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Abstract 

This study was conducted during the second half of the year 2019 with in the Sudanese 

banking sector which include different types of banks such as Governmental, commercial, 

foreign, national. The objective of this study was to evaluate the Business Excellence for the 

Banking Sector units in Sudan through field study based on the European Foundation for 

Quality Management ( EFQM ) criteria, by examining the casual relation between the EFQM 

enablers (Leadership, Strategy, People, Partnerships and Resources, Processes) and three of  

the results  criteria  ( Customers, Employees and Financial ). The approach, methodology and 

design of the study present deep understanding of the associations between the EFQM enablers 

criteria and the results criteria. For examining this hypothetical causal relationship, a survey 

via a designed questionnaire with eight elements considering the eight criteria of the EFQM 

model. The questionnaire has been distributed to (526) of banks staff where the sample sized 

determined as (377), hence the population of the study is (21 377) which is the banking sector 

of Sudan total employees. The questionnaire provide the data of the study for examination. 

The hypotheses of the study based on the   main assumption of the EFQM model which is “all 

enablers criteria influence all results criteria positively “. The Findings and results did not fully 

support the main assumption of the study, where ten out of fifteen hypotheses support the main 

assumption while five hypotheses did not. The recommendations of the study focused on the 

results of hypotheses testing that are not supporting the conceptual frame work of the study 

hypotheses, by paying more concern on the enablers that are not influencing the results 

criteria, in order to balance the empowering influence of all enablers criteria on all results 

criteria, among which the following recommendations: Strategies of Banks in Sudan should 

promote employees satisfaction results objectives. Strategies of Banks in Sudan should give 

more concentration on financial results. banks in Sudan should link the human resources 

development objectives with the financial results objectives. Partnerships and resources in 

Sudanese Banks as enablers’ criterion should be linked with customers’ results. 

 



IV 
 

 

لمستخلصا  

9102

.

 EFQM  

 

مصمم مع ثمانية عناصر راعت  المعايير الثمانية لنموذج التميز الأوربي موضع الدراسة . 

69573390733

 

 

 

 

 



V 
 

Table of contents 

Contents  Page 

Dedication  I 

Acknowledgment  II 

Abstract III 

 IV المستخلص

 Table of contents V 

List of tables  XI 

List of figures XV 

List of appendixes. XVII 

Chapter one: General framework of the study 1 

Introduction 2 

1.1.Statement of the study problem.  4 

1.2. Study questions. 6 

1.3. Objectives of the study. 6 

1.4. The hypotheses of the study.   7 

1.4.1 The major hypothesis of the study. 7 

1.4.2. Sub hypotheses of the study.  7 

1.5. Significance of the Study. 10 

1.6 Study methodology.  11 

1.7. Organization of the study.  12 

Chapter two : literatures review and theoretical framework 14 

Introduction 15 

2.1. Definition of concepts.  16 



VI 
 

2.2. TQM and excellence models as framework for risk management in financial institutions. 19 

2.3. Business excellence models and excellence awards.   25 

2.3.1. Deming prize.   28 

2.3.2. Malcolm baldridge national quality award    (MBNQA).  30 

2.3.3.    Excellence Foundation for Quality Management Model (EFQM).     31 

2.3.3.1. The EFQM business model.  31 

2.3.3.1.1. The EFQM framework. 34 

2.3.3.1. 2.  The TQM Concepts in relation to EFQM model  35 

2.3.3.1.3. The Fundamental Concepts of EFQM. 37 

2.3.3.1.4. The RADAR logic. 39 

2.3.3.1.5. Applying the elements of RADAR logic. 40 

2.3.3.1.6. EFQM as self-assessment approach. 42 

2.3.3.1.7. The uses of the EFQM excellence model. 45 

 2.3.3.1.8. The EFQM excellence model as a strategic tool. 46 

2.3.3.1.9. Academics opinions on EFQM as strategic tool. 47 

2.3.3.1.10. The EFQM excellence model as a means of providing a holistic, broader 

perspective of the business. 

52 

2.3.3.1.11. The EFQM excellence model as a tool for performance management. 54 

2.3.3.1.12. The EFQM excellence model as a benchmarking tool. 55 

2.3.3.1.13. The EFQM excellence model as a framework for integrating other quality and 

management initiatives and tools. 

57 

2.3.3.1.14. The EFQM excellence model as a means of gaining a quality award. 58 

2.3.3.1.15. The EFQM Excellence Model as a means of motivating staff to get involved in 

quality improvement activities. 

59 

2.4. Previous studies conducted in Sudan.  61 

2.5. The study model. 71 

2.5.1. The variables of the model. 73 

2.5.1.1 The independent variables of the model. 74 

2.5.1.1.1 Leadership. 74 

2.5.1.1.2 Strategy. 78 



VII 
 

2.5.1.1.3. People. 81 

2.5.1.1.4. Partnerships and resources. 85 

2.5.1.1.5. Processes.  88 

2.5.1.2. The dependent variables of the model. 92 

2.5.1.2.1. People results.  93 

2.5.1.2.2. Customers results.  94 

2.5.1.2.3. Financial results.  97 

2.6. Theories used to explain the relationships between variables of the EFQM model.                            98 

1.7. Development of study hypotheses.  101 

Chapter three : Macro-economic outlook of Sudan  (Banking sector operating 

environment) 

108 

I Introduction  109 

3.1. Sudan macro-economic indicators.  109 

3.1.1. Gross domestic product (SDG).  110 

3.1.2. Gross domestic product (USD). 111 

3.1.3. National income, aggregate expenditure and aggregate demand. 114 

3.2. Agricultural sector of Sudan.   116 

3.2.1. Patterns of crop production in Sudan. 119 

3.3. Industrial sector of Sudan.  124 

3.4. Sudan trade balance.  129 

3.4.1. Sudan trade balance and currency exchange rates.  132 

3.5. Inflation rates in Sudan economy. 135 

3.5.1. Sudan consumer price index. 138 

3.5.2. Causes of inflation in Sudan. 142 

3.6. Trade balance deficit. 146 

3.7. Currency exchange rate. 149 

3.8. Money supply (MS). 
 

152 

3.9. The banking sector of Sudan.  158 



VIII 
 

3.9.1. Savings, the main indicator of banks deposits volume.  163 

7.2.9. Banks finance to deposits ratio. 
 

169 

3.9.3. The physical cash shortage in banking sector of Sudan in 2018 -2019. 170 

3.9.4. The effect of US economic sanctions on Sudan banking system. 170 

7.2.5. The transitional Government of Sudan and the banking sector. 171 

Chapter four: Study methodology 172 

Introduction 173 

4.1. General approach. 173 

4.2. Population framework. 174 

4.3. Sampling methods and procedures.  175 

4.3.1. Selecting a sample. 175 

4.3.2. Population of the study.  176 

4.3.3. Qualitative   sampling.  176 

4.3.4. Quantitative sampling. 177 

  4.3.5. Data collection techniques.  178 

4.4. The questionnaire.  179 

4.4.1. Questionnaire design. 179 

4.4.2. Translation of the questionnaires. 180 

4.5. Secondary data. 180 

4.6. Primary data.  181 

4.7. Selecting the primary data collection method. 181 

4.8. Quantitative data (The self-administered questionnaire). 182 

4.9. Data analysis techniques.  183 

4.9.1. Validity and reliability.  184 

4.9.1.1. Validity.  185 

4.9.1.2. Reliability. 185 

4.9.1.2.1. The pilot study for reliability assessment. 186 

4.10. Cronbach’s alpha for all the constructs. 204 



IX 
 

Chapter five: Analysis and empirical findings  205 

0.6 . Chapter overview. 206 

9.6 . Descriptive statistics. 206 

7.6 . Response rate. 216 

5.4. Goodness of measures. 219 

6.4.1 Exploratory factor analysis for the level of  EFQM  business excellence model. 221 

5.5. The tests for convergent validity post-measurement validation. 228 

6.6.   Discriminant validity. 232 

6.7. Exploratory factor analysis for organizational performance.   233 

5.8. The tests for convergent validity post-measurement validation. 240 

6.9.  Measurement and validation. 245 

6.10.  Measurement and validation the level of business excellence. 248 

6.11.  Measurement and Validation of EFQM result criteria elements.  251 

5.12. Modified of study framework and hypotheses. 255 

5.13. Descriptive statistics of variables. 257 

5.14. Correlation analysis. 264 

6.15.  Model Fit and hypotheses testing.     267 

6.16. Relationship between evaluating the level of business excellence (Multi-dimensional) 

on employees perceptions.   

271 

5.17. Relationship between evaluating the level of business excellence (Multi-dimensional) 

on Customer results. 

275 

5.18. Relationship between evaluating the level of business excellence (Multi-dimensional) 

on financial indicators. 

279 

5.19. Summary of the chapter. 284 

Chapter six: Summary, discussion, conclusions and recommendations. 285 

6.1. Summary of hypotheses testing and results.  286 

6.2. Study model empirical hypotheses results. 291 

6.3. Discussion 292 

6.4. Conclusions.   305 



X 
 

6.5. Limitation of the study and opportunities for future study. 308 

6.6. Recommendations of the study. 310 

References. 311 

Appendixes. 343 

 

 

 

 

 

 

 

 

 

 

 

 



XI 
 

List of tables 

Table 

number  

Table title Page 

3.1 Exports of Sudan during the period 2000 to 2012. 127 

3.2 Sudan trade balance during the period 2007-2018. 129 

3.3 Exchange rate of Sudanese pound against Euro (2016-2018). 133 

3.4 Inflation rates by item group for the years 2008-2017. 138 

3.5 Consumer Price index by Item Group for the years 2008-2017. 141 

4.1 Case processing summary purposely for the variable leadership as EFQM enabler 

criterion. 

188 

4.2 Reliability statistics for the variable leadership as EFQM enabler criterion. 188 

4.3 Item statistics for the variable leadership as EFQM enabler criterion. 188 

4.4 Item-total statistics for the variable leadership as EFQM enabler criterion. 189 

4.5 Scale statistics for the variable leadership as EFQM enabler criterion. 189 

4.6 Case processing summary purposely for the variable Strategy as EFQM enabler 

criterion. 

189 

4.7 Reliability statistics for the variable strategy as EFQM enabler criterion. 190 

4.8 Item statistics for the variable strategy as EFQM enabler criterion. 190 

4.9 Item-total statistics for the variable strategy as EFQM enabler criterion. 191 

4.10 Scale statistics for the variable strategy  as EFQM enabler criterion. 191 

4.11 Case processing summary purposely for the variable employees as EFQM enabler 

criterion. 

192 

4.12 Reliability statistics for the variable employees as EFQM enabler criterion. 192 

4.13 Item statistics for the variable employees as EFQM enabler criterion. 193 

4.14 Item-total statistics for the variable employees as EFQM enabler criterion. 193 

4.15 Scale statistics for the variable employees as EFQM enabler criterion. 193 



XII 
 

4.16 Case processing summary purposely for the variable partnerships as EFQM enabler 

criterion. 

194 

4.17 Reliability statistics for the variable partnerships as EFQM enabler criterion. 194 

4.18 Item statistics for the variable partnerships as EFQM enabler criterion. 194 

4.19 Item-total statistics for the variable partnerships as EFQM enabler criterion. 195 

4.20 Scale statistics for the variable partnerships as EFQM enabler criterion. 195 

4.21 Case processing summary purposely for the variable processes as EFQM enabler 

criterion. 

196 

4.22 Reliability statistics for the variable   processes as EFQM enabler criterion. 196 

4.23 Item statistics for the variable   processes as EFQM enabler criterion. 196 

4.24 Item-total statistics for the variable processes as EFQM enabler criterion. 197 

4.25 Scale statistics for the variable processes as EFQM enabler criterion. 197 

4.26 Case processing summary purposely for the variable employees perception ( people 

results ) as EFQM results  criterion. 

198 

4.27 Reliability statistics for the variable employees perception (people results) as EFQM 

results criterion. 

198 

4.28 Item statistics for the variable employees perceptions    (people results) as EFQM result 

criterion. 

199 

4.29 Item-total statistics for the variable employees perceptions (people results) as EFQM 

result criterion. 

199 

4.30 Scale statistics for the variable employees perception        (people results ) as EFQM 

results  criterion. 

200 

4.31 Case processing summary purposely for the variable customers results as EFQM 

results criterion. 

200 

4.32 Reliability statistics. 200 

4.33 Item statistics for the variable customers results as EFQM result criterion. 201 

4.34 Item-total statistics for the variable customers results as EFQM result criterion. 201 

4.35 Scale statistics for the variable customers results as EFQM results criterion. 202 

4.36 Case processing summary purposely for the variable Financial results as EFQM results 

criterion. 

202 



XIII 
 

4.37 Reliability statistics for the variable financial results as EFQM results criterion. 202 

4.38 Item statistics for the variable  financial Indicators as EFQM result criterion 203 

4.39 Item-total statistics for the variable financial indicators as EFQM result criterion. 203 

4.40 Scale statistics for the variable financial results as EFQM results criterion. 204 

4.41 Reliability statistics for all variables. 204 

6.1 Descriptive statistics. 208 

5.2 Response rate of questionnaire. 217 

5.3 Respondents demographic characteristics. 201 

5.4 KMO and bartlett's measure of sample adequacy. 221 

5.5 Communalities for determination of sample adequacy. 222 

5.6 Total variance explained for determination of sample adequacy. 226 

5.7 Goodness-of-fit test for adequacy. 228 

.6 8 The pattern matrix to establish convergent and discriminant validity. 229 

5.9 Discriminant validity. 233 

5.10 KMO and bartlett's measure of sample adequacy for organizational performance. 234 

5.11 Communalities for determination of sample adequacy to organizational performance.  235 

5.12 Total variance explained for determination of sample adequacy to organizational 

performance.   

238 

.6 13 The pattern matrix to establish convergent and discriminant validity for EFQM Result 

criteria Elements. 

240 

5.14 The factor correlation matrix for discriminant validity test to EFQM Result criteria 

Elements.  

243 

6.06 Criteria. 247 

5.16 Model fit indices of EFQM model for enablers criteria. 250 

6.07 Psychometric properties of EFQM model for enablers criteria. 251 

5.18 Model fit indices of EFQM model for results criteria. 253 

6.09 Psychometric properties of EFQM model for results criteria. 254 



XIV 
 

.6 20 Descriptive statistics to all variables. 257 

6.21 Person's correlation coefficient for all Variables. 265 

5.22 Model fit indices and path coefficients of evaluating the level of EFQM model for 

enabler criteria on employee perceptions (peoples results). 

274 

5.23 Model fit indices and path coefficients of evaluating the EFQM model for enabler 

criteria on customer results. 

278 

5.24 Model fit indices and path coefficients of evaluating the level of EFQM model for 

enabler criteria on financial indicators. 

282 

5.25 Goodness-of-fit test for adequacy to EFQM result criteria elements. 283 

 

 

 

 

 

 

 

 

 



XV 
 

List of figures 

Figure 

number  

Figure title   Page 

2.1 Evolution of quality management concepts. 28 

2.2  EFQM excellence model.  34 

2.3 The fundamental concepts EFQM excellence model. 39 

2.4 The RADAR logic. 41 

2.5 Study model. 73 

3.1 Sudan GDP growth rate / GDP (Annual %) for the period 2000 to 2016. 111 

3.2 Sudan GDP growth rate / USD (Annual %), for the period 2000 to 2016.   113 

3.3 Sudan NI, aggregate demand and consumption indicators for the period    1996 – 2016. 115 

3.4 Sudan agriculture. forestry and fishing value added (% of GDP for the period 2000 – 

2016. 
118 

3.5 Employment in agriculture (% of total employment) (ILO estimate). 123 

3.6 Sudan industry, value added as % of GDP.  125 

3.7 Sudan agriculture, industry as % of GDP. 128 

3.8   Sudan trade balance during the period 2007-2018. 131 

3.9 Sudanese pound exchange rate against USD. 134 

3.10  Sudan inflation rates during the periods 2000 2018. 137 

3.11 Consumer price index of Sudan. 1970 – 2017. 140 

3.12 Sudan aggregate demand and GDP.  144 

3.13 % Increase of aggregate demand over GDP in Sudan during the period 2000 – 2016.  145 

3.14   Sudan trade balance during the period 2007-2018. 148 

3.15 SDG /Euro currency exchange rate for the period Dec 2007 – Dec 2018. 151 

3.16  % Growth rate of money supply (Sudan). 153 

3.17 Money supply in Sudan (Million SDG). 155 



XVI 
 

3.18 % Growth of GDP and % growth of money supply (Sudan). 157 

3.19  Sudan banking sector structure. 162 

3.20  Public savings of Sudan during the period (2000 – 2016). 165 

3.21 Sudan aggregate consumption, national income and savings for the    period 2000 -

2016. 
168 

3.22  % Total banks finance to deposits. 169 

6.1 CFA model for EFQM model for enablers criteria.  249 

6.2 CFA model for EFQM model for results criteria. 252 

5.3 The Modified conceptual framework. 256 

5.4 Structural model estimation for EFQM model for enabler criteria on employee 

perceptions (peoples results).  

272 

5.5 Structural model estimation for EFQM model for enabler criteria on customer results. 276 

5.6 Structural model estimation for EFQM model for enabler criteria on financial 

indicators. 

280 

6.1 Empirical results of the study model hypotheses testing. 291 

 

 

 

 

 

 

 

 

 

 



XVII 
 

List of appendixes. 

Appendix 

number 

Appendix title  Page 

1 The questionnaire.  343 

2 Translation of the questionnaire to Arabic language. 349 

3 EFQM excellence model criteria used in this study. 355 

4 Macro-economic indicators of Sudan 1979/80-1994/95. 365 

5 Sudan consumer price index and inflation rates for the period 1970 – 2017. 367 

6 Exchange rate of Sudanese pound against US dollar for the period Jan.2016 to 

Mar.2019. 

368 

7 Total banks finance over total deposits for the period 2016 to 2018.    369 

8 Inflation rate for the year ended December 2018.  370 

9 Sudan trade balance during the period 2007-2018. 371 

10 SPSS output. 372 

11 AMOS output 398 

 

 

 



 
 

1 
 
 

 

  

  

  

CChhaapptteerr  oonnee  

    

GGeenneerraall  ffrraammeewwoorrkk  ooff  tthhee  ssttuuddyy  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  



 
 

2 
 
 

  
Introduction 

The topic of evaluating business and operational excellence of banking sector of 

Sudan is becoming an essential topic in the last decade, where the central bank of 

Sudan and the association of Sudanese Banks have agreed to announce an award of 

excellent banking performance among the Sudanese Banks in the year 2011. The 

Banks performance evaluation  based on the European Foundation for Quality 

Management model EFQM,  hence the  Impact of total quality management and 

excellence models on organizational performance has become considerable topic in 

recent decades, where the growing needs for customers to high quality levels of 

goods and services led most institutions to adopt modern business models to easily 

facilitate detailed understanding of who their customers are and identify their needs 

to develop approaches that meet their expectations. More over some countries in 

order to compete in international or regional markets adopt quality management 

standards of goods and services as general rules, and some governments adopt 

excellence models (Ems) for the national institutions to raise the level of 

implementation of such models among the country’s producers, where their main 

objective is to provide a common language of excellence between the competitors 

irrespective of their sectors. Accordingly promoting quality and excellence in 
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organizations, has become more and more widespread throughout the world in the 

past three decades. Excellence models (Ems) are widely used for self-assessment as 

well as for external evaluation and recognition. The two most widespread reference 

models for frame working EMs are now a days the performance excellence criteria of 

malcolm baldrige national quality Award (MBNQA) and the EFQM excellence 

model . Designing different national, regional and sectorial quality awards on the 

basis of these and other reference models requires consideration of various issues 

related to complexity, usage and cultural environment of excellence models to be 

designed. These EMs are widely used in the western and developed countries. 

