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ABSTRACT

The Strategy of Implementing the concept of Total Quality
Management and its impact on performance.

A case study on Commercial Banks in Jordan

The aims of this study were:

To identify the extent to which Commercial Banks in Jordan
adopt and apply the concept of Total Quality Management
(TQM),

The levels of such application,

Define the nature and degree of the relationship between the
elements of TQM and institutional performance of such
banks, and

The effect of institutional culture on proper application of
such concept within Commercial Banks in Jordan.

In order to achieve these goals, the researcher has developed a
questionnaire which aims at measuring each of the independent variables
of the elements of TQM. Special concentration was placed on elements
like the customer, worker needs, operational improvement, and
administrative needs for competition. The dependent variable of the
study is the institutional performance as measured by profitability.
Furthermore, the researcher has chosen her random sample of seven
Commercial Banks out of the 21 operating banks. One hundred and fifty
five questionnaires were distributed to the management teams of these
banks. 125 completed questionnaires were received back.

The researcher has used the most suitable statistical methods to
analyze the data received:

Descriptive  Statistics: Mathematical Means, Standard
Deviations, Frequency, and Percentages.
Analytical Methods: The T-Test, Paired Samples, Simple
regression, and Two way ANOVA Test



The researcher has arrived to the following conclusions: -

Commercial Banks, in Jordan have adopted all the elements of the TQM
Concept. Yet, levels of implementation of these element varies: the most
widely implemented aspect is the concentration on managerial
competitive needs, followed by a concentration on customers, followed
by an emphasis on an operations. Meeting employee demands and needs
received the least level of implementation or concentration.

There is a validated statistical correlation between the commitment
to implement the elements of the TQM Concept, either partially or fully,
by Commercial Banks in Jordan and the institutional performance of
these banks, measured by their profitability.

Variations in organizational cultures among the sampled banks had
no effect on the impact of the various elements of the TQM Concept on
improving their institutional performance measured by profitability. It is
indicative that organizational cultures of Commercial Banks in Jordan
are, therefore, capable of introducing and implementing the TQM
Concept to achieve expected results on their performance.

The following recommendations emanated from the findings of this
research:

O It is recommended that the TQM Concept is introduced and
implemented by Commercial Banks in Jordan who do not adopt it. It
is important to approach this concept as a comprehensive
management tool which can contribute to improving profitability and
reduce costs.

0O It is recommended that the elements of the TQM Concept be
implemented in its entirety. Banks should refrain from partial or
selective implementation of the elements of this concept or
concentrating on implementing one of its elements more than the
remaining ones. Decisions to gradually introduce and implement the
elements of the TQM Concept should be focused on the end result of
achieving full and comprehensive implementation of all of these
elements in order to harvest the full benefits that can be achieved
through TQM.

0 More studies on the commercial banking sector in Jordan should be
conducted using other research variables than those used in this study



such as customer opinions of the extent to which banks in Jordan are
adopting the TQM Concept. The results of such studies should further
be compared to the results of this research to bring about a more
comprehensive vision about this field.



