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ABSTRACT:

Few studies have examined the combined effect of implementing quality and
environmental management within the service sector. This void is more evident if we
focus on segments in which small businesses predominate and even more so if we look
for highly competitive sectors that are very variable and that have high business
mortality. After analysing 198 surveys of Spanish travel agency managers using
structural equations, it can be concluded that practices of quality management have a
significant direct impact on business competitiveness but not on this business’s financial
results, at least directly. However, there is a significant relationship between
environmental management practices and economic benefits. This article suggests that
commitment to quality and the environment can allow small businesses in the service
sector to have a competitive advantage that will separate surviving and ceased

operations, particularly in sectors that are rapidly evolving and highly competitive.

Keywords: Quality management, Environmental management, Firm performance and

Travel agencies.



1. Introduction

The adoption of quality management practices (QMP) and environmental management
practices (EMP) and their impact on business finances have been previously studied by
many authors. However, the majority of studies have focused on the impact of each of
these variables on the business itself (Llach et al., 2013). In contrast, there is little
empirical research that analyses the impact of the implementation of both QMP and
EMP in the service sector (with the exception of the hotel industry), especially if the
research aims to explore a tourism subsector where small businesses, understood as

those that have less than 50 employees as defined in Eurostat (2008), predominate.

Another important aspect that adds value to the present study is its focus on the travel
agencies sector. This sector is one of the segments with high business mortality in
recent years. More specifically, in Spain and using as a source the last year recorded in
the Iberian Balance-sheet Analysis System (SABI, based on its initials in Spanish)
(accessed 13/3/2013), there has been a reduction in the number of companies from
4,658 in 2010 to 4,074 in 2011, a loss of 548 companies, or 12.53% of the sector, in one
year. This tendency is continuing during 2012 and 2013. According to Amadeus, a
technology provider for the tourism sector, the number of points of sale connected to the
system amounted to 6,075, 33.4% less than the 9,127 that existed at the end of 2007
(Amadeus, 2013). The economic crisis and the unstoppable development of new sales
channels, such as the Internet, has forced these small companies to either evolve or
disappear (Casielles et al., 2009). There has been a shift from a local business model
based on client trust to a global business where the customer has large amounts of
information available to compare and where price is a key variable in the purchase

decision.



There are many reasons in addition to those mentioned above that justify the completion
of this study. First, there is a lack of analyses including environmental variables in the
services sector (Bagur-Femenias et al., 2013), with the exception of the hotel segment.
The majority of environmental studies are based on companies belonging to the most
polluting sectors, making the industrial segment considerably more investigated than the
services sector (Bernardini Seiffert, 2008). Nevertheless, as explained by llomaki and
Melanen (2001), the adoption of an environmental management system is a topic that
concerns all businesses in the tourism sector, including travel agencies. Second, there is
a need for quantitative research in different sectors in which small businesses
predominate (Lee, 2009) and, third, for studies focused on small businesses to aid the
decision-making process in the tourism sector, as identified by Kassinis and Soteriou in

2003 and by Hillary in 2004.

Therefore, it has been considered relevant to study the companies that have managed to
survive in a sector that has changed drastically in the past years. This article intends to
analyse empirically if investing in quality and in the environment can create a difference
between surviving and disappearing for companies in highly competitive sectors that are

continually evolving.

This article provides several contributions to this research field. First, the present work
highlights the main QMP adopted by the studied travel agencies and their impact on the
company’s results, either directly or indirectly through EMP or an improvement in the
company’s competitiveness. Second, this study facilitates the understanding of the
effects that a small business experiences after adopting environmental measures. Third,
the present research helps in understanding the impact of adopting both QMP and EMP
on a company’s performance measured in terms of enhanced competitiveness (image,

client satisfaction, employee performance, etc.) and financial improvement. Fourth, this
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study focuses on a sector in which the combined impact of QMP and EMP in business
performance has not been investigated, although the effects of QMP and EMP have
been analysed separately. Fifth, considering that the present research is concentrated on
a sector with high business mortality, research on companies that are still operating can
demonstrate whether investing in quality and the environment is a good strategy for

differentiation and survival in complex and highly competitive sectors.