Therefore the evaluation of the impact of use of excellence models on organizational 

performance   in order to assess its effectiveness and applicability on sectorial basis is 

of great importance especially in the developing countries which are characterized by 

low international market competition due to offering low quality goods and services. 

This thesis is studying a real experience of adopting the Ems by Sudanese institutions 

especially in the banking sector where banks unlike other institutions have 

international relations with correspondents and some other international 

organizations, and hence the relation between these parties is builds upon 

Governance, transparency, stakeholders’ satisfaction, trust, etc, where these concepts 

are parts of most Ems models. Institutions adopting such models in a right way are 
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expected to show an improvement in its general performance and it’s financial 

indicators and high levels of stakeholders satisfaction   which lead to improvement in 

its market share and better international relations, this thesis is designed to study the 

visibility of such assumptions by analyzing the casual relation between the enablers   

( Leadership, Strategy, People, Partnerships and Resources, Processes) and three of 

the  results side of the EFQM model ( People results, customers results , Financial 

results,). 

1.1. Statement of the study problem.  

The study and literature on analyzing EFQM model in a holistic way from quality 

practice and results perspectives is limited (Bou- et al., 2005). The list is shorter if we 

seek analysis based on causal relationships within the EFQM elements   where most 

studies analyzed isolated associations of casual relationship of the EFQM criteria 

(Bou-Llusar et al., 2005).  Therefore, as Calvo Mora and others , (2015) propose, 

future study should be focused on exploring the EFQM model enablers  and 

investigate the relationships that are produced between enablers  and   results side of 

the model. The same rationale underlies several studies that empirically test a number 

of causal relationships between some of these elements in the EFQM Excellence 

model (Dijkstra, 1997; Eskildsen and Dahlgaard, 2000; Esquildsen et al., 2001), as in 

other quality awards such as the Malcolm Baldrige National Quality Award (Evans, 
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1997; Wilson and Collier, 2000; Pannirselvam and Ferguson, 2001; Evans and Jack, 

2003; Lee et al., 2003). However, it is widely recognized that the empirical study in 

the causal relationships within the EFQM Excellence model is still limited. 

This study take in to consideration the EFQM model causal relation between enablers 

side and the results side of the model, taking in to account the five enablers 

(Leadership, Strategy, People, Partnerships and resources and Processes) and three 

results which are People results, Customers results and business results. The society 

results isn't taken by this study due to the limited period of the study and also due to 

lack of data and information about the measurement tools and the impact of social 

responsibility programs if any within the Banking sector in Sudan .The EFQM model 

presupposes an association between the enablers and the results, since excellence in 

the enablers will be visible in the results (Moeller et al., 2000). Consequently, the 

causal relationships between both domains emerge as important aspects to be 

analyzed, and this constitute the study problem of this study. 
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1.2. Study Questions. 

This study is answering   the following questions; 

1) What is the relationship between the five enablers criteria of the EFQM 

(leadership, strategy, people, partnerships and resources, processes)    and customers 

results criteria? 

2) What is the relationship between the five enablers criteria of the EFQM 

(leadership, strategy, people, partnerships and resources, processes) and people 

results criteria? 

3) What is the relationship between the five enablers criteria of the EFQM 

(leadership, strategy, people, partnerships and resources, processes) and business 

results criteria? 

1.3. Objectives of the study. 

The purpose of this study examining the casual relation   between the EFQM enablers 

(leadership, strategy, people, partnerships and resources and processes) and results 

criteria     (customers results, people results and business results) by Evaluating 

business and operational excellence   of banking sector of Sudan where the EFQM is 

adopted by Sudanese Banks regulators as an excellent model to improve the 

performance of this sector in Sudan.  This study contribute to the literature body of 

the causal structure of the EFQM model an empirical evidence about enablers results 
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criteria relationship. The answers to the above study questions would facilitate the 

understanding of the direction of the relation of the EFQM model elements, and thus 

would give some recommendations about the areas where Banking sector units of 

Sudan should concentrate its efforts in, which can allow better implementation of the 

EFQM Model by complementing the existing evidence on the structured relation of 

the EFQM Excellence model elements. 

1.4. The hypotheses of the study.   

1.4.1 The major hypothesis of the study. 

Applying EFQM excellence model have positive significant impact on 

organizational performance. 

1.4.2. Sub hypotheses of the study.  

 H1 : leaders who shape the future and make it happen, acting as role models 

for its values and ethics and inspiring trust at all times, have positive 

significant impact on  employees satisfaction  .  

 

 H2: leaders who shape the future and make it happen, acting as role models for 

its values and ethics and inspiring trust at all times, have positive significant 

impact on customers satisfaction. 
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 H3: leaders who shape the future and make it happen, acting as role models for 

its values and ethics and inspiring trust at all times, have positive significant 

impact on business financial results. 

 H4: Achieving mission and vision by developing a stakeholder focused 

strategy have positive significant impact on Employees Satisfaction   

 

 H5: Achieving mission and vision by developing a stakeholder focused 

strategy have positive significant impact on customers Satisfaction 

 H6: Achieving mission and vision by developing a stakeholder focused 

strategy have positive significant impact on business financial results. 

 H7: Appreciation of employees and create a culture that allows the mutually 

beneficial achievement of organizational and personal goals ,have positive 

significant impact on employees satisfaction. 

 H8: Appreciation of employees and create a culture that allows the mutually 

beneficial achievement of organizational and personal goals ,have positive 

significant impact on customers satisfaction   . 

 H9: Appreciation of employees and create a culture that allows the mutually 

beneficial achievement of organizational and personal goals ,have positive 

significant impact on business financial results 
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 H10: Effective planning and management of external partnerships, suppliers 

and internal resources to support strategy, policies and the effective operation 

of processes, have positive significant impact on employees satisfaction. 

 H11: Effective planning and management of external partnerships, suppliers 

and internal resources to support strategy, policies and the effective operation 

of processes, have positive significant impact on customers satisfaction   . 

 H12: Effective planning and management of external partnerships, suppliers 

and internal resources to support strategy, policies and the effective operation 

of processes, have positive significant impact on business financial results. 

 H13: Design, manage and improve processes, products and services to generate 

increasing value for all stakeholders of the organization have positive 

significant impact on employees satisfaction. 

 H14: Design, manage and improve processes, products and services to generate 

increasing value for all stakeholders of the organization have positive significant 

impact on customers satisfaction   . 

 H15: Design, manage and improve processes, products and services to generate 

increasing value for all stakeholders of the organization have positive significant 

impact on business financial results. 
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1.5. Significance of the study. 

Banking sector facing sever difficulties since the Secession of the South Sudan on the 

9th of July 2011, where the economy of Sudan has been badly affected. The 

Government lost 30% of its revenues due to 80% loss of oil exports .The value of the 

Sudanese Pound against foreign currencies has deteriorated drastically, while the 

trade balance deficit has widened, and at the same time inflation rates rise steadily. 

Accordingly. The Sudan Economy has been highly negatively affected during the 

period 2011-2019 in terms of   exchange rates; trade balance; inflation; government 

revenue; GDP; National Income; Public Savings   and recently the physical cash 

shortage cries. The US Economic Sanctions on Sudan that continue for more than 

twenty years affect negatively the business and Economic environment of the country 

in many aspects, specially the international trade relations of Sudan ( imports , 

exports, banks correspondents relations , international  banking services, technology , 

etc. )  This situation has formulated a shock to the Sudan economy, specially the 

Government of Sudan was not assume the Secession of the South Sudan .The 

banking sector as one of the pillars  in any economy is highly affected. hence the 

theory of banking basically consider banks as finance mediator, that's  accumulation 

of funds for banking sector depends  mainly on the volume of  public deposits and the 

volume of pubic deposits depends on the volume of  public savings which create the 
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volume of funds ready to finance business and developmental  activities in the 

Economy. Public deposits which is the main factor for banks to be a life and exist is 

directly highly negatively affected during the period 2011-2019. During this period 

the central bank of Sudan as a regulatory body of the banking sector issue and 

continue issuing hundreds of decisions to control and manage this situation, among 

which is the application of the  EFQM model as modern  management approach for 

all banks operating  in Sudan,  and delegate the association of Sudanese banks to 

manage this program.  This study is intending to examine the experience of applying 

EFQM model in banking sector of Sudan in such fluctuating economic situation, via 

examining the causal relation between the enablers and results criteria of the model.  

 

1.6. Study methodology.  

The purpose of the study methodology is to help examine the study assumptions, 

which can reflect the findings of using the EFQM model in banking sector of Sudan 

in general. Examining the above assumptions will take place by examining the results 

of application of the five criteria of the EFQM excellence model at the enablers side 

which are leadership, strategy, people, partnerships and resources, processes, 

products and services against the results side of the model taking three results which 

are Customers results, people results, business results. The primary data will be 
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collected through questionnaire method from the audiences. The questionnaire 

applied in this study concern with banking sector of Sudan employees. The sample 

selected is 351 individuals out of 21,340 of the banking sector employees. The 

questionnaire is designed based on series of questions to examine the hypothesis of 

the study. The secondary   data collected from the Bank’s reports, previous studies, 

books and scientific journals.  

 

1.7. Organization of the study.  

This study consist of six chapters each chapter contained different parts of the study.   

chapter one elaborates the general framework of the study which include illustration 

of the study problem, study questions, objectives and significance of the study. It also 

states summary of the study methodology.  Chapter two of this study presents the 

literature review and the theoretical framework. This chapter conceptualizes the roles 

of Total quality management and Excellence models in organizations improvement in 

different countries including Sudan, with emphasis on the EFQM model. The study 

model which is examining the relation between enablers and some results of the 

EFQM model is also presented in this chapter. Development of study hypotheses and 

theories used to explain the relationship between independent and dependent 

variables of EFQM model are also clarified in. Chapter three explained the macro-
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economic on which the banking sector of Sudan is operating, this chapter reflects an 

outlook for Sudan economy obstacles and fluctuations during the last twenty years 

with consideration of the economic and political effects on banking sector of Sudan.  

Chapter four explains the study methodology of the study where the general approach 

stated. The population, sampling methods and sample size are also explained in this 

chapter. Data collection and data analysis techniques are also explained. Chapter five 

illustrates empirical findings and study results. Chapter six include summary of the 

study, discussion conclusions and recommendations.      
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Chapter two 

Literatures review and theoretical framework 
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Introduction  

In order to highlight the previous studies, systematic review of the literature 

conducted for the implementation of EFQM, following transparent methodology 

where the review mainly considered    the literature talk about the implementation of 

the   EFQM excellence model, from different sources such as academic and scientific 

management and quality journal, books, previous studies and studies and online 

database. Literature mostly selected from the period 1992–2015. This period was 

chosen because the EFQM excellence model was introduced at the beginning of 1992 

as the framework for assessing applications for The European quality award. focusing 

on studies being conducted on evaluating organizations performance using business 

excellence models, and relevant TQM tools. This part of the study also focus on the 

casual relation between the enablers criteria set side and the results set of the EFQM. 

The study model is illustrated in this part of the study as well as the independent and 

dependent variables which clarify the logic of hypotheses development.   
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2.1. Definition of concepts.  

- Total Quality Management (TQM): Is an approach of managing stakeholder's 

expectations   and business processes to ensure their complete satisfaction at every 

stage, internally and externally. TQM combined with effective management tools that 

leads to positive results to ensure doing the right things first time and every time. 

- Business excellence: Is often described as outstanding practices in managing the 

organization and achieving results, all based on a set of fundamental concepts or 

values within a certain framework. 

- Business excellence models EMs:  Are frameworks that could be applied within an 

organization which can help to improve performance. The models are holistic and 

cover all dimensions of the organization. These models are internationally recognized 

as framework to assist the adoption of business excellence principles. Organizations 

across the world are using these business excellence models as a basis for continuous 

performance improvement. 

- EFQM model: The European Foundation for Quality Management Model,  Is a 

model provides a framework allowing organizations to determine their current "level 

of excellence" and where they need to improve their efforts. The model also helps to 

ensure that business decisions incorporate the needs of all stakeholders and are 
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aligned with the organization’s objectives. The Foundation set up a team of experts, 

from industry and academia, to develop the EFQM Excellence model, a holistic 

framework that can be applied to any organization, regardless of size or sector. This 

was first used to support the assessment of organizations in the European Quality 

Award in 1992. 

- The fundamental concepts of EFQM: are eight concepts defining the underlying 

principles that form the foundation for achieving sustainable excellence in any 

organization. 

- RADAR logic:  is a management tool that can be applied in different ways to help 

drive continuous improvement. It refers to provide a structured approach to 

questioning the performance of an organization. At the highest level, RADAR logic states 

that an organization needs to:  

 Determine the Results it is aiming to achieve as part of its strategy. 

 Plan and develop an integrated set of sound approaches to deliver the required 

results both now and in the future. 

 Deploy the approaches in a systematic way to ensure implementation. 

 Assess and refine the deployed approaches based on monitoring and analysis of 

the results achieved and ongoing learning activities. 
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- EFQM criteria: are elements of EFQM framework that helps organizations to 

convert the Fundamental Concepts and RADAR thinking into practice. 

- ISO:  International organization for standardization is a worldwide federation of 

national standards bodies. It is an independent, non-governmental international 

organization with a membership of 162 national standards bodies.  The   ISO   

give world-class     specifications    (standards) for products, services and systems, 

to ensure quality, safety and efficiency. These standards are instrumental in 

facilitating international trade. 

- Customer satisfaction: Is a measure of how products or services offered in the 

market meet or exceed customer expectation. 

- Employee satisfaction: Is the feeling of contentment which an employee derives 

from his/her job. 

- Performance management: Is the process of creating a work environment or 

setting in which people are enabled to perform to the best of their abilities. 

- Performance measurement: Is the process of collecting, analyzing and/or 

reporting information regarding the performance of an individual, group, 

organization, system or component. 

- Performance improvement: Is a form of organizational development focused on 

increasing outputs and improving efficiency for a particular process or procedure. 

https://www.iso.org/members.html
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- Stakeholder:  Is a person, group or organization that has interest or   concern in      

an organization and can affect or be affected by the organization's activities. 

- People: Are employees of the organization. 

- Benchmarking: Is comparing ones business processes and performance metrics 

to another business. 

- Quality Award: Is a prize to recognize excellence in organizations for their 

performance; generally given by government or nonprofit organizations after 

assessing their quality systems.  

2.2. TQM and excellence models as framework for risk management 

in financial institutions. 

  

All institutions at all levels are established to offer goods and services to satisfy 

stakeholders needs, financial institutions specially banks have a wide range of several 

stakeholders hence they raise capital through shareholders, accepting deposits from 

customers and use these funds to offer loans at all levels in the economy including 

Governments development projects at national levels, Individuals, companies .., etc. 

and also provide other financial services whether alone or in integration with other 

financial institutions at national and international levels.  The functions of banks 

make it the Maine player in any economy the thing led to imposing  tide regulations 
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by different regulatory bodies to organize and  manage banks’ operations at the 

national and international levels to : manage risk, compliance , financial 

management, human resource management , customers relations management , IT 

management, operations management , Governance , .. etc.   Banks tend to have 

different management models to implement policies and decisions of the state and 

fulfill the requirements of  customers, partners, employees, shareholder’s needs, 

regulatory bodies and the society.  

In order to meet the expectations of all stakeholders of a bank, there should be 

systematic approach to recognize these expectations where operational and financial 

risks could be maintained at the minimum; Total quality management systems and 

Excellence models can help in obtaining stakeholders future expectations, and by 

recognizing customers and stakeholders expectations. Risk management plan could 

be also defined, as well as positive financial indicators could be expected.      From 

firms’ perspective, a tension exists between raising expectations to increase initial 

acceptance and lowering expectations to increase satisfaction, and hence future sales. 

Service firms that deeply understand their consumers needs, should not  be  surprise 

about service level acceptance by their consumers, as well as risk management 

policies , financial management policies , quality management policies, which  could 

be easily linked to strategies  to manage customer expectations over time  ( Jihoon 
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Cho A , 2016 ). Customer satisfaction and retention are critical for banks. Service 

quality is a major determinant of customer satisfaction, and is increasingly being seen 

as a key strategic differentiator within the financial services sector worldwide. 

Conducting frequent assessments of customer expectations is crucial in order to 

proactively understand and address changing needs in an effort to improve  service 

quality, and ultimately customer satisfaction and  hence profitability  ( Diedré Möller 

, 2017) . Positive financial results came as a result of customer's satisfaction which 

came as a result of employee's loyalty and satisfaction that tied to strategy, mission 

and vision. TQM and business excellence models  are  recently highly considered 

when mention the  quality of products and services  with high respect to customers 

expectations , where in recent decades customers expectations  also considered 

industry  environmental impacts , Community development , industry  reputation , 

human rights at work place, gender issues, staff reputation ..etc. Quality management 

systems are specialized in different areas within the same industry , where we can 

find tools for strategy ( Balanced score card  ) , documentation and management 

system ( ISO 9001 ) , occupational health and safety  ( ISO 45001 ) , environmental 

management system ( ISO 14001 ) , training management system ( ISO 10015), 

process improvement ( Six Sigma ) …  etc .  The recent challenge for management is 
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how to integrate various well known TQM techniques and tools into one 

comprehensive framework in a form of integrated management model.  

The management model which provides acceptable performance management and 

measurement system that allows further development to cope with the accelerating 

needs of stakeholders is the preferable model for Banks, since performance 

measurement system can provide guidance for strategic decision making and 

performance management.  Management models that provide balanced results 

(business and non-business results) are mostly accepted by banks and regulatory 

bodies hence such business models meet the expectations of stakeholders with their 

different categories while controlling and investigating policies and strategies applied 

which  can help on exploring areas of opportunities , sustainable development and 

enhance customer satisfaction (Ansari Jaberi, 2009). Such results  could be  obtained 

through  different business models among which are malcolm baldrige model 

(Baldrige, 1987), the strategic constituencies model (Connolly et al. 1980) the 

performance prism (Neely, 2002) , the stakeholder approach (Atkinson et al. 1997),  

and the EFQM excellence model ( 1992 ). The EFQM model as an assessment and 

development approach is future oriented while other approaches and models are 

consistent with reality assessment and past assessment (Eftekhari, 2002; Shertan, 

2008). EFQM model is an assessment tool that helps get a comprehensive view of 
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current and future Organizational performance   (EFQM 2013).  This model is used 

by quite different institutions and industries among which are Banks. 

The financial organizations are quite keen to set out an effective management  

framework to improve the banking governance , risk management  and performance 

improvement, hence banks are working in a multi dimensions and diverse 

environment which include depositors, banking services customers , other local banks 

, staff , owners , suppliers , partners, operators , ICT companies,  international banks 

and financial institutions  , Governments ,  central banks , regulatory bodies , society ,  

… etc .  

Historically the world financial crises affect most economies around the world 

specially financial and banking institutions, where banks work in national and 

international environment at the same time. In response to the world financial cries 

2008 – 2009 the international business community has faced higher risks, where big 

banks and multinational companies faced with bankruptcy, most of the financial 

institutions all over the world faced different levels of problems.  The central banks 

regulations in most countries failed to mitigate the financial crises in most countries, 

as a result there was an international response via bank for international settlements 

(BIS) which was established in 1930 and owned by 60 central banks   , representing 

countries from around the world that together account for about 95% of world GDP. 
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The mission of BIS is to serve central banks in their pursuit of monetary and financial 

stability, to foster international cooperation in those areas and to act as a bank for 

central banks (BIS Profile / Promoting global monetary/ June 2017). One of the main 

arms of the BIS  to regulate banks and financial institutions activities is the basel 

committee on banking supervision (BCBS)   based in Basel city in Switzerland.   The 

BCBS is the primary global standard setter for the prudential regulation of banks and 

provides a forum for cooperation on banking supervisory matters. Its mandate is to 

strengthen the regulation, supervision and practices of banks worldwide with the 

purpose of enhancing financial stability. (BIS , 2018). Thus Basel committee 

concentrate on risk management through publishing a number of Accords and 

principles relating to capital,  corporate Governance , strategy , market risk , 

operational risk , ..Etc.   

