a person who has many task and responsibilities daily. In addition, as a working mother, tasks
and responsibilities are double and triple, for instance task and chores at home and task at the organiza-
tion. Total quality management is practices and procedures that organizations use in order to enhance
or improve the performance of the employee or the organization. Performance of working mothers is
said to be not satisfactory, and their performance may drop after having babies. Some organizations
and their colleagues don’t seem to be helpful to working mothers after rejoining the workforce right after
maternity leave ended. Some organization from other countries provide work-family support policies
in order to help these working mothers to balance their lifestyle as mother and as an employee. Some
researchers claimed that working mothers tend to have very happy children whilst underperforming in the
organization. This chapter seeks to investigate the perception of working mothers on their performance
after the implementation of total quality management.
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INTRODUCTION
Quality and Performance

One of the most crucial factors that support on organization’s survival is customer satisfaction and pro-
viding quality product and services (Parsamand, 2021). As stated earlier, quality is proven to be very
crucial in either products, skills or even for an organization. To achieve long term success and to stay
strong in the market, products need to have very good quality. In terms of skills, quality of an employee
is also very important in order to have good performance. As stated in the SPA’s website (Civil service
commission), public sectors are using annual performance appraisal in order to see whether employees
are improving or not, when certain standards are achieved then incentives will be provided at the end
of the year. (SPA, 2018)

Improve in performance may result in higher levels of customer and employee satisfaction. Educations
were always very difficult to take into account when it comes to measuring employee performance; with
greater education does not always result in greater performance, employee also need training. Training
can help recipients to improve their performance by helping recipient attain required level of knowledge.
Training has shown positive impact towards employee productivity which results in higher level of cus-
tomer and employee satisfaction, (Borghans, 2001; Allen and Velden, 2001; Green and Mclntosh, 2007;
Amador & Vila, 2013; Anuar, 2017), however, organizations would prefer to have employee that already
have lots of experiences so the organization don’t have to spend more money in training new employees.

BACKGROUND AND RESEARCH GAPS
Working Mother

Woman is an integral part of a society. Working mother can be defined as woman who have the ability to
combine career and added responsibility that is taking care of the family or in particular, raising children.
(Kadale, Pandey and Raje, 2018). According to Brunei Darussalam’s Labor Department statistics (deps.
gov.bn), in 2020 there were 167,00 women in the workforce and it is not stated how many percentages
are working mothers. Spread of education, better awareness, increasing cost of living have cause woman
to shift from home to career even as mother. (Kadale, Pandey and Raje, 2018).

Factors that increase the supply of working mothers in Indonesia are due to level of increasingly
improved level of education and increase in demand of female workers in textile and garment industry.
(Handayanii, Dhyah and Primaningrum, 2019). But the main reason would be because of the higher stan-
dard of living, thus if only supported by family with lower income will be seen as a burden. (Handayani,
Dhyah and Primaningrum, 2019). For a married woman who decides to work, they would naturally have
dual role that needs to be served at the same time. The dual role is an encumbrance that caused domestic
duties must remain prioritized by women in addition to public duties (work). (Handayani, Dhyah and
Primaningrum, 2019).

A postgraduate from government college in Pakistan concluded that educated employed women in
Pakistan did not only contribute to the development of economic prosperity of the nation but also greatly
serves her family in all aspects; household budget, medical assistance to family members. (Nargis Ara,
2012).
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