The remainder of the article is structured as follows. Section 2 discusses the theoretical
arguments related to the adoption of QMP and EMP and their relationship with business
performance. Section 3 describes the methodology used in the empirical study. Section
4 presents the quantitative analysis. This article ends with the results analysed in section
5 and the conclusions observed in section 6, including interesting recommendations for

future investigators and professionals.

2. Literature review

2.1. Effect of the QMP on the implementation of EMP

As mentioned before, there is limited empirical research that analyses the impact of
implementing both QMP and EMP in a corporation. There appears to be a consensus
that the existence of quality practices facilitates the adoption of environmental measures
(Llach et al., 2013; Wiengarten and Pagell, 2012; Kuei and Lu, 2012) and that the
application of both sustainability practices in the tourism sector is becoming
increasingly more common (Casadesus et al., 2010; Rodriguez-Anton et al., 2012). In
an empirical study of the hotel industry, Pereira-Moliner et al. (2012) reinforce the idea
that quality facilitates the implementation of environmental practices by eliminating

duality, reducing waste and simplifying processes.



In today’s global world, the main challenge for managers should be to focus the
organization for operational excellence, high quality, low cost and fast response to
customer demand in order to generate wealth creation from revenues in the future
(Dervitsiotis, 2012). In this sense, Dervitsiotis (2011) pointed that in complex
environments, QMPs are needed but are not sufficient to get competitive advantages by
themselves. In the same way Kuei and Lu (2012) argue that QMP facilitate the
transformation process needed to adapt the organization to environments where
customer demand is continuously changing and where competitors are continuously

evolving.

Additionally, some theoretical studies have shown the existence of certain benefits
derived from the integration of both systems (Karapetrovic, 2002; Karapetrovic, 2003;
Poksinska et al., 2003 and Zutshi and Sohal, 2005), for example, improvement in
business efficiency, bureaucracy reduction through the elimination of dichotomy or the
alignment of objectives and processes. If we add that both sustainability practices share
the same objectives (advancing to a proactive and preventive position as well as
building business sustainability) and other factors necessary for their implementation,
such as leadership, self-evaluation and continued improvement (Tari et al., 2010), we
can conclude that QMP act as catalysers for the adoption of EMP by facilitating EMP

implementation and follow up.

Considering the reasons detailed above, the following hypothesis is proposed:

H1: The adoption of QMP has a positive impact on the implementation of EMP.



2.2. Impact of QMP on business performance

Globalisation and the concomitant increase in competition have turned the adoption of
quality practices into key prerequisites for the survival of service companies (Singh et
al., 2008). In fact, many studies have analysed the impact of implementing QMP in such
organisations (Sadikoglu and Zehir 2010; Climent-Serrano 2010; Rodriguez-Anton et

al., 2011; Rubio-Andrada et al., 2011).

Wang (2012) asserts that the use of financial information can help an organization to
mitigate the impact of a crisis in the way that it provides information whether and how
strategies should be adjusted. In the same article, Wang exposes that detecting key
stakeholders’ demands is crucial to readapt operations to generate market advantages. In
this sense not only financial information is needed, key stakeholders’ information is the

basis of survival in a highly competitive environment.

However, there is still a void regarding studies related specifically to the services sector,
with the exception of a few studies of subsectors in which small businesses are not
prevalent, such as banking (Dawson and Patrickson, 1991), higher education
(Cruickshank, 2003) and the hotel industry (Arasli, 2002; Tari et al. 2010 and Alonso-
Almeida et al. 2012). Although the majority of studies consider QMP to be key
components to the improvement of financial variables in a company, other authors
believe that the impact of QMP is small or non-existent. In 2006 in an article published
in the Journal of Operations Management, Nair argues that the reduction of expenses
implies that the adoption of QMP is absorbed by the increase of other costs related to

the implementation, control and maintenance of quality.