The relation between EFQM and Basel Principles and accords are to far extend 

homogenous   in terms of Governance, strategy, market risk, reputation, employees, 

customers, financial indicators and non financial indicators, hence the EFQM is a 

multi dimensional model for total quality management that covers most of Basil 

accords areas.  The Basel accords and principles are adopted by central banks as 

regulations for banks in almost all the countries around the world, that’s why it's 

mandatory for banks to adopt them as internal policies and regulations. The EFQM 
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can play the role model which can help in implementing and communicating Basel 

Accords and policies especially those related to Governance, strategy, operational 

risk, control and Risk management.  In the following sections an overview of EFQM 

will be explained in details. 

2.3. Business excellence models and excellence awards.   

In order to respond to the highly competitive external environment organizations 

continuously search for new effective approaches to enhancing their management 

capabilities through different management tools  such as total quality management 

(TQM), Business excellence models (BEM), business process reengineering (BPR), 

enterprise resource planning (ERP), organizational change management (OCM) etc. 

Among these various approaches TQM and business excellence models, which have 

been among the most popular improvement tools in the past five decades.  

The existing BEM have in most cases been developed or been supported by national 

and international bodies as a basis for award programs and for the widespread 

adaption of the principles and methods of TQM and business excellence. Today, 

more than 80 national and state/regional awards base their frameworks upon the 

Malcolm Baldrige National Quality Award (MBNQA) criteria and the European 

Foundation for Quality Management (EFQM)/ European Excellence Award criteria 
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(Mann, 2011), and around 30,000 European organizations were using the European 

excellence model ( EFQM ,2013) 

Some study indicates that organizations implementing TQM/ BEM will obtain 

significant benefits including both increased financial indicators and non financial 

indicators  ( Kevin Hendrics & Singhal, 1997; Jonas ,  Eriksson, 2002) some  studies 

on the financial impacts of implementing TQM and BEM compared 120 national, 

regional and European award winning companies from the period 1990 to 2006 with 

careful selected comparison companies from the same industry and country as the 

award winning company. The analyzed companies were all publicly traded ( Boulter 

Louise, Tony Bendell, Jens Dahlgaard, 2013). Like the study by Kevin Hendrics, 

which compared 600 award winning companies in North America with selected 

comparison companies from the same industry, no significant differences in financial 

results could be found in the implementation period (5 years before the award). 

During the post implementation period (5 years after the award was given) 

differences between the two groups of companies became bigger and bigger on 

several financial results. Compared to the comparison companies, award winning 

companies experienced 1 year after the award a further 8% mean increase in sales 

revenues, which increased to 17% 3 years after the award, and 77% 5 years after the 

award. The award winning companies showed further 5 years after the award a higher 

https://www.emeraldinsight.com/author/Hansson%2C+Jonas
https://www.emeraldinsight.com/author/Boulter%2C+Louise
https://www.emeraldinsight.com/author/Eriksson%2C+Henrik
https://www.emeraldinsight.com/author/Bendell%2C+Tony
https://www.emeraldinsight.com/author/Dahlgaard%2C+Jens
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mean increase of 18% in operating income, 40% in total assets, and a 4.4% further 

reduction in cost over sales. 

When we look through the evolution of quality management Concepts shown in 

figure (2.1) we can notice that the evolution started more than a hundred years ago 

and strongly expected to be continuing in the future. 

 It is often perceived that certification of an organization to ISO 9001:2015 quality 

management standard represents a good starting point on the journey to excellence, 

giving an organization a stable base for further improvements in accordance with ISO 

9004 guidelines for continuous improvement. Nevertheless, this is often not enough 

for ambitious organizations. 
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Figure 2.1:  Evolution of quality management concepts. 

                 Source: Fadić, F. (2008). 
 

 

 

2.3.1. Deming prize.   

Dr. W. Edwards was one of the greatest leaders of quality control and management. 

His philosophy of using statistics to control manufacturing was developed when he 

was working at AT&T manufacturing plant. Deming lectured at a seminars where he 

taught statistical quality control and how to use it effectively. His goal was to find all 

expected patterns in production so that problems could be easily fixed. He was best 

known in Japan, where he taught management and engineers the methods for 

management of quality. The Japanese were interested in his methods, especially at 

that time when their economy was dreadful. Deming’s methods was one of the tools 
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that helped in increased the economy in Japan. As soon as these drastic changes in 

Japan began to occur, the Japanese Science and Engineering Association (also known 

as JUSE) developed The Deming Prize, naming the award after Deming to thank him 

for everything that he has done to help the Japanese improve their economy. The 

Deming Prize was given to those who have achieved high quality standards and kept 

on improving the quality of their services and products. (Deming Prize 2018) .In 

order to receive the Deming Prize, the Award committee concentrates on several 

important points at different quality levels such as clear policies, methods, processes, 

and plans for the company, It is also very important to distinguish the leadership and 

tasks of different people working in different  departments, such as executives and 

managers. Organization explains the structure of the quality control, how each 

department communicates with others departments, the structure of quality control, 

how each department is working to achieve better quality; Information should be 

used effectively by collecting all relevant information and being able to apply the 

collected information to data analysis (The application guide for the Deming Prize 

the Deming Grand Prize, 2018) . Standardization is important to receive the Deming 

Prize because the award committee looks at , to make sure that the company 

constantly revises its procedures, meanwhile getting rid of old procedures and 

applying those that are going to work. It checks how the company implements those 
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changes and adapts to new changes. Quality assurance consists of developing new 

products, making sure that they are the right products for the system and that they 

work, inspecting the products, delivering them to the right location at the right time, 

and making sure that each customer is satisfied with the products (Deming Award 

2018). 

2.3.2. Malcolm baldridge national quality award    (MBNQA).  

  In the early and mid-1980s, many industry and government leaders considered 

the need for a renewed emphasis on quality for doing business in an ever expanding, 

and more demanding, competitive world market. The malcolm baldrige national 

quality award was presented as a standard of excellence that would help U.S. 

organizations achieve world-class quality. The malcolm baldrige Criteria for 

Performance Excellence have played a major role in achieving the goals established 

for the baldrige award. MBNQA accepted widely, not only in the United States but 

also around the world, as the standard for performance excellence is positively linked 

to results. For over 20 years, the baldrige Criteria have been used by thousands of 

U.S. organizations to stay abreast of ever-increasing competition and to improve 

performance and the challenges of rapid innovation and capitalizing on knowledge 

assets. Whether an organization is small or large, is for-profit or not-for-profit, or has 

one location or multiple sites across the globe, the Criteria provide a valuable 

http://www.juse.or.jp/deming_en/
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framework that can help plan and achieve in an uncertain environment. The Criteria 

help to assess performance on a wide range of key business indicators: customer, 

product and service, financial, human resource, and operational.  The Criteria are 

built upon a set of interrelated core values and concepts found in high-performing 

organizations. These core values and concepts are embodied in seven linked 

categories which together provide the foundation for an organization to integrate key 

business requirements within a results-oriented framework to create a basis for action 

and feedback (ASQ 2018). The MBNQA build on integration of six criteria which are 

leadership, strategy, customers, workforce, operations and results. 

2.3.3.    Excellence foundation for quality management model 

             (EFQM).     

2.3.3.1. The EFQM business model.  

This section of the study is designed to discuss the theoretical framework of 

excellence awards with details to the EFQM model and its interrelated conceptual 

frames which are the RADAR logic and the eight fundamental concepts. Where other 

quality management systems (e.g. ISO systems, balanced score card) fits in this 

approach of management. EFQM theorists provide tools to measure enablers and 

results, hence these concepts formulate the EFQM philosophy. The EFQM 

Excellence is based on asset of European values, first expressed in the European 
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convention on human rights (1953) and the European social charter (revised in 1996). 

This treaty is ratified by the 47 member states of the Council of Europe and the 

principles are incorporated into national legislations. The fundamental concepts of 

excellence build on the foundations of the basic human rights, assuming they are 

universally acceptable. Recognizing the role business can play a vital role in 

supporting the broader goals of the United Nations. This initiative encourages 

organizations to actively apply these values, set out as 10 principles for sustainable 

and socially responsible business, across their global operations. Whilst number of 

these principles are explicitly covered in EFQM excellence model, a number are 

implicit, including those relating to human rights, corruption and forced labor, as 

these are already a legal requirements within Europe. The EFQM excellence model 

assumes that an organization will respect and comply with the 10 principles of the 

UN global compact regardless of whether legally obligated to do so or not, and 

regardless of the sector, size, structure or maturity. The EFQM excellence model is a 

practical, non-prescriptive framework that enables organization to assess their 

performance on the path to excellence, helping organizations to understand their key 

strengths and potential gaps in relation to their stated vision and mission, provide a 

common vocabulary and way of thinking about the organization and facilitates the 

effective communication of ideas, both within and outside the organization. Using 
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these three integrated components has helped organizations of all sizes and from all 

sectors to compare themselves with the attributes of sustainable organizations. They 

can use to develop a culture of excellence, bring consistency to their management 

style, access good practices, drive innovation and improve their results. The EFQM 

Excellence model work in integration with RADAR logic and the Eight Fundamental 

Concepts which can ensure that all the management practices used by organization 

from the coherent system are continually improved and derived by clear strategy for 

the organization (EFQM excellence model2013). 

The EFQM excellence model is a non-prescriptive framework based on nine criteria 

as shown in Figure (2.2) five of these are 'enablers' and four are 'results'. The 'enabler' 

criteria cover what an organization does. The 'results' criteria cover what an 

organization achieves. 'results' are caused by 'enablers' and feedback from 'results' 

helps to improve 'enablers' (EFQM, 2013). 
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Figure 2.2: EFQM excellence model.  

Source: EFQM model 2013. 
 

 

 

2.3.3.1.1. The EFQM framework. 
 

The EFQM model implicitly recognizes that, the quality of the final offerings is the 

end result of a complex of integrated processes and employees' efforts and that it 

provides a useful audit framework against which organizations can evaluate their 

performance in all aspects concerned stakeholders and assess the validity of the 

deployment system within the organization (Ghobadian & Woo, 1996). This view is 

supported by (Gadd , 1995) who states “Clearly that the model allows measurement 

of more than just performance. It also allows for measurement of how the 

organization operates". The Model's nine boxes, shown in figure (2.2), represent the 
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criteria against which to assess an organization’s progress towards excellence. Each 

of the nine criteria has a definition that explains the high level meaning of that 

criterion (EFQM, 2013). To develop the high level meaning further each criterion is 

supported by a number of sub-criteria. Sub-criteria pose a number of questions that 

should be considered in the course of an assessment. The detail of this is contained in 

appendix (3), where below each sub-criterion are lists of possible areas to address. 

The areas to address are not mandatory nor are they exhaustive lists but are intended 

to further exemplify the meaning of the sub-criterion (EFQM, 2013). 

2.3.3.1. 2.  The TQM concepts in relation to EFQM model. 

This section discuss total quality management concepts in relation to EFQM where 

excellence model considered as  special types of TQM models that provide measures 

of  key organizational areas and demonstrate the contributory effect of those key 

areas to overall organizational performance (  Kanji & Tambi , 2002). EFQM 

excellence model also can be seen as a systematic approach to introducing TQM 

concepts into an organization whilst monitoring changes in organizational 

performance. TQM simply is a management technique that’s more properly seen as a 

set of institutional values, TQM described as a business tools that focuses on 

improving the organization’s effectiveness, efficiency and responsiveness to 

customers' needs by actively involving people in process improvement activities 



 
 

36 
 
 

(Porter & Tanner, 1996) and   self-assessment provides a means of monitoring the 

progress of TQM programmers. The following TQM concepts would be seen as a 

conceptual tools by its definition and look at the EFQM Excellence model as 

management and measurement model.  

Total Quality Management Concepts based on EFQM Model is a non-prescriptive 

framework that recognize many approaches to achieve sustainable excellence. Within 

this non-prescriptive approach there are some fundamental concepts which underpin 

the EFQM model. These are based on well-established total quality management 

principles, hence the model's original title was 'The European model for total quality 

management' (Porter & Tanner, 1996). There is no significance intended in the order 

of the concepts. The list is not meant to be exhaustive and they will change as 

excellent organizations develop and improve over time. According to EFQM 

organization there are basic total quality management concepts the model rely on 

which are: “results orientation” where excellence is achieving results that delight all 

the organization’s stakeholders. “customer focus” where Excellence is creating 

sustainable customer value.”leadership & constancy of purpose” excellence is 

visionary and inspirational leadership, coupled with constancy of 

purpose.”management by processes & facts” excellence is managing the organization 

through a set of interdependent and interrelated systems, processes and facts.”people 
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development & involvement” excellence is maximizing the contribution of 

employees through their development and involvement. “continuous learning, 

innovation & improvement” excellence is effecting change by using learning to 

create innovation and improvement opportunities.”partnership development” 

excellence is developing and maintaining value -adding partnerships. “corporate 

social responsibility”. excellence is exceeding the minimum regulatory framework in 

which the organization operates and strive to understand and respond to the 

expectations of their stakeholders and the society.  

2.3.3.1.3. The fundamental concepts of EFQM. 

The eight fundamental concepts of excellence applied by EFQM as shown in figure 

(2.3) represent the way through which general objectives could be drown  where the 

first concept is dealing with adding value for customers , where excellent 

organizations consistently add value for customers by understanding, anticipating and 

fulfilling needs, expectations and opportunities. The second concept is about creating 

a sustainable future, it describes that excellent organizations should have a positive 

impact on the world around them by enhancing their performance whilst 

simultaneously advancing the economic, environmental and social conditions within 

the communities they touch. The third concept is dealing with developing 

organizational capability where excellent organizations should enhance their 
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capabilities by effectively managing change within and beyond the organizational 

boundaries. The fourth concept concern with harnessing creativity and innovation via 

generating and increase values and levels of performance through continual 

improvement and systematic innovation by harnessing the creativity of their 

stakeholders. The fifth concept is dealing with   leading with vision, inspiration and 

integrity, excellent organizations have leaders who shape the future and make it 

happen, acting as role models for its values and ethics. The sixth concept concerning 

managing with agility where excellent organizations are widely recognized for their 

ability to identify and respond effectively and efficiently to opportunities and threats. 

The seventh concept is about succeeding through the talent of people, it assumes 

excellent organizations value their people and create a culture of empowerment for 

the achievement of both organizational and personal goals. The eights concept is 

dealing with sustaining outstanding results where excellent organizations achieve 

sustained outstanding results that meet both short and long term needs of all their 

stakeholders, within the context of their operating environment. 
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             Figure 2.3: The fundamental concepts EFQM excellence model. 

              Source: EFQM 2013. 

 

2.3.3.1.4. The RADAR logic. 

The RADAR logic is a dynamic assessment framework and powerful management 

tool that provides a structured approach to questioning the performance of an 

organization ( EFQM 2013). This logic as shown in figure (2.4) states that an 

organization needs four elements to sustain excellent performance, which are:   

• Determine the Results it is aiming for as part of its policy and strategy making 

process. These results cover the performance of the organization, both financially and 

operationally, and the perceptions of its stakeholders. 

• Plan and develop an integrated set of sound Approaches to deliver the required 

results both now and in the future. 

• Deploy the approaches in a systematic way to ensure full implementation. 



 
 

40 
 
 

• Assess and Review the approaches followed based on monitoring and analysis of 

the results achieved and ongoing learning activities. Based on these findings, identify 

priorities, plan and implement improvements where needed. 

2.3.3.1.5. Applying the elements of RADAR logic. 

Applying the RADAR logic to the nine criteria of the EFQM Excellence model is a 

demanding exercise that requires a sensible implementation approach. ( Jackson -

2001) . Some studies recommend introducing the EFQM Excellence model in a "back 

to front" fashion using RADAR and starting with Results then moving round the 

RADAR cycle.  (Awkati , 2000) as explained bellow: 

Results: This covers what an organization achieves, where  In an excellent 

organization the results will show positive trends and/or sustained good performance, 

targets will be appropriate and met or exceeded. 

Approach: This covers what an organization plans to do and the reasons for it where 

in an excellent organization the approach will be sound , having a clear rational, well-

defined and developed processes and a clear focus on stakeholder needs, and will be 

integrated - supporting policy and strategy  that  linked to other approaches where 

appropriate. 
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Deployment: This covers the extent to which an organization uses the approach and 

what it does to deploy it, hence in an excellent organization the approach will be 

implemented in relevant areas, in a systematic manner.  

Assessment & Review: This covers what an organization does to assess and review 

both the approach and the deployment of the approach, where in an excellent 

organization the approach and deployment of it are subject to regular measurement 

where learning activities will be undertaken and the output from both areas will be 

used to identify priorities. 

 

 

 

 

 

 

            Figure 2.4: The RADAR logic.   

            Source: EFQM 2013. 



 
 

42 
 
 

 

2.3.3.1.6. EFQM as self-assessment approach. 

"Self-assessment is a comprehensive, systematic and regular review of an 

organization’s activities and results referenced against the EFQM Excellence model. 

The self-assessment process allows the organization to define clearly its strengths and 

areas in which improvements can be made and culminates in planned improvement 

actions which are then monitored for progress , Thus it can be seen as  a vehicle for 

systematic continuous improvement in an organization ( Coulambidou & Dale ,1995) 

.  According to EFQM organization self-assessment identified many crucial elements 

in the organization such as:  

• Identify opportunities for improvement. 

• Provide new motivation for the quality improvement process. 

• Direct the improvement process. 

• Manage the business. 

Others see different important four main areas of benefit in using self-assessment 

based on the following points which raised by ( Hillman ,1994) :  

   1. Measurement: 

• Gaining consensus on what has been achieved and what still needs to be  

         Done.                                                                                                      

• Enabling managers to prioritize action based on facts and identified needs. 
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• Providing data to compare with, and learn from, "world class" organizations. 

• Providing data on improvements over time. 

 2. Applying best practice: 

• Learning from each other and from other organizations. 

• Providing objective reviews of progress. 

• Providing a common approach to use in all departments and on all sites. 

• Minimizing the effort needed to develop assessment methods at different  

   sites.  

 3. Involvement: 

• Enabling everyone to contribute to the assessment process, thereby bringing 

ownership of the results and proposed actions. 

• Enabling staff to see the impact of their improvement efforts. 

• Enabling senior managers to drive the improvement process and to empower  

    their staff to exercise initiative at their own level. 

4. Reinforcement of direction: 

• Demonstrating the long-term commitment, and consistency of purpose. 

• Integrating improvement activity into everyday life by focusing on business 

results. 

