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Abstract:
The study aimed at identifying the role of Total Quality Management (TQM)
on banking services quality at Agricultural Bank of Sudan. The study
problem was represented in the question: Is there a statistically significant
relationship between TQM with its dimensions (senior management support,
continuous improvement, customer focus, information-based decision
making) and banking services quality with its dimensions (tangibility,
reliability, responsiveness, and assurance) at Agricultural Bank of Sudan. In
order to solve the problem of study, the following hypothesis was
developed: There is a statistically significant relationship between TQM
with its dimensions (senior management support, continuous improvement,
customer focus, information-based decision making) and banking services
quality with its dimensions (tangibility, reliability, responsiveness and
assurance) at Agricultural Bank of Sudan. Data were collected by using a
questionnaire so as to survey the views of employees and clients of the
Agricultural Bank of Sudan. The Statistical Package for Social Science
(SPSS) was adopted to process the data of study through several statistical
methods including frequency, regression, and Alpha Cronbach. The study
concluded several findings which confirmed that the hypothesis is correct
and accepted. According to the results, the study recommended the
following recommendations: the senior management is advised to adopt
implementing the TQM system in all its banking activities to improve the
banking services through providing the financial resources and competent
and effective human resources. Culture of TQM should be spread among all
of management levels. Employees should be provided with the necessary
training and involvement in decision-making. Attention should be paid to the

bank customers by the dealing with complaints and suggestions to meet their

J



desires and requirements. Banking procedures should be reduced to comply
with local and international systems and rules and regulations and principles
of TQM and ISO to achieve leadership and excellence in customer service

keeping pace with developments and ensuring the future.