The authors who claim that QMP improve the economic results of a company argue that
the impact that quality has on the company’s finances is the result of two related factors,

one internal and another external.

First, considering the internal factors, the implementation of quality improves certain
internal processes that, despite creating expenses, result in a significant reduction of
costs due to a better use of resources and the decrease of processes and tasks that do not
add value to the company but do generate cost (Citing the most recent studies: Terlaak
and King, 2006; Rubio-Andrada et al., 2011; Rodriguez-Anton et al., 2011; Alonso-
Almeida et al., 2012). Second, if we define the external factors as those that have an
influence on the business competitiveness, there are several studies asserting that QMP
have a positive impact on a company’s capacity to remain in the market. More
specifically, improvements in employee performance (Testa and Sipe, 2006; Sousa and
Aspilwall, 2010; Rodriguez-Antén and Alonso-Almeida, 2011), enhancement of
customer satisfaction in relation to the services received (Chen and Kao, 2010) and the
ability to attract new clients and improve the company’s image (Yee et al., 2008 and
2010) are all effects of quality that improve the competitiveness of a business and its

ability to survive in a market during times of crisis.

Continuing with the bibliographic analysis, the following contrasting hypotheses are

proposed:

H2: The adoption of QMP has a direct and positive impact on the financial results of a

company.

H3: The implementation of QMP has a direct and positive impact on the

competitiveness of a company.



2.3. Impact of EMP on business performance

The literature analysed in this section will focus on the services sector, specifically on
the tourism segment due to the large number of environmental studies that have been
performed. Another reason to limit the analysis lies in the fact that environmental
practices significantly differ depending on the type of company. Zeng et al. (2010)
argues that environmental practices implemented in the services sector are aimed at
reducing expenses through a more rational use of certain scarce resources (water,
electricity, etc.). The same authors explain that the majority of service providers choose
these types of practices because their implementation requires little investment and

measurable economic results can be perceived immediately.

In terms of the tourism sector, the studies focus primarily on the hotel industry, as
explained above. One important study conducted by Molina-Azorin et al. (2009) reveals

that higher proactivity in environmental practices results in better economic outcomes.

The existing research literature concerning travel agencies and the environment is
relatively small. A recent study by Bagur-Femenias et al. (2013) argues that adopting
EMP has indirect positive effects on business performance. The implementation of
environmental practices increases customer satisfaction and the company’s positioning
and image in addition to improving employee satisfaction as a result of belonging to a

company committed to sustainability (Kassinis and Soteriou, 2003).

The following hypotheses are proposed:

H4: The adoption of EMP has a direct and positive impact on the financial results of the

company.



H5: The adoption of EMP has a direct and positive impact on the competitiveness of the

company.

2.4. Competitiveness versus financial performance

If we consider the current economic environment, business globalisation and the
introduction of new technologies and social networks to the markets, it is easy to
understand that to survive, companies must become differentiated and competitive. In
this sense, EMP and QMP may become the differentiating factor between remaining in

the market and disappearing (Russo and Fouts, 1997).

Maintaining competitiveness implies the control of internal and external variables
(Wang and Yen, 2012). From the internal perspective, employee performance clearly
affects customer satisfaction in the tourism sector (Alonso-Almeida and Rodriguez-
Anton, 2011; Alonso-Almeida et al. 2012; Bagur-Femenias et al., 2013). Regarding the
external perspective, the literature is more extensive, highlighting two competitive
factors: those related to the customer (satisfaction, loyalty or repeat-purchase decisions)
and those related to the improvement of the company’s image (e.g., Alonso-Almeida,

2012; Bagur-Femenias et al., 2013; Llach et al., 2013; Bernardo et al. 2013).

Based on the available literature, the following hypothesis is proposed:

H6: Competitiveness has a direct and positive impact on the financial results of a

company.