• Providing a practical tool to drive continuous improvement. 
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 There is clear agreement that self-assessment helps in identifying areas for 

improvement and directing the improvement process. self-assessment is being viewed 

from two different angles which are providing motivation for the improvement 

process and managing the business ( Coulambidou & Dale ) whereas the other view 

puts its emphasis on the involvement of staff and the application of best practice          

( Hillman ,1994) .  Self-assessment approach to the management of quality 

considered as a developmental approach to quality ( Barnett ,1992) . The European 

foundation for quality management organization suggests a number of approaches for 

self-assessment, which are questionnaire, matrix chart, workshop, pro-forma and 

award simulation. The EFQM version 2013 recognize that each self-assessment 

approach delivers different benefits and involves different resources and risks. Before 

an approach is chosen it is important to consider what the organization is hoping to 

achieve from using the EFQM Excellence model. For instance, if the aim is to secure 

a 'quick fix' to a specific problem then this is unlikely to occur given the long-term 

nature of the Model. Alternatively, if the organization is looking to achieve a quality 

award it must be remembered that the RADAR scoring matrix awards providing 

higher scores to organizations who can demonstrate positive trends for more than 3 

years, in a wide scope of result areas. There by implying that continuous 

improvement efforts needed to have been well underway prior to embarking upon 
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using the EFQM excellence model for attaining an award. In line with this thinking 

the EFQM model version 2013 have a menu of approaches that organizations can 

choose from, depending upon whether they are well on the way with applying quality 

concepts and frameworks. A distinction is also made between the amount of effort 

required for each approach in terms of low, medium and high effort. Clearly these 

choices depend upon the availability of resources within the organization regarding 

commitment, time, energy, information and finance. Likewise the organization may 

consider applying the EFQM model throughout all departments at once or design a 

phased approach, whereby some departments can apply it before others, dependent 

upon the aforementioned resources available. 

2.3.3.1.7. The uses of the EFQM excellence model. 

The main use of the EFQM excellence model as illustrated before is to carry out self-

assessment with the aim of identifying strengths areas for improvement in an 

organization. A review of the literature, however, shows that there are a number of 

other possible uses for the EFQM excellence model. These are its uses as a strategic 

tool, a means of providing a holistic broader view of the business, a tool for 

performance management, a benchmarking tool, a means of integrating other quality 

and management initiatives and tools and a means of gaining quality award and its 

use to motivate staff  to get involved in quality improvement activities. 
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2.3.3.1.8. The EFQM excellence model as a strategic tool. 

The use of the EFQM excellence model as a strategic tool and the use of the outputs 

of self-assessment as an integral part of business and strategic planning are topics that 

have provoked great debate and a wide range of differing views amongst a host of 

academics and practitioners. Many writers have strong views that the EFQM 

excellence model can be used as a strategic tool ( Gadd ,1995). Organizations can use 

self-assessment against the EFQM Excellence model as a strategic tool to build 

process and achieve integrated management. Some organizations see the outputs of 

self-assessment as providing a strategic tool for high-level decision-making ( Gadd 

,1995) . Self-assessment within the EFQM model is holistic, and takes an 

organization-wide view of the business by focusing on business results and customer 

satisfaction; it takes a strategic perspective where policy and strategy is an important 

element of the model and is linked to all the other organizational enablers. Using self-

assessment in this way clearly identifies how an organization's strategy shapes its 

business processes (Porter ,1996) hence self-assessment is a strategic business 

improvement tool. Managers at the highest level of the organization lead most self-

assessments activities where commitment to improvement is demonstrated by senior 

managers' and directors'  involvement in self-assessment activities. The involvement 

of senior staff makes the use of the EFQM Excellence model strategic in nature. This 
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does not necessarily follow and neither does the corollary of it, that the lack of senior 

involvement in self-assessment activities would mean that the use of the model was 

not strategic (Porter ,1996), However the aspect of customer satisfaction providing a 

strategic perspective (Gadd-1995) (Leonard & McAdam , 2002). Some organizations 

considered their initial intent on applying TQM by strongly focus on customers 

where this point of initial TQM application represents the most strategically 

important application of TQM hence It has already been identified earlier in this 

chapter that the EFQM Excellence model is based on TQM principles. 

2.3.3.1.9. Academics opinions on EFQM as strategic tool. 

Lewis (1999) describes the use of a variant of the EFQM Excellence model as a 

valuable program to establish strategic management. Price water house Coopers 

(2000) report that 88% of public sector organizations in their large survey perceived 

that the EFQM Excellence model helped them to improve their strategic management 

thinking. Jeanes (2000) sees that organizations are making the model central to their 

strategic thinking, business planning and daily operation, This view gives the EFQM 

Excellence model both strategic and operational uses which is supported by Awkati 

(2000) who reports on the use of the EFQM Excellence model  in social services 

departments. He identifies an increasing use of the model to support strategic and 

operational activities. Leonard & McAdam (2002) state that the EFQM Excellence 
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model criteria concerned with policy and strategy also they consider how aspects of 

TQM have been incorporated in the strategic processes, its clearly obvious that the 

major emphasis of EFQM model is on policy and strategy development, deployment 

and communication as can be seen from inspection of the sub-criteria for Policy and 

Strategy in appendix (3). Co-ordinating between the strategic goals and the activities 

which will achieve them is the Maine link of the model. Leonard & McAdam (2002) 

also see that the use of the EFQM Excellence model as a model for corporate strategy 

is undermined by the fact that it is updated every many years and so it is essentially 

one to two years out of date when used. However the issue of the model being out of 

date could be apply to any other model considered to be strategic in nature. The 

EFQM Excellence model is updated every four years or so and the fact that it has 

changed little over the last twelve years which indicate that it would have provided a 

reasonable degree of consistency to any organization using it as a basis for its 

strategy. Leonard & McAdam (2002) argue that the EFQM Excellence model was 

being used as a framework which provides an organizational overview to support 

strategic planning, it is possible to view that only highly mature users use the model 

strategically. Leonard & McAdam (2002) highlighted that an organization using the 

model provide the overview for its plans, but also its a method of assigning the  key 

processes or issues within the organizational context for strategic purposes. McAdam 
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and others (2000) explained that, from a survey of 163 public service organizations, 

found that the use of the EFQM Excellence model has produced improvements in 

how they developed their strategy, business plans and key measures. This supports 

the view that there is some evidence to support the use of the EFQM Excellence 

model as a strategic tool. In addition to the reported direct use of the EFQM 

Excellence model as a strategic tool, many researchers report the use of the outputs of 

self-assessment as an integral part of the business and strategic planning process 

within organizations. In this respect the model can be seen to provide a linkage 

between improvement activities in an organization and strategic direction. O'Brien & 

O'Hanlon (2000) report on a case study of EFQM excellence model use that the 

model was used to align process, team and individual goals with the organization's 

strategic objectives. Conti (1997) is of the opinion that self-assessment can only 

realize its full value if it refers to the company's missions and goals as a whole and 

that self-assessment acquires a strategic value only if a prior link is established with 

strategic planning, since integration of self-assessment into the planning cycle is a 

crucial procedure, companies may find it best to adopt a gradual step-by-step 

approach to integration. Gadd (1995) comments on the action plans arising out of 

self-assessment and sees their scope as being from a change in strategic direction, to a 

major process redesign, to some incremental improvements, depending on the 
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findings of the assessment phase, his study revealed that improvement plans had been 

adopted as an integral part of the organizations' business plans. He gives the example 

of the 1994 EQA winners, D2D Ltd, who have built the EFQM Excellence model 

into their normal business activities where progress on business performance has 

been realized after implementation and Self-assessment outputs have become a key 

input to their strategic planning process. McAdam & Welsh (2000) suggest that self-

assessment can be a valuable input into the annual business planning cycle. They 

continue: "In this way the organization’s strategic direction can perhaps reflect a 

more business-focused approach" (McAdam & Welsh, 2000, p.122). Stahr (2001) 

reports that the agreed outcomes of reviews are used as a basis for the business 

planning system at Salford Royal Hospitals Trust. Leonard & McAdam (2002), 

Livsey (1993) and Srinidi (1998) state that there is a natural necessity to align quality 

programs with business strategy to ensure that quality efforts reflect the long-term 

goals of the organization. The CMPS Civil Service College Directorate (2002) 

indicates that the EFQM Excellence model provides a link between what the 

organization needs to achieve and the strategies and processes needed to deliver its 

objectives. Tummala & Tang (1996) who’s particularly emphasized that quality 

planning must be integrated into the overall corporate strategic planning process of 

the organization. Porter and others (1996) state that self-assessment ensures that 
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business improvement activities are fully integrated with the organization’s strategies 

and plans. They suggest that self-assessment can provide strategic direction for the 

organization and be a valuable input into the business planning process. This is 

supported by Pitt (1999) who describes the use of the EFQM Excellence model in the 

Wakefield and Pontefract Community National Health Service Trust (The Trust). The 

Trust has adopted the model both as an assessment tool and as a format for many of 

its documents. For example, the Strategic Direction, Business Plan and Corporate 

Objectives all make use of the format. Improvement opportunities are fed into the 

business planning cycle and the process of self-assessment, using the EFQM 

Excellence model is being developed as part of the business planning cycle. The 

outputs of self-assessment are one of four main inputs into the business planning 

process at the Trust along with Market Information, purchaser intentions and service 

initiatives. Pitt (1999) also reports on difficulties in the timing of the self-assessment 

cycle and the objective setting cycle (as part of business planning) in the (Trust) 

when self-assessment was first undertaken, however this was rectified for subsequent 

cycles. Price Waterhouse Coopers (2000) examined the issue of the integration of the 

EFQM Excellence model into other business processes in public sector organizations. 

It was difficult to draw out conclusions from each sector as integration depends on 

the length of time that organizations have used the model, however 20% of local 
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authorities believe that they have achieved total integration with their planning 

processes. This again concurs with the view that it is likely that only mature users of 

the model will have used it in a strategic manner. It can be seen that the issue of the 

EFQM Excellence model's use as a strategic tool has provoked a variety of 

arguments. It would appear from the literature that the organizations which are using 

the EFQM Excellence model in a strategic manner are quite mature in their use of the 

model. 

2.3.3.1.10. The EFQM excellence model as a means of providing a holistic, 

broader perspective of the business. 

EFQM excellence model being used to provide a holistic, broader perspective of the 

business. "By providing a holistic view of the organization, the model can provide a 

framework by which managers can develop a broader perspective of the business and 

its operating environment" (Gadd, 1995). Managers described the EFQM Excellence 

model as a framework that assists in providing a conceptual framework to overview 

the organization through which business improvement can be structured. A study by 

Leonard & McAdam (2002), focused on the organization as a whole, managers have 

gained an understanding of how the business knits together, and how all the various 

divisions, functions and departments integrate. (Gadd ,1995) concludes that, working 

with managers from other functions form integrated management teams, looking 
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across the organization and gaining a holistic perspective of the business. An 

organization which adopted the EFQM Excellence model can take the advantage  of  

improve staff understanding of the business processes and involvement at all levels in 

decision-making process, including better two-way communication  (Chapman -

2000).  

Theories promoting the EFQM model states that “Excellent results with respect to Performance, 

Customers, People and Society are achieved through Leadership, driving Policy & Strategy, People, 

partnerships & resources and processes. One of the major benefit of the EFQM model proposed is 

holistic self-assessment process (Porter & Tanner, 1998), since most studies linked this with an 

increase attention  on employees satisfaction and  involvement , and this considered  as one of the 

most important drivers of continuous improvement in most classical TQM literature (Deming, 

1986; Juran, 1989; Ishikawa, 1989).Employees’ satisfaction is a result of effective management of 

people. Companies demarche for excellence give primarily concern for their employees  (Oakland 

& Oakland, 1998), hence employees involvement and satisfaction has a positive effect on an 

organization’s continues improvement, where raising the number of employees initiatives has 

positive impact on productivity improvement ,and thus involving employees in the companies 

search for continuous improvement (Dahlgaard et. al., 1998). “A firm that manages to build quality 

into its employees is already half way toward the goal of making quality products” as Imai (1986) 

puts it. It is therefore it is vital for any company to identify the drivers of employee satisfaction and 

loyalty. Optimal utilization of EFQM model is highly related to paying balanced attention and 

support to the elements of the model at the enabler side, this attitude lead to balance results at the 

level of results element of the model , the debate of EFQM optimal utilization among studyers and 
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theorists raised by Dow and others (1999) , Dijkstra (1997), Naylor (1999) ,Esquildsen and others. 

(2001), Eskildsen  , Dahlgaard (1998)  ,  Reiner  (2002) ,  McGee (1993), Sjoblom (1995) and Dale 

(1997). They were all debating  on  the significant of equilibrium balance of the efforts being 

considered at the level of the enablers elements of the EFQM model , although the practice of TQM 

reflects different results Dow et al. (1999). 

2.3.3.1.11. The EFQM excellence model as a tool for performance management. 

Several authors report on the EFQM excellence model being used as a tool for 

performance management, where the model can provide an overall assessment of the 

organization performance which requires organizations to move more deeply into a 

performance management culture. Many organizations are using the EFQM 

Excellence model as the overarching framework to help them achieve a "joined up" 

performance management strategy (Price Waterhouse Coopers, 2000). A study 

conducted for 19 large organizations, which were using the EFQM Excellence model 

and had participated in national quality awards, they concluded that self-assessment 

helps to focus on performance and so highlights changes and acts as a monitor of the 

organization (Leonard & McAdam -2002). Stahr  (2001) reports that Salford Royal 

Hospitals use the outcomes of reviews as a basis for the ongoing management board 

performance-monitoring arrangements. Chapman (2000) reports that the NICO 

Insolvency Group adopted the EFQM Excellence model specifically to develop 

performance measures. Study by Leonard & McAdam (2002) demonstrated that the 
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EFQM excellence model incorporates a comprehensive set of performance measures, 

beyond financial measures, such a scope in performance measurement helps in 

representing the role and purpose of public sector organizations.  

It can be seen that, according to the majority of literature reviewed, the EFQM 

Excellence model provides a framework for performance management in 

organizations. The 'results' criteria of the model provide a means for organizations to 

set targets and monitor progress against those targets. The RADAR Logic described 

earlier in this chapter would appear to be particularly useful in this because of the 

emphasis on setting objectives and assessing and reviewing progress against these 

objectives. 

2.3.3.1.12. The EFQM excellence model as a benchmarking tool. 

The EFQM excellence model lends itself for use as a benchmarking tool by 

examining the implementation of the Model in two organizations which both 

combined self-assessment with benchmarking (using the EFQM excellence model as 

a framework) to help identify the key objectives for improvement within their 

respective organizations, where Subsequently benchmarking has shown progress 

towards assessing the defined objectives in both companies (Chapman , 2000). The 

EFQM Excellence model  can provides organizations with a temporal or sectoral 

benchmarking tool and play the role of a vehicle for sharing experience and good 
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practices ( Ghobadian & Woo, 1996),  self-assessment enables positive comparisons 

to be made between departments, divisions and externally against other organizations 

in a learning culture (  Porter & Tanner, 1996) . This activity can help to discover 

overlooked strengths or areas for improvement and can identify best practices, 

providing a common framework and a scoring mechanism by which the comparisons 

can take place. The EFQM award process identifies best-in-class organizations for 

each element, and so an organization can see, as soon as it has completed a self-

assessment to the EFQM model, how its scores compare with those achieved by the 

best in class. This identifies the size of the performance gap, and points the 

organization in the direction of particular elements of the model, taking in to account 

that a comparison of scores on any element of the model is not necessarily taken as         

a rule. For example two organizations may achieve similar scores through quite 

different mixes of strengths and areas for improvement. This won't immediately help 

to guide improvement activities, unless there is an opportunity to discover the reasons 

why the scores were achieved. The EFQM excellence model provides opportunities 

to promote and share excellence approaches within different areas of the organization 

and with other organizations, in other words the model provide an opportunity for 

benchmarking tool. In summary the EFQM Excellence model provides a common 
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framework which facilitates benchmarking by providing structural comparing and 

contrasting strengths and areas for improvement. 

2.3.3.1.13. The EFQM excellence model as a framework for integrating other 

quality and management initiatives and tools. 

 

A large number of authors support the use of the EFQM excellence model as a 

framework for integrating a host of other quality and management initiatives and 

tools. Some authors also see the model as providing a framework with which 

organizations can select appropriate initiatives and tools to aid them in their drive 

towards excellence. The EFQM excellence model provides a means to integrate 

various quality initiatives into normal business operations and could be seen as an 

overall integrative quality framework. The UK Government had commended the use 

of the EFQM excellence model to all organizations within the national health service 

where it has the ability to incorporate a number of initiatives    (Jackson -1999 

),where the model does not need to be seen as an add-on, rather it can be viewed as 

an overarching framework which will bring all the ongoing activities together , hence 

self-assessment provides a way to integrate various quality initiatives into normal 

business operations ( Shergold & Reed-1996)  , and encourages the integration of a 

range of quality initiatives ( McAdam & Welsh - 2000) which can form as an 

integrative framework. The model helps organization to see where the impact of a 

particular initiative should be felt. Where an organization can identify areas for 
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improvement, it can then use the model to select the appropriate initiatives to achieve,  

hence the model can be used as an aid in the selection of future initiatives for 

improvement and not just as a means of mapping current initiatives. The EFQM 

excellence model provides a means for both mapping the areas of impact within an 

organization of various quality and management initiatives and tools and selecting 

initiatives in a proactive way to support the development of areas for improvement. 

 

2.3.3.1.14. The EFQM excellence model as a means of gaining a quality award. 

 

Although one of the main reasons that the founder members of the EFQM had for 

developing the model originally was to provide the basis for an awards process, very 

few concerns  emphasis to the use of the EFQM Excellence model as a means for 

gaining an award. Porter & Tanner (1996) describe the objective of the European 

quality awards as being to recognize top quality performances of organizations. They 

state that winning awards will usually enhance the image and reputation of the 

organization. In addition to the European awards there are now national and regional 

awards based on the EFQM Excellence model in Europe. Gadd (1995) suggests that 

the preparation of an award submission document can be a useful way of gaining a 

comprehensive assessment of an organization, although the preparation of the 

document is a lengthy and time-consuming process. Porter et at (1998), having 
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surveyed 215 organizations and developed 36 in-depth case studies, concluded that 

winning an award is the Least important reason for using the EFQM excellence 

model. The EFQM excellence model provides opportunities to recognize both 

progress and outstanding levels of achievement through internal awards. Although it 

is difficult to quantify the numbers of organizations using the EFQM excellence 

model, it is clear from much of the literature reviewed in this chapter that this must 

now run into many thousands of organizations. Only a relative handful of 

organizations apply for a quality award in any particular year (EFQM, 2013). This 

would suggest either that the organizations do not consider themselves ready to apply 

for an award or that they are using the EFQM Excellence model for other purposes 

rather than a means for gaining quality award. 

 

2.3.3.1.15. The EFQM excellence model as a means of motivating staff to get 

involved in quality improvement activities. 

Some commentators view the EFQM excellence model as a tool for increasing staff 

involvement in quality improvement activities within organizations. An extensive 

survey by Coulambidou & Dale (1995) revealed the major reasons that organizations 

gave for justifying their continuing with self-assessment. One of the major reasons 

was that it provided new motivation for the quality improvement process. Hillman 
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(1994) sees that self-assessment can be used to increase the involvement of staff 

enabling everyone to contribute to the assessment process, thereby bringing 

ownership of the results and proposed actions, enabling staff to see the impact of their 

improvement efforts and enabling senior managers to drive the improvement process 

and to empower their staff to exercise initiative at their own level. Porter & Tanner 

(1996) suggest that self-assessment helps to motivate people and gives a fresh 

impetus to business improvement programs.  Self-assessment is a team activity, 

which engages team members in focused continuous improvement. Organizations 

find that one of the key benefits of their approach to self assessment is the 

development of the people involved (Porter -1998). Self-assessment encourages an 

ethos of continuous process improvement, and involves senior management in this 

process ( Gadd -1995) .The EFQM Excellence model for self-assessment provides a 

means to create enthusiasm amongst the people within the organization, involve them 

in the improvement process and give fresh impetus to their pursuit of business 

excellence. EFQM Excellence model improve staff  understanding of the business 

processes and improve involvement at all organizational levels in the decision 

making process, it’s an opportunity  to motivate staff to get involved in quality 

improvement activities and can be used to reinvigorate improvement initiatives . 
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2.4. Previous studies conducted in Sudan.  

This section  illustrates  some of the previous  studies and papers that concerned with 

the relation between Total Quality Management application  and operational and 

institutional performance of some Sudanese Institutions  , The selection of these 

studies consider the application of TQM in different  sectors of Sudan Economy          

( Banking , Industrial , Training)   where three  of these studies were being conducted 

in the banking sector of Sudan. These studies explore the impact of Applying TQM 

as management Systems on Such different Institutions.  

One of the latest published papers by    Inshirah  Elmaghrabi  and Others ( 2015) 

discuss the impact of ISO standards application on  IT Security and  support 

Requirements of E-Banking in Sudan , the paper describe  the   advances in 

information and communication technology (ICT) as the most important commodity 

in the digital information age, characterized by ease of communication and 

abundance of information and networks throughout the world, Which has great effect 

on the development of all industrial sectors including banking industry, where 

Banking services has started by traditional means, then electronic systems were used 

in banking transactions, and later they turned into what is known as Electronic 

banking “e-banking” which has revealed many risks.  It was found that information 

risks increase with the development of technology. This raised the importance of 
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information security to ensure optimal use of resources and full adoption of best 

practices to achieve the level of security required to protect e-banking. The study 

aimed to measure the application of security requirements for e-banking, according to 

a series of ISO 27000 standards in Sudanese Banks.  The study referred to a set of 

hypotheses which include  planning for the creation and documentation of 

administrative and technical unique security requirements of the organization 

according to the standard ISO 27001   documentation which affect positively the 

level of security and supposed to reduces risk, implementation of  administrative and 

technical unique security requirements of the organization according to the standard 

of practice ISO 27002  also affect positively the security levels  and hence  reduces 

risk, setting and using measures to assess the implementation of the administrative 

and technical security requirements, and setting corrective and preventive actions for 

the administrative and technical security requirements that are  based on the results of 

the auditing and assessment can  affect positively  the continuous improvement of 

information security management system.  The study findings conclude at a 

appositive relation on reducing IT operational risk and application of ISO 27001 

among the Sudanese Banks. 

Another study by  Abdelbaset  M.A. Galal  conducted in  2009, discussed The impact 

of applying Basel 1 Accord and the restructuring program on the Sudanese Banking 
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System between  1997-2006 , and to  what extent  Basel 1 accord affected the 

financial conditions of the Sudanese Banking system, and whether its application 

minimizes non-performing loans and at the same time building sufficient provisions , 

by analyzing the performance of  21 banks within a three periods i.e. post application 

Basel 1 Accord, time of the first application of re-restructuring and  prior period of 

applying re-structuring in the second tier way. The most important findings are 

Basel1 Accords application and restructuring program led to the commitment of more 

than 50% of the Banks by the minimum level of the capital adequacy. Regarding the 

Banks in adapting their conditions based on owner-equity (Minimum capital 

requirements) it is found that during the period 2000-2002,  50%  of  banks did not 

adapt their conditions whereas, only in 2006, 67% banks adapted their conditions. 

The Recommendations of the Study are concentrated in necessity of putting strategy 

to stand the minimum limits of capital and provisions, Building sufficient provisions 

and reserves, with lying down plans to be maintained in the market and plans to raise 

and downsize expenses to the acceptable standard level. 

Examining Prospects of the Application of total Quality Management (TQM) 

Approach on Commercial Banks in Sudan was discussed by  Abdelmageed 

Mahamoud Abdelmageed (2005)  where the objective of his study is to examine the 

effect of the application of TQM on Sudanese Commercial Banks.  This study 
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illustrated the capability of TQM to transform any organization to a successful 

business unit, where this issue is gaining worldwide popularity, hence TQM means 

commitment to excellence in product or services produced, and putting customers 

both internal and external in focus to meet their requirements. It includes all of the 

fundamental management techniques. Quality is the key to profitability, and there is 

correlation between customer satisfaction and quality. Satisfied customers not only 

bring return to the business, but also represent powerful advertising force. Likewise, 

dissatisfied customers not only become customers for competitors, but also represent 

negative advertising force. This study explained that one of the major challenges for 

banks would be to continuously meet the changing and rising expectations of the 

customers who are in fact becoming aware of top-notch services that meet their 

present and future needs and expectations especially In view of the increasingly 

competitive environment. Also the study discussed  problems of coping with the 

international standards criteria, such as Capital adequacy standard according to Basel 

Accord and Accounting and Auditing Organization for Islamic Financial Institutions 

(AAOIFI) and also Lack of transparency .The further pending problem of Sudanese 

commercial Banks is that in the absence of international Islamic Monetary Market, 

they face serious liquidity constraints. This is because they cannot borrow from the 

international financial markets, due to the extend interest-bearing loans. The findings 
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of the study was that :  apply of  TQM approach by Sudanese Commercial Bank is 

being an essential elements of management philosophy such as customer's 

satisfaction (both internal and external) new performance  assessment tools and 

mechanisms should be introduced in order to meet present and future requirements of 

stakeholders. Also Sudanese Commercial Banks lack method of measuring their 

employee's attitudes and the impact of job satisfaction on productivity. The 

employees are not well acquainted with TQM concept as prescribed by ISO. In view 

of the above the studies recommends focusing on customer satisfaction is real 

measuring and lead to creation of clear relationship with customers to retain their 

loyalty. In this regard, the impact of poor quality and customer's dissatisfaction on 

bank's services will affect profits and hence accumulated capital. Finally the studies 

recommends encouraging commercial Banks accreditation to international standard 

(ISO). 

Another Study to examine the relation between application of quality management 

system and institutional improvement was presented by Faisal Bashir Musa which  

assess the Impact of Implementing Quality Management Systems  (ISO 90 01/2008) 

on Improving Organizational Performance in Sudan Customs Authority in the period  

2010-2014 .This study aimed at explaining the impact of implementing quality 

management in Sudan customs authority through various mechanisms which include 
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: the nature of the  relationship between its application of quality management system 

and the improvement of institutional performance, demonstration of the level of 

employees satisfaction, activeness of quality management system application (ISO 

9001/2008) and the achievement of the strategic goals of Sudan Customs Authority. 

The study revealed existence of statistically significant relationship between the 

application of quality management system and the employees satisfaction of Sudan 

customs Authority and also the result revealed statically significant relationship 

between the application of quality management system (ISO 9001/2008) and the 

achievement of the strategic goals of Sudan customs Authority. The Maine 

recommendation of the study is the need to adopt a systematic continuous 

improvement programs which can improve the work environment to keep pace with 

developments in a modern business environment. 

The Entrance of total Quality Management and its impact on human Resources 

Development in Dall Industrial Group (Capo Dairy Factory & Sayga Flour Mills) is a 

title of study being presented by  Mubarak Daood Sulaiman Hassan. The study 

covered the period between 2010-2104. The aim of this study is to measure the 

impact of applying Total quality Management (TQM) approach on human resources 

development in a production organization. The outcome of this study found that there 

is appositive relation between the applications of TQM approach with human 
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resources development in productive organizations. Also the study showed 

differences in the views of the study samples with respect to the development of 

indicators so as  to measure the capabilities of the organizations. 

The role of Total quality management in Enhancing the vocational training services, 

was discussed by  Abd Alrahim Mohamed Ahmed Mohamed ( 2014 ) through a case 

study of Khartoum state vocational Training and Entrepreneurship Development 

project ,This study presents a practical successful attempt to use the TQM in business 

services which can help practitioners in reliable basis, where the TQM provide a 

comprehensive system for all processes at the administrative and technical 

dimensions. That can lead to contribution in developing the vocational training 

sector, hence the importance of vocational training services sector based on capacity 

building and skills for those interested in job creation which Can play a vital role in 

absorbing  large proportion of unemployment in the economy  in many countries of 

the world, the application of training competencies system under the proposed 

perspective may contribute to raise the numbers of  effective professional training 

centers and improve the output of its operations according to the criteria of world 

records performance, which contributes in increasing employment opportunities for 

the beneficiaries of vocational training and skills of business services in the internal 

and external labor market, also it contributes to the provision of professional 
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expertise to attract investment to areas where human cadres have the required skills . 

The study aimed to add a new dimension and attempt to study strengthen the 

traditional pattern of vocational training in Sudan through the TQM, that is by adding 

new value by focusing on the beneficiaries of vocational training services and 

provide customized service. Also the study aimed to develop a conceptual framework 

of the principles of total quality management in achieving the quality of services, 

takes into account the specificity of the process of producing the service and then 

distinguish them from the process of production of the commodity.The study points 

of discussion were around the question of  how can the principles of total quality 

management contribute to gain trainers satisfaction for vocational training services, 

and job satisfaction for workers in vocational training centers as well as improve  

business skills which can be reflected in increasing the effectiveness of the activities 

and operations . The study outputs prove all the points of discussion as positive.  

Another thesis reflects the impact of application of Total Quality Management in 

foreign Direct investment in Sudan, studied some Enterprises in the Industrial Sector 

in  Khartoum State  during the period   2003- 2012, by  Duria Haidar, Sidig Musa                

( 2013) . The Study tried to identifies the reality of applying Total Quality 

Management at the industrial enterprises. The study summary was “ applying the 

Total Quality Management system in most of the direct foreign investment has great 
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impact and positive output on these investments”. The significance of this study is to 

shed light on the foreign direct investment, of which  economical, political and social 

impact is reflected on the country and its role in transferring technology and human 

development by applying Total Quality Management approaches , where National 

Industry will be forced to   shift to  Modern business environment , which can 

Facilitate customers and employees satisfaction , the thing  which can lead to 

Improved product quality and hence increase profits, and so increase market 

competition of the National Industry . 

Another study to assess the impact of the application of Quality Management systems 

to increase the effectiveness of performance in Sudanese industrial facilities 

between1999 and 2005, was conducted as the case of some certified facilities of ISO 

9001: 2000. (Arfa Gibreel Abu naseb Musa , 2006) where the studyer elaborate the 

significant of    quality management systems as an important entry point to bring 

about radical change in the structure of any institutions and the emergence and  

importance    of quality management standards as an engine of the economy. where a 

group of standards of the International Organization for Standardization (ISO) such 

as  ISO  9000 which provide  assurance of quality management system of the 

organization, and ISO 14000 standard which provide a frame for the environmental 

management systems and so on. The study focused on the relation between higher 
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productivity and efficiency and quality management systems within Sudanese 

industrial sector. The study discussed the following topics: Knowledge developed 

from the application of quality management systems in relation to the development of 

products according to the customer's desire, Organizational culture, causes of low 

productivity, the relation between productivity and profitability, management 

commitment to continuous development and improvement. The study reach to  

certain relation between different management tools which are ,  a positive relation 

between the application of quality management systems and the development of 

Sudanese industrial institutions, There is an inverse relationship between the lack of 

quality system design and product quality (goods or services) offered by the 

institution to target group, There is a positive relationship between supporting and 

helping of the senior management to the quality system in industrial institutions and 

efficient application of the quality system, There is a positive correlation between the 

lack of obstacles that hinder the implementation of quality management systems and 

technical development for industrial facilities.  Also the study find that, Companies 

which can build strong relationships with customers and provide superior 

management relationship based on proper understanding of the desire customer can 

increase profitability and productivity and increase customers' confidence with these 

companies.  
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This Study is examining the Quality Management System as a management approach 

rather than an individual management system, through examining the casual relation 

of the EFQM enablers results elements. 

2.5. The study model. 

The TQM deals with the totality of application of quality principles at all activities 

levels of the organization, where interdependence of TQM principles and practices 

leads to a holistic view of quality management (McGee, 1993; Dow et al., 1999) 

based on such literature the harmony application of quality practices is necessary for 

realizing the full benefits of any TQM program (Tamimi, 1998). The EFQM 

excellence model does not only reflect associations between the components in each 

of its domains, but also suggests that the enabler criteria have a direct influence on 

the results. (J. Carlos Bou‐Llusar, Ana B. Escrig‐Tena, Vicente Roca‐Puig, 

Inmaculada Beltrán‐Martín, 2005) .Excellence  enablers will lead to superior results  

(Moeller et al., 2000; Prabhu et al., 2000). This implies that excellent results with 

respect to performance, customers, people and society are achieved through 

leadership driving policy and strategy, partnerships and resources, and processes 

(EFQM, 2013).Despite the fact that the causal relationship between enablers and 

results constitutes the full power of the model (Naylor, 1999) , the causal structure of 

the model can define the dynamic logic of the model. Conducted study on the 

https://www.emeraldinsight.com/author/Escrig-Tena%2C+Ana+B
https://www.emeraldinsight.com/author/Beltr%C3%A1n-Mart%C3%ADn%2C+Inmaculada
https://www.emeraldinsight.com/author/Roca-Puig%2C+Vicente
https://www.emeraldinsight.com/author/Carlos+Bou-Llusar%2C+J
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relationship between people, processes, people results and key performance results 

concluded to that weaknesses in the management of people and processes can be seen 

in people results and key performance results where Eskildsen and Kanji (1998) 

demonstrated three partial linkages on this issue. Another study found strong 

association between people , people results where  emphasis on leadership and 

customers, through the assurance of good training for employees (people) and  

people-related issues on operational performance measures  can have significant 

effect on employees satisfaction, customers satisfaction and business results  (key 

performanceresults ) (  Prabhu et al. 2000). 

The study model of this study is designed upon the causal structure of the EFQM 

model which intended to examine the causal relationship between the elements on 

each side of the model and weather, enablers and results can be treated as two 

interdependent sides. Hence the five enablers are the independent factors and  

customers results , people results and business financial results are the dependent 

factors  as seen in figure  (2.5) , where the hypotheses of the study reflects positive 

significant effect of the five enablers on customers results , people results and 

business financial results. 
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                                     Figure 2.5: Study model. 

                                Source: Prepared by researcher   (2019). 
 

2.5.1. The variables of the model. 

The variables of the model include eight variables reflected in the EFQM as the first 

eight criteria, which include the five enablers of the model, and three results. These 

formulate the independent and dependent variables of the model as seen in figure 

(2.5). 
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2.5.1.1 The independent variables of the model. 

 The independent variables of the model Include the left side of variables in figure         

( 2.5) which reflect the enablers side of the EFQM model which are Leadership , 

Strategy , People , Partnerships and resources  and Processes . This section illustrate 

definitions and description of these variables of the model. 

 

2.5.1.1.1 Leadership. 

The business environment all around the world recently has faced accelerated 

dynamic changes due to rapid technological development in recent decades,   

unprecedented market competition, exponential surging and accelerating customer 

expectations, changing governmental policies and regional and international 

regulations (Anupam Das, et al., 2011),forced many corporations to transform their 

management approaches to cope with these circumstances in order to empower their 

abilities to meet the   customer requirements in different perspectives such as  quality, 

service, innovation, speed, and price. Other corporate goals are to increase flexibility 

in meeting new competitive conditions and to create frameworks that can enable 

them to continuously improve their business Performance. (Anupam Das, et al., 

2011). Academics and practitioners both agree that appropriate managerial leadership 

is one of the factors that determine the variation in the success rate of corporations 

https://www.emeraldinsight.com/author/Das%2C+Anupam
https://www.emeraldinsight.com/author/Das%2C+Anupam
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(Perles, 2002). The Deming Prize, European quality award (EQA), and the Malcolm 

Baldrige National quality award (MBNQA) also recognize the crucial role of top 

management leadership in creating the goals, values, and systems that guide the 

pursuit of continuous performance improvement. (Anupam Das, et al., 2011). 

Leadership goes beyond the boundary of formal power where leaders can create a 

new environment in the organization by their inter-personal relationships and 

influences which involve others in the change initiative through affecting others out 

of formal authority to extend one’s performance capabilities and empower them to do 

their best (Mumford et al., 2000). According to Spreitzer and others  (1997) 

competent leaders have interpersonal skills that help them in bringing out the best in 

people, increasing their capability for cooperation and team building, attracting and 

developing talent, motivating and aligning people to the vision. Some authors in the 

TQM literature pointed out that leaders are able to influence the feeling of their 

followers to provoke creativity, develop integrated teams, define and communicate a 

shared vision, and generate compromise (Guille´n and Gonza´lez, 2001; Goetsch and 

Davis, 2006).  According to Kotter (1990) leaders play three roles: setting a direction, 

aligning people, and motivating and inspiring people. According to Barner (2000) 

leadership competencies can be defined as the ability to adapt, effective interpersonal 

communication and good Decision-making. Leadership competencies are considered 

https://www.emeraldinsight.com/author/Das%2C+Anupam
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important for several reasons which  including the fact that they guide direction, they 

are measurable, and competencies can be taught (Intagliata et al., 2000). Leadership 

competencies are used as the basis for strengthening an organization’s leadership 

team and determining the types of educational and leadership development 

opportunities that are needed for future leaders (Barner, 2000; Ulrich et al., 2000). 

According to Brake (1997) competent leaders have a global mindset; they seek 

knowledge and expertise beyond boundaries and draw information from many 

sources in many ways, Competent leaders also need to stay abreast of world 

standards of competition and know what it takes to match and beat those standards 

(Birchall et al., 1996); they need to understand the global nature of their business and 

be able to analyze current trends and market conditions (Brake, 1997).  

The EFQM Excellence model defined Leaders as those who develop and facilitate the 

achievement of the mission & vision, develop values required for long term success 

and implement these via appropriate actions and behaviors, and are personally 

involved in ensuring that the organization's management system is developed and 

implemented, Leaders play the role models of culture of excellence in terms of ethics 

and values, they are reviewing and improving the effectiveness of their own 

leadership and acting upon future leadership requirements, being personally and 

actively involved in improvement activities, stimulating and encouraging 
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empowerment, innovation and creativity e.g. by changing the organization's structure, 

funding learning and improvement activities ,  encouraging, supporting and acting 

upon the findings of learning activities , prioritizing improvement activities, 

encouraging collaboration within the organization. Leaders are personally involved in 

ensuring the organization's management system is developed, implemented and 

continuously improved, and such activities can include aligning the organization's 

structure to support delivery of its policy and strategy; ensuring a system for 

managing processes is developed and implemented; ensuring a process, or processes, 

for stimulating, identifying, planning and implementing improvements to enabling 

approaches e.g. through creativity, innovation and learning activities. Leaders are 

personally involved in ensuring the organization's management system developed, 

implemented and continuously improved  and this is could be attained through 

meetings, understanding and responding to needs and expectations; establishing and 

participating in partnerships; establishing and participating in joint improvement 

activity; recognizing individuals and teams of stakeholders for their contribution to 

the business, for loyalty etc; participating in professional bodies, conferences and 

seminars, particularly promoting and supporting Excellence supporting and engaging 

in activities that aim to improve the environment and the organization's contribution 

to society. Leaders motivate, support and recognize the organization's people and this 
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may include personally communicating the organization's mission, vision, values, 

policy and strategy, plans, objectives and targets to people; being accessible, actively 

listening and responding to people; helping and supporting people to achieve their 

plans, objectives and targets; encouraging and enabling people to participate in 

improvement activity; recognizing both team and individual efforts, at all levels, 

within the organization, in a timely and appropriate manner.  