As a summary, Figure 1 displays the theoretical model:
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Figure 1: Final model including hypothesis

3. Methodology

3.1. Sample and data collection

The information used in the preparation of this article was obtained from a survey
administered between February and March of 2013 to directors of 198 Spanish travel
agencies with less than 50 employees. This sample represents 5% of the population. The
survey was limited to the travel agencies sector for several reasons that make the
analysis of this segment very interesting. First, travel agencies are generally small
businesses. Second, travel is a highly competitive market (Lin et al., 2009) in which
companies are continually developing new business practices in hopes of gaining
customer loyalty or attracting new buyers. Third, the travel industry is a sector where
the Internet has noticeably modified the way of doing business (Buhalis and Law, 2008)

within a relatively short amount of time.
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The questionnaire was divided into three main sections: quality, environment. The

survey included a final section asking for descriptive information about the profile of

the company (including some financial information).

The profile of the travel agencies that participated in the survey can be observed in

Table 1.

Classification

Ne° %
Retailers 138 69.69
Wholesalers 7 3.54
Retailer-Wholesaler 53 26.77
Total 198 100.00
Type of company
Independent 40 20.20
Subsidiary 158 79.80
Total 198 100.00
Years since inception
<5 years 87 43.93
> 5 years 112 56.07
Total 198 100.00

Table 1: Company profiles included in the sample.
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3.2. Measures

Four concepts have been analysed in this article, in the context of the studied

bibliography, with the purpose of contrasting the proposed hypotheses.

The first construct was called quality management practices (QMP). The variables used
to measure the adoption of quality practices were upper-management commitment,
collaboration with the customer and supplier, service delivery, monitoring objectives
and quality culture. The second construct, called environmental management practices
(EMP), was measured in terms of four variables: environmental training, environmental

marketing, a long-term strategic environmental approach and cost savings.

These two first constructs were measured by the respondents using a 7-point Likert

scale, with 1 being “totally disagree” and 7 being “totally agree”.

Finally, to assess the impact on business performance of the aforementioned practices,
this study uses the measure developed by Camison (1999) and other authors, such as
Pereira-Moliner et al. (2012) or Bagur-Femenias et al. (2013), as the scale of

measurement for business performance.

Performance is divided into two dimensions: competitiveness (COMP) and financial
performance (FP). COMP has been measured in terms of corporate image and client and
employee satisfaction, while FP includes measurements such as increases in benefits,
improved market size or sales growth. Both of these dimensions were valued based on 5

percentage-point ranges following the scale proposed by Camison (1999).

The list of variables used to measure the four constructs as well as their classification

and bibliographic references are summarised in Appendix 1.
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4. Results

This section has been divided into two parts according to the order of the statistical

process followed to validate the proposed model.

The first section includes the exploratory and confirmatory factor analysis for the four
constructs suggested. In the second part, structural equation modelling (SEM) was used
to test the proposed cause-effect model to demonstrate the explanatory power of the

model.

4.1. Exploratory factor analysis (EFA) and confirmatory factor analysis (CFA)

To evaluate which factors were grouped together in each construct, an explanatory
factor analysis (EFA) was performed following the element-retention criteria suggested
by Loiacono et al. (2002), who suggested the need for a minimum 0.5 load for each
element. Additionally, to confirm the existence of lineal dependency among the
variables, the correlation matrix was subjected to Bartlett’s test of sphericity. The
Kaiser-Meyer-Olkin (KMO) index confirmed that the factor analysis had obtained

acceptable results (Visauta, 1998) because it was higher than 0.7 for all the constructs.

Later, a confirmatory factor analysis (CFA) was performed to verify the factorial
structures derived from the exploratory analysis. The credibility of the resulting factors
was evaluated using Cronbach’s alpha. All the constructs presented an alpha higher than

0.7, which is the minimum level required by Carmines and Zeller (1979).