 

2.5.1.1.2 Strategy. 

Organization formulate strategies that shows the direction in which the organization 

needs to move, which allows organizations to direct their efforts towards an identified 

objectives (Candido & Santos, 2011). Strategic planning help in providing good  

understanding and managing of business specially in complex markets which in most 

cases characterized by certain levels of uncertainty, strategic planning and strategy 

implementation that help in developing relationships with clients and suppliers and 

creating partnerships represents  a good practice of successful companies (Ishaq, 

2012). The concept of strategy covers two different areas, which are strategy 

formulation and strategy implementation. Strategy formulation basically related to 

the activity of setting the strategy, and this task is classically taken by top 

management (Ole Friis  et al., 2016). Formulating strategy in a changing environment 

https://www.emeraldinsight.com/author/Friis%2C+Ole
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is not a simple task, and it requires a huge effort such as data gathering and analyses, 

preparation of documents, reports and presentations, meetings, conferences and 

workshops. It is expensive work that often involves managers, strategic planners, 

management consultants, communication specialist, lawyers, financial specialist, etc   

(Whittington, 2003) these activities include systematic analyses of the business 

environment , strengths and weaknesses (Porter, 1980), the core competences 

(Prahalad and Hamel, 1990) or dynamic capabilities (Teece et al., 1997; Regnér, 

2008). The strategy literature basically rely on the rational mode of top management 

which is supposed to takes in its consideration all available alternatives into account, 

identifies and evaluates all consequences related to the alternatives, and selects the 

optimal options (Ole Friis  et al.,, 2016 ),  Thus, strategy-making (and thinking) is a 

rational process from analysis to explicit goal-setting to evaluation of generated 

alternatives and   choices ,to  a plan for achieving the goals being determined 

developed  (Andrews, 1971; Ansoff, 1965,Porter, 1980). The second and the most 

crucial part of Strategy is the strategy implementation which affects the entire 

organization it requires communication, allocation of resources, change management, 

etc. (Hrebiniak, 2006). The EFQM model define excellent organizations as those 

which implement their Mission and Vision by developing a stakeholder focused 

objectives  which based on understanding the needs and expectations of both 

https://www.emeraldinsight.com/author/Friis%2C+Ole
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stakeholders and the external environment as well as  internal performance and 

capabilities ,   which are reviewed, updated communicated, and monitored   on 

regular basis, by using mechanisms  that help in identifying changes in the  external 

and internal environment and translate these into potential future scenarios for the 

organization, where such tasks could be performed through deferent activities which 

include ; analyzed operational performance trends to understand their current and 

potential capabilities and capacities and identify where development is needed to 

achieve the strategic goals; analyzed data and information regarding existing and 

potential partners’ core competencies and capabilities to understand how they 

complement the organization's capabilities; Determine the potential impact of new 

technologies and business models on the performance of the organization ; Compare 

their performance with relevant benchmarks to understand their relative strengths and 

areas for improvement. The EFQM model also defined excellent organization as 

those which Create and maintain a clear strategy and supporting Policies to achieve 

the Mission and Vision of the organization, Integrate the concepts of sustainability 

within their core strategy, value chain and process design and allocate the resources 

required to deliver these goals by Adopt effective mechanisms to manage the 

strategic risks that identified through scenario planning and generate shared value to 

benefit wider society. The EFQM model considered the communication, 
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implementation and monitoring   of strategy as the vital link for successful strategy 

and link could be achieved through different activities among which are translating  

strategies into aligned processes, projects and organizational structures, ensuring 

changes can be implemented with appropriate speed throughout the value chain; 

Establish targets based on comparisons of the performance with other organizations, 

current and potential organizational capability and  strategic goals ; Ensure that 

financial, physical and technological resources are available to support organizational 

development ; Deploy strategy and supporting policies in a structured manner to 

achieve the desired set of results, with clearly defined “cause and effect” relationships 

; Set clear goals and objectives for innovation, based on an understanding of the 

market and opportunities, supported by appropriate policies and resources ; 

Communicate strategy and supporting policies with relevant stakeholders. 

 

2.5.1.1.3. People. 

Investment in human capital is one of the successful factors of any business success, 

so as to build and retain that resource in the future and to retain that resource in the 

present, contribution to the organization human capital may build their competitive 

advantages (de Geus, 1997; Currie, 1998; McCracken and Wallace, 2000). An 

organization can develop several tools and factors through which can build 
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competitive advantages among which is the human capital, through whom an 

organization can possess core competences (Prahalad and Hamel, 1990).  The 

relationship between human resource management      practices and business results 

is built on the premise that better deployment and use of human resource should 

correlate to better business performance (Ulrich, 1997) , that’s  Valuing human 

resources results in several positive individual and organizational outcomes, such as 

higher performance (Sandberg, 2000), high-quality individual and organizational 

problem-solving (Schroder, 1989), enhanced career plans and employability (Weick, 

1996; Raider and Burt, 1996), sustainable competitive advantage (Winterton and 

Winterton R, 1996), higher organizational commitment (Iles et al., 1990), and 

enhanced organizational retention (Robertson et al., 1991). It is widely known from 

practice that employee participation and empowerment, job design including team-

based production systems, extensive employee training and performance-contingent 

reward systems are widely believed to improve the performance of the firm (Pfeffer 

,1994). Employee productivity, machine efficiency and customer alignment are 

related to organizations focus on human capital management (Youndt et al. 1996) . 

Huselid et al. (1997) found that firm effectiveness was associated with the 

capabilities and attributes of human resource ,Further  they concluded that  there is a 

positive relation between human capital management effectiveness and productivity, 
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financial results  and market value of the organization. Illustrating Human factor 

within the organizational culture can accelerate successful implementation of total 

quality management (TQM) programs (Rad, 2006)  According to EFQM excellence 

model criteria People are the ones who achieve the occurrence of the quality in the 

company where successful organizations manage, promote and develop the potential 

of their employees at the individual, team and organizational levels . Organizations 

that focus on continues training and encouragement of their people are choosing the 

best way to achieve success (Tari et al., 2007).  Trained and rewarded employees are 

able to identify and solve problems, improve work methods and take responsibility 

for the quality (Lam et al., 2011).   

EFQM criteria define excellences organizations in many terms among which are 

people, where they value their people and create a culture that allows the mutually 

beneficial achievement of organizational and personal goals, they develop the 

capabilities of their people and promote fairness and equality. They care for, 

communicate, reward and recognize, in a way that motivates people; Builds 

commitment and enables them to use their skills and knowledge for the benefit of the 

organization; People performance levels, plans and objectives   are clearly defined 

and aligned with the organization strategy; Involve employees  and their 

representatives  in developing and reviewing the strategy  policies and plans: 
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Adopting creative and innovative approaches when appropriate and support to ensure 

fairness and equal opportunities, effectively plan to attract, develop and retain the 

talent people and use appropriate strategies and tools to maintain a dialogue. 

Excellence organizations Develop people’s skills and competencies to ensure their 

future mobility and employability, Ensure their necessary competencies, resources 

and opportunity that allow them to maximize their contribution taking in to account  

that innovation can apply to products, processes, marketing, organizational structures 

and business models; Create a culture of creativity and innovation across the 

organization, ensuring people have an open mind-set and can respond quickly to 

challenges they face. Excellent organizations encourage their people to be 

ambassadors of the organizations' image and reputation; communicate a clear 

direction and strategic focus to ensure that people understand and can demonstrate 

their contribution to the organization's on-going success. Enable and encourage the 

sharing of information; Develop a culture that continually seeks to improve the 

effectiveness of collaboration and teamwork throughout their value chain ; Alignment 

of  remuneration, benefits and terms of employment with transparent strategies and 

policies ; Ensure a healthy work / life balance  ; Respect and embrace the diversity of 

their people and the communities and markets the organization serves. 
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2.5.1.1.4. Partnerships and resources. 

Strengthener weak aspects of any business due to decreasing of value creation over 

time, might create an intention for partnerships with other specialized outsource 

companies in order to improve effective adaptation in a competitive environment. 

Since 1990s the perspective of outsourcing has engaged strong attention as a key 

enabler of higher performance in manufacturing companies (Ellram, 1991; Lambert 

et al., 1996; Mohr and Spekman, 1994; Peters, 1991). Since the end of the last 

century, academics and practitioners alike have given strong recommendations for 

companies to collaborate (Lambert et al., 1996; Lemke et al., 2003;Mentzer et al., 

2000; Mohr and Spekman, 1994).Outsourcing has become a strategic imperative as 

organizations seek to reduce costs and Specialize in a limited number of core areas. 

Business process outsourcing has grown as organizations have been transferring 

responsibility for entire functions such as procurement, logistics, customers contact, 

information technology and legal support (Mani et al. 2010). Performance 

improvement has become a key objective for organizations in business process 

outsourcing arrangements. The motivations for Business process outsourcing have 

evolved from a primary focus on cost reduction through lower vendor production 

costs, to an increasing emphasis on performance transformation in areas such as 

quality, functionality, and service (Handley and Benton, 2012), rather than attempt to 
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improve performance internally, companies are using outsourcing to consolidate and 

standardize processes, achieve economies of scale, access skills at a lower cost, and 

improve service quality (Li et al. 2008). The EFQM Criteria of partnerships and 

resources define excellent organizations   as those which plan and manage external 

partnerships, suppliers and internal resources in order to support their strategy, 

policies and the effective operation and processes. They ensure that; they effectively 

manage their environmental and societal impact where Partners and suppliers are 

managed for sustainable benefit; funds are managed to secure sustain Buildings, 

equipment, materials and resources; Technology is managed to support the delivery 

of strategy; Information and knowledge are managed to support effective decision 

making and to build the organization's capability;  Partners and suppliers are 

managed for sustainable benefit via segmenting them in line with the organization's 

strategy, and adopt appropriate policies and processes for effectively working 

together for the sake of building sustainable relationship with partners and suppliers 

based on mutual trust, respect , openness and  establish appropriate networks to 

enable them to identify potential partnership opportunities to enhance their 

capabilities and ability to generate additional stakeholder value. The EFQM consider 

the purpose of utilizing the financial resources is to secure sustained success and to 

support the overall strategy of the organization and ensure financial resilience in 
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order to optimize the use of resources, Allocate resources for long-range needs rather 

than just short-term gain and optimize the use and effectively manage the lifecycle 

and physical security of their tangible assets and work to  minimize their local and 

global environmental impact, including setting challenging goals for meeting legal 

standards. The EFQM consider technology one of the main factors for business 

excellence, where excellent organizations view technology to supports the 

organization's overall strategy; improve the agility of processes and projects. 

Development and deployment of new technology involve relevant stakeholders to 

maximize the benefits generated as an added value for the organization in the light of 

their impact on organizational performance and capabilities, hence technology is 

developed   to support the culture of creativity and innovation. The knowledge and 

information created within the activities of the organization are managed to support 

effective decision making and to build organizations capability through transforming 

data into information and where relevant in to knowledge that can be shared and 

effectively used, Establish approaches to engage relevant stakeholder's networks to 

identify opportunities   and use their collective knowledge in generating ideas and 

innovation that can be transformed  into reality within timescales that maximize the 

advantages that can be gained.  
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2.5.1.1.5. Processes.  

  The whole activities of the organization are seen as processes ( Harmon -2010, 

Davenport -2005, Bititci et al. -2010) , the key driver of any organizational success is 

the way these processes are manage, hence everything  may be looked as process 

(Deming, 2000; Slack et al., 2006), a key factor of the organization's ability to cope 

and react positively to threats, opportunities and sustainably is the degree of  maturity 

and capability of business process (Harmon, 2010; Bititci et al., 2010) where 

sustainability in such perspective refers to an organization's  capability to maintain 

and improve its performance overtime. The sustainability of an organization in the 

market is highly related to its position among competitors where an organization with 

well-developed processes, enabling  horizon scanning, monitoring, controlling  with 

continuous improvement are  likely to outperform their competitors and sustain their 

performance (Eisenhardt and Martin, 2000; Winter, 2003; Davenport et al., 2004, 

Morgan, 2006; Helfat et al., 2007; Bititci et al.,2010; Harmon, 2010). The thought of 

business process improvement and change management have took big space and 

widely recognize among thinkers, academics and management professionals 

(Harmon, 2010; Davenport, 2005; Jeston and Nelis, 2008 ). The quality management 

and IT revolution in management systems considered business processes and 

processual thinking as central concepts that pave the way for new tools , systems and  
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methods for business process improvement, such as  Lean and Six-Sigma (Pande et 

al., 2000; Hammer, 2002; Antony, 2006; Zu et al., 2008; Schroeder et al., 2008). 

When taking business processes from systems point of view, critical prerequisite for 

specification, interrelations and networking, design and implementation of effective 

information systems are highly considered (Dumas et al., 2005; Davenport et al., 

2004; Jeston and Nelis, 2008). Business process as a system is defined as a series of 

continuous cross-functional activities that are connected together with work flowing 

to achieve certain outcome or objective (Davenport and Short, 1990; Hammer and 

Champy, 1993; Davenport, 1993; Ould, 1995; Zairi, 1997; Slack et al., 2006, 

Harmon, 2010). The distinction of business process approach  came not only from 

clarifying what / how the activities are done , but also from  the view of these 

activities relations  and how work flows can produce efficient and effective results 

which clearly play vital role in defining how organization perform.  Organizations in 

recent years are searching for means to enhance their competitive position in the 

markets and this could be realized by becoming more process-centric (Jeston, 2008; 

Richardson, 2007). Process orientation is important for organizations keen on 

breaking down barriers within the structure, improving communications for the sake 

of increasing customer value (Sever, 2007). Process-driven organization is geared 

towards meeting and satisfying customer needs (Devika et al. 2016). 
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The EFQM defined excellent organizations as those which design, manage and 

improve processes, to generate products and services that  increasing value for 

customers and other stakeholders; Products and services are developed to create the  

optimum value for stakeholders ; Customer relationships are managed ;manage end to 

end processes, including processes that extend beyond the boundaries of the 

organization; ensure process owners understand their role and responsibility in 

developing, maintaining and improving processes; develop  related outcome 

measures for enabling the review of efficiency and effectiveness of the key processes 

and their contributions towards the strategic goals; data on the current performance 

and capabilities of their processes well used, as well as appropriate benchmarks  to 

drive improvement, creativity and innovation. Based on EFQM criteria excellent 

organizations are  Strive to innovate and create value for their customers, involving 

them and other stakeholders where appropriate in the development of new and 

innovative products, services and experiences ; Use market study, customer surveys 

and other forms of feedback to anticipate and identify improvements that aimed at 

enhancing the product and service portfolio ; Develop their portfolio in line with the 

changing needs of existing and potential customer groups; Design their product and 

service portfolio and actively manage the full product lifecycle in a responsible way; 

know who their different customers groups are, both existing and potential, and 
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anticipate their different needs and expectations; transform needs, expectations and 

potential requirements into attractive and sustainable value propositions for both 

existing and potential customers ; Implement the business model by defining their 

value proposition, “unique selling points", positioning, target customer groups and 

distribution channels ;develop marketing strategies to promote their products and 

services to target customers and user groups ; produce and deliver products and 

services to meet, or exceed, customer needs and expectations  in line with the offered 

value proposition; develop an effective and efficient value chain to ensure 

consistently delivering on their promised value proposition; ensure people have the 

necessary resources  competencies and empowerment to maximize the customer 

experience; Manage products and services throughout their lifecycle, including 

recycling where appropriate, considering any impact on public health, safety and the 

environment; Compare their performance with relevant benchmarks and learn from 

their strengths and opportunities for improvement in order to maximize the value 

generated for customers; Segment customers, in line with the organization's strategy, 

and adopt appropriate policies and processes for effectively managing the 

relationship; Determine and meet customers’ day-to-day and long term contact 

requirements; build and maintain a dialogue with customers, based on openness and 

transparency;  Continually monitor and review the experience and perceptions of 



 
 

92 
 
 

their customers and ensure processes are aligned to respond appropriately to any 

feedback. 

 

2.5.1.2. The dependent variables of the model. 

Studies conducted in the results side of organizations implementing TQM can be 

classified into two different areas, where some studies focused on the economic side, 

taking into account any improvement in the financial results of the firm (Boulter et 

al., 2013; Easton and Jarrell, 1998; Hendricks and Singhal, 1997, 2001; Heras-

Saizarbitoria et al., 2011; Hongyi et al., 2004; Mathews et al., 2001; York and Miree, 

2004). On the other hand, there are studies that focused on the main benefits obtained 

from the implementation of TQM from a non-economic point of view. These are 

customer satisfaction, employee satisfaction and improvements in the internal 

processes of the firm (George et al., 2003; Heras-Saizarbitoria et al., 2011; Hongyi et 

al., 2004; Mathews et al., 2001). The dependent variables of the model Include the 

right side of variables in figure  ( 5) which reflect the results side of the EFQM model 

which are People results  , Customers results  and Financial results . This section 

illustrate the definitions and description of these variables. 
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2.5.1.2.1. People results.  

Employee satisfaction and loyalty takes a critical position in today's economy, 

Companies are always seek to build positive attitude towards job satisfaction, the 

thing which leads to high levels of employees performance (Marimon et al., 2012). 

Many empirical studies have shown that employee satisfaction has a positive 

influence on the organizational capability and loyalty (Mak & Sockel, 2001). Based 

on the theoretical considerations of the EFQM excellence model people (employees) 

results could be measured in different ways among which are their perceptions and 

performance indicators. Measurement of perceptions should give a clear 

understanding of the effectiveness in the areas of strategy and management support, 

levels of deployment, policies and processes. Measures of people (employees) 

perceptions could include satisfaction, involvement and engagement, motivation, 

empowerment,   style of leadership and management, training and career 

development, effective communications and working conditions. Performance 

Indicators are the internal measures used by the organization in order to monitor, 

understand, predict and improve the performance of the organization's people and to 

predict their impact on perceptions. These indicators should give a clear 

understanding of the deployment and impact of the organization's strategy and 

supporting policies. Measures of performance indicators could include, Involvement 
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and engagement activities, Competency and performance management activities, 

leadership performance, training and career development activities, internal 

communications. 

 

2.5.1.2.2. Customers results.  

Organizations working  in the current economic context which  characterized by a 

very competitive and changing global market have been forced to  improve their 

internal processes (Kaynak, 2003) and the quality of their services,  the thing which 

leads to  significant improvement in customer satisfaction, employees satisfaction and 

business performance (Becker, 1993; Ghobadian and Gallear, 1996). However, the 

figure of the customer is a key factor for organizations in order to improve their 

competitiveness, hence customer satisfaction significantly influences organizational 

productivity and it allows defining the processes and organizational requirements 

(Bernhardt et al., 1994; Eklof and Westlund, 1998). According to this perspective, 

customer satisfaction and loyalty should be taken with great consideration into 

account when setting the strategies of any organization (Naumann et al., 2001). 

Customer's satisfaction and loyalty cam as result of offering goods and services 

characterized by   high quality, since organizations follow this trend obtained 

opportunity to differentiate themselves in competitive markets (Karatepe et al., 2005). 
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In contrast, high quality of products not only   leads to customer satisfaction and 

loyalty but also greater willingness to suggest and or recommend to someone else,  

reduction in customer complaints, and improved customer retention rates to a great 

extent (Bitner,1990; Headley and Miller, 1993; Zeithaml et al., 1996; Danaher, 1997). 

Commitment and loyalty of customers came as a result of cumulative satisfaction 

(Johnson et al. -2001). Goods and services that meet the customers' expectations 

update their perception and increase the attractiveness of the organizations that 

offering them in the market (Andreassen and Lervik, 1999). A change in customers’ 

perceived relative attractiveness of the supplier may be triggered by the supplier’s 

performance or by competitors (e.g. change in customer service). Hence customers 

perceive comparable available offers to represent different value of alternative 

options, this makes measuring customers satisfaction and perception is a corner stone 

for organization's seeking for updating customer's satisfaction. The EFQM model Use 

a set of perception measures and related performance indicators to determine the 

successful deployment of their strategy and supporting policies that based on the 

needs and expectations of their customers and that is performed through different 

mechanism and tools among which are , Set clear targets for the key customer results 

based on the needs and expectations of them, in line with their chosen strategy ; 

segment results to understand the experience; demonstrate positive or sustained good 
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customer results over certain periods of time; clearly understand the underlying 

reasons and drivers of observed trends and the impact these results on other 

performance indicators, perceptions and related outcomes; understand how 

organization  key customer results compare to similar organizations and use this data 

where relevant specially for targets setting. Based on EFQM criteria customers 

perception measures include reputation and image, product and service value , 

product and service delivery,  customer service, relationship and support, Customer 

loyalty and engagement. Others indicators related to the organization performance 

which are internal measures  used by the organization in order to monitor, 

understand, predict and improve the performance of the organization and to predict 

their impact on the perceptions of its customers. These indicators should give a clear 

understanding of the deployment and impact of the organization's customer strategy, 

supporting policies and processes. Performance indicators measures can include, 

levels of product and service deliver, customer service, relationships and support, 

complaints handling and involvement of customers and partners in the design of 

products, processes, etc. 
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2.5.1.2.3. Financial results.  