Then, a consistency analysis was performed using reliability indicators. In all the cases,
the results confirmed the trustworthiness of the constructs, with a composite reliability

coefficient higher than the minimum required of 0.6 (Bagozzi and Yi, 1988).
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In the next step, the convergent validity of the model was evaluated following the

criteria proposed by Fornell and Larcker (1981), who indicate that both the average

variance extracted (AVE) and the elements load should be higher than 0.5. According to

the results, both of the requirements were met. Table 2 shows the details of the statistics

obtained in the EFA and the CFA.

Table 2. Reliability and convergent validity of the model

Exploratory factor analysis
(EFA)

Confirmatory factor analysis
(CFA)

Bartlett’s test index
Construct Code Loads" Composite reliability tests
Kaiser-Meyer-Olkin
QMP1 | .780
OMP2 | 812 | ¥’ (sig.): 497.627 o': .878
Quality management (.000) Range o’: .840 - .866
practices QMP3 | .851 gl: 10 Range correlations®: .660 - .744
(QMP) KMO: .836 AVE": 676
QMP4 % variance: 67.545 Composite reliability®: .912
QMP5 | .845
EMP1 | .881 ) N
Environmental EMP2 | 886 X (3|g.)(.)5012.187 R %‘_'88&31% 874
management practices (.000) ange o . -o%J =
(EMP) EMP3 | .860 gl: 6 Range correlatlfns :.696 - .784
KMO: .833 AVE™ .745
EMP4 | 824 | % variance: 74.541 Composite reliability®: .921
COMP1| .863 ) L
-1 908 %°(sig.): 254.385 o 849
Competitiveness COMP2| . (.000) Range o1 746 - 815
(COMP) gl: 3 Range correlations®: .693 - .771
COMP3| 866 KMO: .718 AVE*: 771
' % variance: 77.164 | Composite reliability®: .910
2(ai .
Financial performance FP1 913 1 (519,): 279.373 1
(FP) =} 913 (.000) o .869
' gl: 3 Range o”: .779 - .881

15




FP3

KMO: .714

845 | % variance: 79.357

Range correlations®: .675 - .791
AVE*": .793
Composite reliability®: .920

Tp-value = 0.01

2 Cronbach's alpha
® Cronbach’s alpha range moving one item
* Average variance extracted

To conclude the factorial analysis, the constructs underwent a discriminant validity

analysis following the recommendations of Fornell and Larcker (1981) using the

comparison between the square root of the AVE for each construct and the correlation

between the constructs. In all cases, the square root of the AVE was higher than the

correlation, therefore confirming the model (see Table 3).

Table 3: Correlation matrix and discriminant validity

QMP  |[EMP COMP |FP
QMP 822%
EMP 194 |863*
COMP 671 |.248 878*
FP 223|299 276 |.891%

*Square root of the AVE

4.2. Structural equations

To finalise the statistical analysis, the proposed model was contrasted using the robust

method with the EQS 6.1 (structural equations) software. Table 4 presents the key

statistics that demonstrate the suitability of the model.

In fact, according to

Schermelleh-Engel et al. (2003), obtaining three statistics within their recommended

values validates the accuracy of the model.
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Table 4: Key statistics (EQS)

Statistic Result Ideal value

X2 (chi-squared)* 123.1737 | Minimum
possible

x2/degrees of freedom 1.4663 <3

BB-NFI (Bentler-Bonnet normed fit index) 0.909 >0.8

BB-NNFI (Bentler-Bonnet non-normed fit | 0.961 >0.9
index)

IFT (Bollen’s fit index 0.969 >0.9

CFI (comparative fit index) 0.969 >0.9

RMSEA (root mean square error of | 0.053 <0.06
approximation)

* Satorra-Bentler scaled chi-squared

In this case, the explicative power of the model is confirmed because all the statistics

fall within their ideal values. Figure 2 shows a summary of the tested model.

Figure 2: Model representation (robust method).

0.199
3k k
QMP (2.391*%) EMP
0.773 0.222
(9.016**) (2.440%%)
Competitivene _.(  Financial
ss 0.345 performance
(2.213**
)
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5. Results analysis

The analysis performed validates the bulk of the model proposed in this article.

Following is a description of the hypothesis and the results obtained.

First, it is important to note that the results obtained in this study corroborate the
outcomes of previous research regarding the relationship between QMP and EMP. As
indicated by Tari et al. (2010) or Kuei and Lu (2013), the implementation of quality
practices can favour the application of environmental procedures. The fact that both of
the sustainability practices share implementation requirements (upper-management
commitment, the demand for continued improvement, etc.) and objectives (long-term
sustainability) facilitates the joint adoption or the integration of both of these practices
(Karapetrovic, 2002; Karapetrovic, 2003; Poksinska et al., 2003 and Zutshi and Sohal,
2005). Another important point, evident in this study, refers to the order in which these
sustainability practices are implemented. It appears that travel agencies prioritise QMP
over EMP. The explanation can derive from the fact that this sector is vastly
competitive and exerts a high degree of direct contact with clients in addition to being
low polluting. Managers perceive quality practices as more valued by clients, and
therefore, managers choose to prioritise quality practices above EMP (Llach et al.,

2013). As a result, H1 is confirmed.

With regard to the effect of the QMP on business performance, the statistical analysis
confirms that the implementation of quality practices improves competitiveness but
does not have a direct impact on the financial performance of the company. Therefore,

H2 is rejected and H3 is accepted.

The results of this study appear in line with the proposals of previous authors but

against the proposals of those who declared that quality improved the financial
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performance of a company. Specifically in the travel agencies sector where small
businesses prevail, there is no observable direct effect of the QMP on the company’s
financial performance (Nair, 2006); however, there is an important increase in the
company’s competitiveness (Llach et al., 2013). It is clear that investing in quality
during times of crisis does not generate direct economic benefits; however, it does
differentiate a firm from possible competitors through an improvement in employee
performance (Testa and Sipe, 2006; Sousa and Aspilwall, 2010; Alonso-Almeida and
Rodriguez-Antdn, 2011) and greater client satisfaction (Chen and Kao, 2010; Yee et al.,
2008 and 2010; Bernardo et al., 2013). In fact, as observed in Figure 2, the model’s

most important impact is that of QMP on competitiveness.

EMP directly impact the economic results of a company (H4 is accepted); however,
there is no improvement in competitiveness (H5 is rejected). These results could be
explained by the type of environmental practices adopted by the travel agencies, which
focus on internal measures (reduction of the electricity, water or paper consumption)
that can hardly be observed by the external customer and result in a better company
image and competitiveness (Llach et al. 2013). Nevertheless, these internal measures
imply a reduction of expenses that is economically relevant and as a result impact the

profit and loss statement (Pereira-Moliner, 2012; Llach et al. 2013).

To conclude, the improvement in business competitiveness derived from the combined
implementation of QMP and EMP results in a direct, positive and significant impact on
the financial results of the company. Therefore, H6 is accepted. Any practice that
improves business performance and competitiveness (image, client satisfaction,
employee satisfaction, etc.) has a positive impact on the results of the company. These
results are in line with previous observations (Russo and Fouts, 1997; Alonso-Almeida

and Rodriguez-Anton, 2011; Alonso-Almeida et al. 2012; Bagur-Femenias et al., 2013;
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Llach et al. 2013). Another important aspect is that although QMP do not have a direct
effect on the company’s results, QMP do have a direct impact on benefits through EMP
and competitiveness. This relation shows the importance of remaining proactive when
operating in sectors that are especially affected by the crisis and in which there is

continued movement (Wang, 2012; Dervitsiotis, 2012).