Studies which considered the economic point of view when taking the business 

results in to account  highlight the fact that, firms that have implement TQM in a 

systematic way obtain greater operational benefits and are capable of carrying out 

cost control that permits them to reduce their costs and hence the price-cost ratio of 

their products, where organizations characterized by such features can get greater 

market share than their competitors in a sustainable manner where performance 

development can be maintained (Raquel Gómez , et al 2019  ) . Performance in the 

sense of firm growth is usually defined in terms of sales growth and financial 

indicators improvement , where a higher growth rate may lead to higher profitability   

(Glancey ,1998). Firm’s capacity optimization is reflected in the growth of total sales, 

where the growth of total sales may be regarded as a good indicator of a firm’s 

market expansion ( Havnes and Senneseth, 2001), Hence the business result of the 

company is measured by the results realized on the market, which may be reflected in 

terms of financial results and profitability that  can meet stakeholders and the 

hierarchy of employee's needs (Maslow, 1943).  The EFQM model considered 

Excellent organizations as those which achieve and sustain outstanding results that 

meet or exceed the needs and expectations of their business stakeholders by setting 

clear targets for key business results based on the needs and expectations of  them, in 
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line with their chosen strategy; Understand how their key business results compare to 

similar organizations and use this data, where relevant, for target setting; Clearly 

understand the underlying reasons and drivers of observed trends and the impact 

these results will have on other performance indicators and related outcomes; Have 

confidence in their future performance and results based on their understanding of the 

established  cause and effect relationships . 

 

2.6. Theories used to explain the relationships between  

       variables of the EFQM model.                            
 

Some studies are attempting to   define the effect     of TQM on       organizational 

Performance,  where most   empirical  and theoretical evidence on this area   reflect   

how     TQM influences results, such as employee and   customer  satisfaction,  

financial   indicators service and product quality  and so on (Dow et al., 1999; Powell, 

1995). The empirical evidence of these studies support significant interrelations 

between the result elements, where results on one level contribute to outcomes on 

others results (Oakland and Oakland, 1998).   The interdependent nature of the 

quality results is present in the bottom line of the EFQM Excellence model principles 

which explain  that excellence depends on balancing the needs of    all stakeholders     

(Nabitz and Klazinga, 1999). From the enabler perspective, the structure of the model 

highlights the same logic between the result elements (Ghobadian and Woo, 1996). 
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This logic assumes that, positive employee results, customer results and society 

results will, together lead to positive business results. Experiences and studies on the 

impact of EFQM model on organizational performance support   the interrelation 

between the enabler elements in the EFQM Excellence model, that’s the elements of 

the   enabler's side of the model interrelate to each other.  Dijkstra (1997) carried a 

study to clarify the structure   of the   EFQM model, the results of such study shows 

positive relation exist between the enabler criteria due of the existence of a common 

latent general factor behind them, where the   same logic can be applied in analyzing 

the interrelation between the result criteria. 

Relationships between enablers and results in the EFQM Excellence model do not 

only illustrate interrelation between the components in each of its sides only, but also 

reflect the direct influence of the enablers on the results. The fundamental concept 

here is that as long as performance of enabler's side is excellence, this will cause 

superior results (Moeller et al., 2000; Prabhu et al., 2000). Looking at this concept 

from holistic point of view can draw the assumption that organizations are 

systematically intended to improving results which can’t be achieved unless their 

structure emphasizes on improved   enablers.  (Black and Crumley, 1997).  This 

belief is included in   the definition of the model: “excellent results with respect to 

performance,   customers, people and society are achieved through leadership driving 
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policy and strategy, partnerships and resources, and processes” (EFQM, 1999). The 

causal relationship between enablers and results constitutes the full power of the 

EFQM model (Naylor, 1999) . The need to extend an experiential proof of the causal 

relationship between enablers and results forms the basis for incorporating a new 

stream into the study on the EFQM excellence model. Many attempts by different 

theorists and studies  have addressed this topic, for example Eskildsen and Kanji 

(1998), lead study on the relationship between people, processes, people results and 

key performance results. Their study findings shows that weaknesses in the 

management of people and processes can be seen in people results and key 

performance results.   Another study conducted by Prabhu et al. (2000) illustrated 

three partial linkages    between enablers and results of the EFQM model,   this study 

concluded in to strong association between people and people results, where the study 

emphasizes on people related issues. Study by Eskildsen and Dahlgaard (2000) 

discussed some linkages between the five enabler criteria and people results, this 

study found that leadership significantly drives people, policy and strategy, 

partnership and resources, which affect processes. Also the study illustrate direct 

influence of policy and strategy on people and partnerships and resources. Also 

people results affected directly with people and processes. Findings of study by a 

group of researchers  ( J. Carlos Bou-Llusar, Ana B. Escrig-Tena, Vicente Roca-Puig 
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and Inmaculada Beltra´n-Martı´n 2003 )  shows the strong relation between the set of 

enablers criteria and the result criteria set of the EFQM model . The study reflect that   

all the enabler criteria contribute in the same way to result improvements, 

consequently a balanced approach in the development of enablers allows correlation 

between enablers and results to be maximized. 

 

2.7. Development of study hypotheses.  

The previous studies prove the positive relation between TQM and positive 

improvement of any organization, But as we can realized after the late world 

financial crises in 2008 special rules and regulation were being issued by 

international financial  organizations which led to international agreements to 

organize the relationships between financial international institutions, among which 

Basel Agreement, which is considered the famous agreement to regulate the 

international financial institutions in this era . This Study is intending to explore the 

EFQM as comprehensive  framework  to apply Total Quality Management , 

Excellence principles and tools in Banking industry , and how that can help Banks to 

meet the expectations  of their stakeholders. Especially regulatory bodies at national 

and international levels, which got great considerations after the world financial 

crises in 2008. The Basel 3 principles specially those concern with Corporate 
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Governance “ are  set of relationships between a company’s management , its board , 

its shareholders, and other stakeholders, that provide the structure through which the 

objectives of the company are set and the means of attaining those  objectives as well 

as  monitoring performance’’ ,These principles were taken with great consideration 

as standards by central Banks and regulatory bodies such as Accounting and Auditing 

Organization for Islamic Financial Institutions (AAOIFI) As Basel International 

Agreement states , in order to mitigate financial risks and organize relationships 

between various financial institutions and its customers.  This study is intended to 

examine the role which the European Foundation Quality Management Model can 

play as an approach which can organize the relationships between different 

stakeholders of any company   (Banks in our case) taking the Banking sector in 

Sudan as a case study due to its efforts on implementing the EFQM model as 

Management Approach to improve performance and mitigate risks associated to its 

activities. The EFQM seems to be the nearest management model that can link Banks 

with Basel 3 Accord specially those concern with Governance principles and 

strengthen financial position, hence the   model is designed to manage and measure 

the relations between different levels and different stakeholders who are affecting and 

affected by the company (Banks) activities. The Model can be applied to any 

organization, regardless of size, sector or maturity. The EFQM provides a common 
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language that enables both inside and outside organization stakeholders understand 

each other. It ensures that all management practices used by any organization form a 

coherent system that is continually improved and delivers the intended strategy for 

the organization.  

As the aims of this study include development of business model that can help in 

achieving positive results in banking industry in Sudan it is important to propose a 

number of hypotheses which will result in a better understanding of the study 

problem. Furthermore, developing hypotheses will clarify uncertainties that may 

occur while investigating the subject of implementation of EFQM. The reasons 

behind choosing hypotheses that related to EFQM model element is the declaration of   

Sudan government to all Sudanese institutions to use the EFQM model to improve 

the quality of the country production as stated in the national presidential program for 

quality and excellence in 2006. Accordingly Sudanese Banking sector regulators 

announced in 2011 an Excellent Award for all Banks in Sudan Based on the level 

implementation of the EFQM model. 

The EFQM Excellence model is build upon many assumptions among which is the 

structured relation between its elements at the enablers and results sides, that’s  

leadership drives policy and strategy, people management and partnerships and 

resources, and these three elements influence the results side (EFQM, 2013). Other 
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theories and empirical studies explained the causal relations between the enablers’ 

side and the results side of the EFQM model. The hypotheses of this study developed 

to examine the casual relation between the five criteria of the enables side of the 

EFQM model which are Leadership , Strategy , People , partnerships and resources  

and processes against three criteria in the results side of the model which are People 

results, Customers results and Business results, accordingly fifteen hypotheses are 

drown out of this assumption where each  criteria in the enablers side of the EFQM 

model is examined against three criteria at the results side on the model in terms of 

the positive relation between the independent variables which are the enablers and the 

dependent variables which are the results. As shown in figure (2.5) which explained 

the relation direction of the casual effect of the enablers on results. Based on the 

analysis of the positive relations of the EFQM model sides apart from the society 

results, which contain   fifteen hypotheses that can examine The causal positive 

relation between the enablers and results as mentioned earlier in chapter one of this 

study in  which classify the sub hypothesis based on the five criteria of the EFQM 

model and as followed:    
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Leadership. 

 H1 : leaders who shape the future and make it happen, acting as role models 

for its values and ethics and inspiring trust at all times, have positive 

significant impact on  employees satisfaction  .  

 

 H2: leaders who shape the future and make it happen, acting as role models for 

its values and ethics and inspiring trust at all times, have positive significant 

impact on customers satisfaction  .  

 H3: leaders who shape the future and make it happen, acting as role models for 

its values and ethics and inspiring trust at all times, have positive significant 

impact on  business financial results. 

Strategy. 

 H4: Achieving Mission and Vision by developing a stakeholder focused 

strategy have positive significant impact on employees satisfaction   

 

 H5: Achieving Mission and Vision by developing a stakeholder focused 

strategy have positive significant impact on customers Satisfaction 

 H6: Achieving Mission and Vision by developing a stakeholder focused 

strategy have positive significant impact on business financial results. 
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People. 

 H7: Appreciation of Employees and create a culture that allows the mutually 

beneficial achievement of organizational and personal goals ,have positive 

significant impact on employees satisfaction. 

 H8: Appreciation of Employees and create a culture that allows the mutually 

beneficial achievement of organizational and personal goals ,have positive 

significant impact on customers satisfaction   . 

 H9: Appreciation of Employees and create a culture that allows the mutually 

beneficial achievement of organizational and personal goals ,have positive 

significant impact on business financial results. 

Partnerships & Resources. 

 H10: Effective planning and management of  external partnerships, suppliers 

and internal resources to support  strategy, policies and the effective operation 

of processes, have  positive significant impact on employees satisfaction  . 

 

 H11: Effective planning and management of external partnerships, suppliers 

and internal resources to support strategy, policies and the effective operation 

of processes, have positive significant impact on customers' satisfaction   . 
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 H12: Effective planning and management of external partnerships, suppliers 

and internal resources to support strategy, policies and the effective operation 

of processes, have positive significant impact on business financial results. 

Processes, Products & Services. 

 H13: Design, manage and improve processes, products and services to generate 

increasing value for all stakeholders of the organization have positive 

significant impact on employees satisfaction . 

 H14: Design, manage and improve processes, products and services to generate 

increasing value for all stakeholders of the organization have positive significant 

impact on customers satisfaction   . 

 H15: Design, manage and improve processes, products and services to generate 

increasing value for all stakeholders of the organization have positive significant 

impact business financial results. 
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Chapter three  

Macro-economic outlook of Sudan  

(Banking sector operating environment) 
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Introduction  

This chapter is studying the economic and business of Sudan within different periods of 

time with concentration on the periods before and after the secession of the south in 

2011, where banking sector of Sudan is operating. The objectives of this chapter is to 

explain the complications of Sudan economy since and before the secession of the 

South till recently, hence the EFQM model has been adopted by Sudanese banking 

sector in 2012 as part of continues treatments of balancing the economic and business 

environment. The secession of the south led to highly complicated situation on Sudan 

economy. This part of the study is exploring the economic and business environment of 

Sudan, which has direct impact on banking sector business operations and strategies, as 

well as might affect the application of the EFQM model during such periods of Sudan 

Economy. 

 

3.1. Sudan macro-economic indicators.  

An economic indicator is known to be defines with in macroeconomic scale, to interpret 

current or future business environment of a country, these indicators help to explain the 

overall health of an economy. Such Indicators contain gross domestic products, national 
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Income, aggregate demand, public savings, and money supply, agricultural and 

industrial sectors, balance of trade ... etc.   

3.1.1. Gross domestic product (SDG).  

Sudan’s gross domestic product (GDP) growth rate in SDG statistics was reported by 

Sudan central bureau of statistics at 20% in Dec 2018. This records an increase from the 

previous rate of 13% for Dec 2017. Sudan’s gross domestic product (GDP) data reflects 

the lowest growth rate of the period 2000 to 2018 as 3% in 2009 and 13% in 2008. The 

years 2013 and 2014 reflects the highest GDP growth rates as 37% and 47% 

respectively as shown in figure (3.1). The agricultural sector remains historically as the 

main contributor to GDP.  The Sudan GDP growth rate   remains for several decades in 

appositive position. But due to accelerating inflation rates in the last three years it shows 

negative growth rates when we calculate the growth rates in USD as shown in section 

(3.2.2.)  Of this chapter, hence the exchange rates reflects a depreciation of Sudanese 

pound against forenoon currencies.         
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Figure 3.1: Sudan GDP Growth rate / GDP (Annual %) for the period             

2000 to 2016.    

Data source: Sudan central bureau of statistics 2018. 

Figure prepared by researcher. 

 

 

3.1.2. Gross Domestic Product (USD). 

Sudan was able to achieve and sustain high growth rates in the 1990s and 2000s 

within a framework of very tough self-imposed structural adjustment programs 
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(SAPs). The real gross domestic product (GDP) growth rate per USD, on average, for 

the period 2000-2008, amounted to 7.7% annually, varying between a high of 10.2% 

in 2007 and a low of 6.1% in 2003. GDP growth rate is estimated at 4.9% in 2009 

and projected to be around 5% in 2010. The sustained growth rates of GDP for the 

period 2000-2008 were achieved within a context of stable macroeconomic policies 

and relatively controlled and carefully guided inflationary pressures. The government 

was able to stabilize prices and sharply reduce inflation from a record high of 130.6% 

in 1996 to a single digit by the end of the 1990s, where oil and related sectors have 

been driving GDP growth. agriculture (composed of irrigated, traditional rain-fed and 

mechanized crops, livestock and forestry sub-sectors) contributed more than 40% of 

GDP in the 1960s, 1970s and 1980s but declined to more than 36.2% and 35.9% in 

2008 , 2009 and 2010 respectively, as shown in figure (3.2). 
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Figure 3.2: Sudan GDP growth rate / USD (Annual %), for the period           

2000 to 2016.    

Data source: world Bank Databank. 

Figure prepared by researcher. 
  

The secession of South of Sudan in 2011 resulted in declining Real GDP by - 2.8% in 

2011 down from 3.5 % in 2010. This slowdown in growth is attributable to the loss of 

oil revenues. GDP further grow  to .5% in 2012 and then to 4.4% in 2013 and decline 
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again in 2014 to reach 2.7% and then grow again in 2015 to reach 4.9%  and then 

4.7% in 2016  and 4.28 in 2017 . The year 2018 shows a sharp decline on Sudan GDP 

where the growth rate declined to -2.32% showing decline rate of 7%   from the 

previous year as illustrated in figure (3.2) (world Bank 2019) .  

3.1.3. National income, aggregate expenditure and aggregate demand. 

The national income of Sudan indicate high levels of growth since it is the  net result 

of all economic activities of any country during a period of one year and is valued in 

terms of money. The curve is showing a severe growth rates for the years after 2011 , 

this is rabid growth is also accompanied by high growth rates for the aggregate 

demand which reflects higher rates than the National Income in the same period  as 

illustrated in figure ( 3.3 ) and appendix (4) . The National income increase by 237% 

in the period 2011 to 2016 while the aggregate consumption exceeded the national 

income in the years after 2015, the thing which indicate inflation in the prices of 

goods and services in the economy (Sudan Central Bureau of Statistics 2018). This 

means the public savings has been affected negatively in the periods after the year 

2015. Where aggregate demand has not been reach since the year 2000.     

 

 

 

https://www.toppr.com/guides/economics/money-and-credit/all-about-money-and-credit/
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Figure 3.3: Sudan NI, aggregate demand and consumption indicators for the 

period    1996 – 2016. 

Data source: Sudan central bureau of statistics. 

Figure prepared by researcher. 
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3.2. Agricultural sector of Sudan.   

The economy of the Sudan historically is highly dependent on agriculture, which 

occupies 28 percent of its employment (ILO estimates of 2018) and accounts for 

about 30 percent of its GDP. Its crop portfolio is quite diversified, including cereals 

(such as sorghum, millet, wheat, and maize), oilseeds (mainly sesame, groundnuts 

and sunflowers), industrial crops (cotton and sugarcane), fodder crops (alfalfa, fodder 

sorghum and Rhodes grass), pulses (broad beans and pigeon peas) and horticultural 

crops (onions, tomatoes, citrus, mango, etc.). Moreover, land of Sudan is suitable for 

animal husbandry, with an estimated total livestock population in 2018 of 109 million 

heads of cattle, sheep, goats, camels and others ) FAO  9102)  Most of Livestock of 

Sudan are raised with in the pastoral sector   and agro-pastoral groups. Pastoral herds 

are mainly manage in semi-nomadic system, as in western Sudan and along the 

southern Blue Nile where traditional herd movements occur between wet- and dry-

season grazing areas (Farida M 2014). The rainy season affords rich grazing, and 

provides pasture and water. However, mud and biting insects experienced during the 

rainy season in other areas disturb the herds (Babiker 1997). 

The revival of agriculture is critical for overall economic growth and poverty 

reduction, particularly in rural areas. The contribution of agriculture, forestry and 

fishing to Sudan’s as percentage to value added GDP was on the average of 40% on 
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the years 2000, 2001 and 2002 ( World Bank 2019 ).  And shows a decline to the 

average of 33% on the years 2003, 2004, 2005 and 2006. The years between 2006 

and 2011 shows sharp decrease of the contribution of the agricultural sector on GDP 

which was between 25% and 23% and this is due of concentration   and attention on 

the oil sector and neglecting other sectors and this is could be realized on table (3.1) 

which illustrate the domination of oil Exports in the period 2000 to 2011 which was 

between of 57% to 95% of Sudan exports   (Central Bank of Sudan 2013). after the 

secession of the South in 2011 the Government of Sudan on it efforts to balance the 

balance of trade work on increasing the Agricultural exports, and put more efforts on 

developing the Agricultural sector, however, during the period 2012 to 2015 the 

contribution of Agricultural sector increased to levels  between  31% to  33%, As 

shown in figure (3.4). 
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Figure 3.4: Sudan agriculture. forestry and fishing value added (% of GDP for 

the period 2000 – 2016. 

Data Source: world Bank Databank. 

Figure prepared by researcher.  
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3.2.1. Patterns of Crop production in Sudan. 

 

Crop production in the Sudan is practiced under three main patterns:  

1. Irrigated agriculture, which includes:  

* Large national irrigation schemes (Gezira, Suki, New Halfa and Rahad) using river 

flow from the Nile and its tributaries.  