6. Conclusions and contributions

Few studies have examined the combined effect of implementing quality management
practices and environmental management practices in the services sector. This void is
more evident if we focus on sectors in which small businesses predominate and
particularly if we search for sectors with high business mortality. In this sense, the
conclusions derived from the present study of the travel agencies sector can be
particularly relevant both for researchers and for professionals. As observed in this
study, an investment in quality and environmental practices (in this order) can be the
differentiating strategy that optimises the resources of a company. The initial
application of quality policies breaks barriers that facilitate the later implementation of

environmental practices.

Cost reduction is a priority in times of crisis, but this study demonstrates that actions
related to quality and the environment are not considered expenses but, instead,

investments that allow a travel agency to become differentiated and better compete.

Combining these two sustainability practices has a positive impact on business
performance, although the effect of each practice is different. Quality practices improve
worker’s performance, customers’ perception about the business and the company’s

image. All of these changes directly influence the business’s competitiveness. Good
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environmental practices improve the travel agency results by reducing significant

operating expenses.

Another important aspect is the fact that cost reduction derived from the adoption of
QMP (for example, duplicity elimination, simplification of processes or bad-quality
expense reduction) and EMP (for example, supply-expense reduction or reduction of
penalties for poor environmental practices) implies an elimination of some fixed
expenses for the company. This type of reduction not only improves economic
performance directly but also improves the company’s capacity to continue to be viable
during times of crisis. A reduction of fixed expenses allows companies to be more
flexible and to have to sell less to cover costs and earn profits. This type of cost
reduction is valued in times of crisis, when selling becomes very complicated and
margins become tighter. In sectors that are highly competitive, small details can create

the difference between surviving or closing.

Therefore, it can be concluded that being proactive in quality and environmental issues

is a good strategy for differentiation and survival.

This study opens the door to future research, such as the analysis of whether the results
apply to other sectors, other small businesses or other countries. It may be of interest to
incorporate the model in other sustainability practices, such as corporate social

responsibility.

Finally, this study is subject to certain limitations of the methodology used in the data
collection. The first lies in the fact that the surveys were completed in a specific
geographic region, which makes it difficult for the results to be extrapolated to other
countries. Additionally, the sample is focused on travel agencies alone, and in this

sense, it can be challenging to apply the conclusions to other sectors.
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Appendix 1:

Code

Definition

Quality Management Practices (QMP): Saraph, et al. (1989); Flynn et al., (1994); Conca et al.

(2004); Naor et al. (2008); Molina-Azorin et al. (2009); Sadikoglu and Zehir (2010).

QMP1 Upper management is committed to the quality of the product/service provided.
QMP2 The company collaborates with clients and/or suppliers to improve quality.
QMP3 Improvements in the provision of services are identified.

QMP4 The achievement of objectives is monitored, and possible deviations are corrected.
QMP5 There is a culture focused on continuous improvement.

Environmental management practices (EMP): Alvarez et al., (2001); Carmona-Moreno et al., (2004); Coté et

al., (2006); Molina-Azorin et al., (2009); Bagur-Femenias et al., (2013); Pérez V.A., (2013).

EMP1 The company trains its employees regarding environmental matters.
EMP2 The company uses environmental arguments in marketing campaigns.
EMP3 The company has a long-term environmental strategic vision.

EMP4 The company quantifies environmental savings and expenses.

Competitiveness (COMP): Camison, (1999); Enz and Siguaw, (1999); Kassinis and Soteriou, (2003);

Hillary (2004); Molina-Azorin et al. (2009).

COMP1 The company’s image has improved. .
COMP2 Client satisfaction has increased.
COMP3 The level of employee satisfaction has improved.

Financial Performance (FP): Das et al. (2000); Douglas and Judge (2001); Agus (2005); Kassinis and
Soteriou, (2003); Molina-Azorin et al. (2009); Zeng et al., (2010); Rodriguez-Anton et al., (2011);

Rubio-Andrada et al. (2011); Bagur-Femenias et al. (2013).

FP1 Profits have increased in the past two accounting periods.
FP2 Market share has increased in the past two years.
FP3 Sales have increased in the past two accounting periods.
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