* Large spate irrigation schemes (Gash and Tokar) using seasonal floods.  

* Small scale irrigation along the banks of the Nile and its tributaries.  

2. Semi-mechanized rainfed agriculture.  

3. Traditional rainfed agriculture.  

Agricultural irrigated sector depend mainly on irrigation on the River Nile and its 

tributaries by means of gravity or pumps, or from spate flow from the seasonal rivers 

at Gash and Tokar deltas. The principal crops of the irrigated sector include 

sugarcane, cotton, sorghum, groundnuts, wheat, vegetables, fruits and green fodders. 

According to the season, the sector takes advantage of the rains, especially during the 

establishment of summer crops. In recent years, several large private enterprises have 

emerged, producing fodder crops such as alfalfa and Rhodes grass for export, mainly 

to the Gulf countries. These enterprises are usually highly mechanized, use efficient 

irrigation systems such as center pivots and other forms of sprinkler irrigation and 

generally achieve high yields of good quality fodder.  
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Semi-mechanized rainfed agriculture is so called because mechanization is usually 

limited to land preparation and seeding. Other field operations, including harvesting, 

are usually carried out manually, although combined harvesting is becoming less rare. 

Semi-mechanized rainfed agriculture is practiced in a broad belt of 6.7 million 

hectares and receives, on average, more than 500 mm of rainfall annually (FAO 

2019). It runs through Kassala, Gadarif, Blue Nile, Sennar, White Nile and South 

Kordofan states. This belt is effectively the granary of the country, with sorghum 

accounting for about 80 percent of the cultivated land and usually producing about 45 

percent of the country’s requirements. Other crops include sesame, sunflowers, millet 

and cotton (FAO 2019). 

 
The traditional rainfed sector covers about 9 million hectares and occupies the largest 

number of farmers. The sector is made up of small family units farming from 2 to 50 

hectares for both income and subsistence. On the larger units, there may be a 

modicum of mechanization in the form of land preparation, but most operations are 

carried out manually. The traditional sector predominates in the west of the country, 

in Darfur and in much of Kordofan State, where the main cereal crops are millet and 

sorghum. Input levels are low and yields are especially vulnerable to unfavourable 

rainfall. Other important crops in this sector include groundnuts, sesame, hibiscus 

(karkadé), watermelon and gum arabic. Crop production in the rainfed sectors 
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exhibits very wide annual fluctuations as a result of unreliable rainfall amounts and 

distribution, which can result in late sowing, long dry spells, flooding from intense 

downpours, the necessity to re-sow and, not uncommonly, complete crop failure 

(FAO 2019). Unlike The situation in the irrigated sector which is much more 

predictable.  

The majority of the farmers use the seeds retained from the previous year or 

purchased locally from the market. The purity of the seeds is often low and the 

productivity of the traditional varieties is decreasing every year. Improved seeds are 

used mostly on the irrigation schemes and by some farmers in the semi-mechanized 

rainfed sector, while their adoption in the traditional rainfed sector remains still 

negligible. Fertilizers and herbicides were generally available, but at very high prices. 

The costs of agricultural labor were also at very high levels. The expansion in area 

planted recently faced by shortages of fuel and the reduced availability of other inputs 

increased the demand for manual operations. In addition, laborers were requesting 

higher wages to protect their purchasing power, following high inflation rates. The 

difficulties created by higher production and labor costs have been exacerbated by the 

national financial crisis and by the decision of the Central Bank of Sudan to set limits 

on cash withdrawals. Reduced liquidity was reported as one of the main problems to 

adversely affect agricultural operations during the last two years, due to delay in 
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payment to laborers and input suppliers. Farmers were often forced to sell limited 

part of their production on a daily basis in order to generate enough cash to pay 

laborers, instead of selling all of the harvested crops. 

Employment in agricultural sector is decreasing due to different reasons among 

which are climate change , wars , migration to urban areas , tribal conflicts , low level 

of Technology and agricultural extension, , low levels of civil services in rural areas, 

Economic fluctuation. The indicator of employment in agriculture as a percentage of 

total employment shows a 15% decrease between 1991 and 2018 as shown in figure 

(3.5). 
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Figure 3.5: Employment in agriculture (% of total employment) (ILO estimate). 

Data Source: International Labor Organization, ILOSTAT database. 

Figure prepared by researcher. 
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3.3. Industrial sector of Sudan.  

 The industrial sector (including manufacturing and mining, water and electricity, 

building and construction and transport and communications) contributed in Sudan 

GDP by 33% in 2007 and 31.4% in 2008, whereas services (private and government) 

systematically contributed more than 30% for the whole period of 1980-2009  

(Medani M. Ahmed 2010) ( World Bank 2019 ) as illustrated in figure (3.6).  Sudan 

is increasingly becoming dependent on oil revenues and export earnings. This oil 

dependency is threatening budget credibility, predictability and planning functions 

and also the ability to deliver services planning. It also endangers budgetary 

allocations and resource distribution to different tiers of government In Sudan (IMF 

2017) 
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Figure 3.6: Sudan Iindustry, value added as % of GDP.  

Data Source: world Bank Databank. 

Figure prepared by researcher. 
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As we can realized in figure (3.6) the years 2011 and 2012 shows a severe deterioration 

of the added value of industrial sector of Sudan to GDP that’s from 26.2% in 2011 to 

3.3% in 2012 and 2.1 in 2015, this is obviously due to Oil exports revenues stopped as a 

result of the secession of the south. Sudan historically depended on traditional exports, 

which come mainly from agriculture (irrigated, rain-fed traditional and livestock sub-

sectors), with a small contribution from manufacturing and mining. Agricultural exports 

are mainly cotton, sesame, gum Arabic, oil seeds, sorghum and livestock products (live 

animals, meat, hide and skins). Manufacturing and mining exports are sugar, molasses 

and gold (Table 3.1). With the discovery of oil in 2000, Sudanese export composition 

and value changed drastically. Non-oil products became insignificant in value and as a 

percentage of total exports. Oil exports have become predominant (relative to non-oil 

exports), amounting to 74.8% of all Sudanese exports in 2000 and reaching a higher 

record of more than 95% in 2008. The country has steadily become completely 

dependent on oil as the main source of export earnings during the period (2000 to 2012) 

(Central Bank of Sudan).  
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           Table   3.1  :  Exports of Sudan during the period 2000 to 2012.                

201220102009200820072006200520042003200220012000Item 

23.5858895.194.689.986.8828077.58174.8Pertolium and products 

0.3110.50.81.52.22.54.23.22.62.9Cotton

1.70.50.50.50.60.92.21.61.41.61.41.3Gum Arabic 

53.1950001.31.32.32.72.52.6Gold 

5.5121.2132.54.72.93.26.28.1Sesame

0.300000000.10.300Sorghum 

0000000.5000.30.50.3Vegatable oil 

0000000.50.50.60.91.21.1Sugar and Molasses

10.9220.30.92.22.84.15.47.115Livestock and meat and hide

4.71.51.52.42.12.533.32.52.83.63.9Others 

100100100100100100100100100100100100Total 
 

      Source : Central Bank of Sudan annual reports ( varous years ). 

 
 

 

The comparison between the contribution of Agricultural and Industrial sector as a 

percentage of GDP reflects an imbalance of the industrial sector contribution 

especially after the year 2011 as shown on figure (3.7)  
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Figure 3.7: Sudan agriculture, industry as % of GDP. 

Data Source: World Bank data bank.  

Figure prepared by researcher.  
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3.4. Sudan trade balance.  

The foreign trade statistics presented in Table (3.2) , cover all Exports and Imports 

registered at all custom’s stations in Sudan .They also include the exports and the 

imports channeled through Khartoum Airport , Port Sudan is the main channel where 

the most of Sudan’s foreign trade pass through    ( Central Bank of Sudan ). 

Table 3.2:  Sudan Trade Balance during the period 2007-2018. 

        

Trade Balance Imports Exports 

Year

2007 103,793                                                                                                                  8,775,457          8,879,250    

2008 2,318,964                                                                                                               9,351,540          11,670,504 

2009 1,433,813-                                                                                                               9,690,918          8,257,105    

2010 1,359,510                                                                                                               10,044,770        11,404,280 

2011 957,424                                                                                                                  9,236,008          10,193,432 

2012 5,163,819-                                                                                                               9,230,318          4,066,499    

2013 5,128,336-                                                                                                               9,918,068          4,789,732    

2014 4,757,577-                                                                                                               9,211,300          4,453,723    

2015 6,340,104-                                                                                                               9,509,115          3,169,011    

2016 5,216,968-                                                                                                               8,310,607          3,093,639    

2017 5,033,287-                                                                                                               9,133,998          4,100,381    

2018 4,365,399-                                                                                                               7,850,081          3,484,682    

Sudan Trade Balance during the period 2007-2018 ( Value In USD.000's)

 

                       Source: Central Bank of Sudan- Foreign Trade Statistical Digest 

                   January –December2018. 
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As figure (3.8) illustrate, Sudan balance of trade show negative record since 

the period 2012, as a result of imbalance between imports and exports. The 

Trade Balance was balanced in 2011, where after that year it shows a deficit 

in its balance, figure (3.8) and appendix (9) reflects The trade Balance goes 

negatively between the years 2011 to 2018.   
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Figure 3.8:  Sudan trade balance during the period 2007-2018. 

Data Source: Central Bank of Sudan- Foreign Trade Statistical Digest-January –December2018. 

Figure prepared by researcher. 
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3.4.1. Sudan trade balance and currency exchange rates.  
 

Currency exchange rate considered as one of the most important determinants of a 

country's relative level of economic health.   Exchange rates play a vital role in a 

country's level of trade. That’s why it is among the most watched economic 

measures. One of the main determinants of the currency Exchange rate is the balance 

of trade indicators which reflect all payments flow between the country and other 

countries   due to Trade exchange for goods and services. A deficit in the current 

account shows the country is spending more on foreign trade than it is earning. In 

other words, the country requires more foreign currency than it receives through 

sales of exports, and it supplies more of its own currency than foreigners demand for 

its products. The excess demand for foreign currency lowers the country's exchange 

rate until domestic goods and services are cheap enough for foreigners, and foreign 

assets are too expensive to generate sales for domestic interests and this is the case 

of Sudan Trade Balance as seen on figure (3.8).  Where Imports value exceeds 

exports especially since 2011, as a result the Balance of trade goes in to negative 

side of the curve, which means higher Exchange rates for foreign currencies exists. 

This is shown on table (3.3) which also reflect the Central Bank of Sudan official 

Exchange Rate of Sudanese Pound against Euro, which illustrate an increase in the 

official exchange rate of Euro by nearly seven hundred times against the Sudanese 

https://www.investopedia.com/terms/d/deficit.asp
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pound during the three years 2016, 2017 and 2018. According to the Central Bank of 

Sudan official record. 

 

Table 3.3: Exchange rate of Sudanese pound against euro (2016-2018). 
 

 

 
 

Source: Central Bank of Sudan. Economic and Financial Statistical Review 

 October –December 2018. 
  

 

 

The Central Bank of Sudan raised the official rates of foreign currencies to narrow the 

gap between the official rate and the parallel market rate of exchange for which the 

premium on the parallel market has almost doubled the official rate as shown in figure 

(3.9) and appendix (6). The government of Sudan did so   as one of the measures to 

adjust the economic situation in to a balanced status. These measures were implemented 

as a part of new economic policy which followed by attempting to generate new sources 

of export revenues from gold mining, while carrying out an austerity program to reduce 

expenditures and thereby balance the Government budget (UNDP 2013).   

 

 Year  Exchange Rate of Sudanese Pound against Euro  

2016 6.8811 

2017 8.4125 

2018 54.2792 
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Figure 3.9: Sudanese Pound exchange rate against USD. 

Source: IMF Sudan Country Report 2017. 
 

Efforts have been waged to expand the mining sector with particular focus on gold to 

compensate for the oil loss in the export sector. The country is also struggling to attract 

major new investment in other sectors. The mining sector faced many management 

difficulties where the big percentage of the product being traded outside the official 

channels. New foreign investments also faced with an unstable economy (UNDP 2013). 
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3.5. Inflation rates in Sudan economy. 

Inflation in any economic is defined as continues increase in the general price level 

of goods and services over a period of time (Barro, 2013). As prices rise each unit of 

currency buys fewer goods and services (Walgebah et al, 1973). Single unit of 

currency loses value as it buys fewer goods and services, which resulting in a 

reduction in the purchasing power per unit of money and a loss of real value in the 

medium of exchange and unit of account within the economy. The loss of 

purchasing power impacts the general cost of living for the common public which 

ultimately leads to a deceleration in economic growth.  Inflation rate is defined as 

quantitative measure of a persistent increase of general prices levels in an economy, 

while consumer price index is defined as annualized percentage change in a general 

price index over time. The Inflation rates in Sudan has raised  Fluctuatingly during 

the periods 2011-2018    ( Sudan Statistical central Bureau - 2018) as shown in 

figure (3.10 ) and appendixes (5 & 8 ))  which indicate a sharp increase in the 

inflation rates where it illustrate an increase of  56% between the year 2015 and 

2017. By the year 2018 the inflation rates increased to reach 73% According to the 

Central Bank of Sudan. Inflation Rates by Item Group as seen in table (3.4) shows 

an increase in health services by 3.8% in the year 2008, 48% for 2013 and 53.1 in 

2017. Food and drinks prices raised as 18% in the year 2008, 20% in 2011, 38.7% in 
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2012 and 35% in 2017. Clothing and footwear highest inflation rate was in 2012 and 

2015 by 49.5%, the lowest rate was in 2008 by 7.8%. Transport cost increased by 

0.4% in 2008, 53.5% in 2012, 66.5% in 2013, 73.8 % in 2015 and 53% in 2017. 

Recreation and culture shows an inflation rates of 8% in 2008, 5.5% in 2009, 63.7% 

2012, 77.6% in 2013 and 46% in 2014 and 28.5 % in 2017. Education shown 

inflation rate of 14.3% in 2008, 38.1% in 2014, 32.8% in 2016 and 17% in 2017. 
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Figure: 3.10: Sudan inflation rates during the periods 2000 2018. 

Data Sources: consumer price index and Inflation- Sudan Central Bureau of Statistics. 

Central Bank of Sudan - The Economic Review December 2018. 

Figure prepared by researcher. 
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 Central Bank of Sudan - The Economic Review Issue No.12/2018 .  

Table 3.4: Inflation rates by item group for the years 2008-2017. 

 

Source: Consumer Price Indices by Items Group – Sudan Central Bureau. Of Statistics. 
 

3.5.1. Sudan consumer price index. 

Consumer price index of Sudan according to official records of the Sudan central 

bureau of statistics (figure 3.11) (appendix 5)   show a historical constant price levels of 
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goods and services especially during the period 1970 -1980. The CPI fluctuations were 

between (0.009) and (0.002), whereas it was between (0.011) and (0.081) during the 

period 1981-1988. The period of 1989 – 1991 reflects CPI fluctuations below zero 

level. The period 1992-1993 shows A CPI fluctuation of one digit. The period 1995 to 

2006 shows A CPI fluctuation of two digits.  The Period 2007 to 2017 reflects a CPI 

fluctuation of three digits. A sharp increase record for the CPI in its history shown 

during the period 2012 -2017 as shown in figure (3.11) which illustrate an increase 

from (230.00) to (783.16). The years 2015 and 2016 reflects CPI of (502.53) and 

(591.73) respectively. 
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Figure 3.11: Consumer price index of Sudan. 1970 – 2017. 

Data Source: consumer price index and Inflation- Sudan Central Bureau of Statistics. 

Figure prepared by researcher. 
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Consumer price index by items group for the years 2007-2017 Base (2007=100) 

shown in table (3.5) illustrates an increase of overall index by 278.   Food and 

drinks price index show an increase for each year during this period where the 

price index record reflects 185 for the year 2011 , 441 for the year 2014 , 571 for 

the year 2016 and 771 for the year 2017. Health services Price Index increase to 

822.8 in 2017 from 107.8 in 2008. Education CPI increased to 782 in 2017 from 

100 in 2008. Transport CPI in 2010 was 110 while this record jumped to 1264 in 

2017.Housing CPI was 118 in 2008 and 413.3 in 2017. Communication Services 

CPI reflects 99 in 2008 , 110 in 2010, 324 in 2013, 504 in 2016 and 578 in 2017 

Table 3.5: Consumer price index by item Group for the years 2008-2017. 
 

 

Code Years 2017 2016 2015 2014 2013 2012 2011 2010 2009 2008 2007

Item Weights

1 Food and Drinks 771 571 502 441 336 257 185 154 133 119 100 53

2  Tobacco 631 517 400 328 245 196 138 124 115 110 100 1

3 Clothing and footwear 952 809 672 529 354 228 153 130 118 108 100 5

4 Housing 413,3 357,9 306,7 253,9 211,7 177,2 156,3 140,8 128,1 118,0 100,0 14,2

5 Furniture&H/H Eqp. 803,7 659,7 562,8 489,1 336,1 212,0 151,9 126,1 116,4 106,7 100,0 6,9

6 Health 822,8 537,6 441,8 394,8 303,1 204,9 149,1 124,1 118,1 107,8 100,0 1,0

7  Transport 1264 826 659 562 324 194 127 110 108 103 100 8

8 Communications 578 504 368 274 193 153 116 110 106 99 100 2

9 Recreation and Culture 1154 898 721 539 368 207 127 117 110 104 100 2

10 Education 782 667 502 379 274 223 197 157 119 100 100 3

11 Hotels, Cafes and Restau 964 684 553 474 346 247 219 191 160 119 100 2

12 Others 848 656 539 477 327 212 156 133 121 108 100 3

783 592 503 430 314 230 170 144 127 114 100 100Over All Index

Consumer Price Index by Items Group for the years  2007-2017 Base (2007=100)

 
 

Source: Sudan Central Bureau of Statistics. 

 
http://cbs.gov.s 
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3.5.2. Causes of inflation in Sudan. 

 

Rising prices are the root of inflation, though this can be attributed to different 

factors. In the context of causes, inflation is classified into many types among 

which are Demand – Pull, Imported inflation and Trade Balance Deficit, Currency 

exchange rate and inflation and Money supply.  

4.6.1.1. Demand- 

Consumption, investment and Government expenditure are the elements of 

aggregate demand, many Economic thinkers such as John Maynard Keynes (1883-

1946) and his followers affirm the increase in aggregate demand as the source of 

demand-pull inflation. Demand-pull inflation is said to occur as a result of an 

increase in real aggregate demand at any price level (Hiller, 1997). The inflationary 

gap arises as long as the value of aggregate demand exceeds the value of aggregate 

supply (GDP), that’s Demand-pull inflation occurs when the overall demand for 

goods and services in an economy increases more rapidly than the economy's 

production capacity. The larger the gap between aggregate demand and aggregate 

supply, the more rapid is the inflation even before reaching full employment 

production levels (Jalil Totonchi 2011). In the case of Sudan Economy Sudan 

Aggregate demand Exceeds the Economy’s production capacity (GDP) 

immediately after the secession of the southern Sudan in 2011, unlike the situation 
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before that period where the GDP of the country exceeded the aggregate demand 

by 1% in 2010.  In 2011 it self the aggregate demand exceeded the aggregate 

supply ( GDP ) by 3%  as seen in figures    (3.12) and  ( 3.13) and appendix (4) , 

and continue increasing in the following years where the gap reach 8% in the years 

2012 and 2013 and  nearly 6% in the years 2014,2015 and 2016 . 
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Figure 3.12: Sudan aggregate demand and GDP.  

Data Source: Sudan Central Bureau of Statistics. 

Figure prepared by researcher. 
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Figure 3.13:  Percentage increase of aggregate demand over GDP in Sudan during the  

period 2000 – 2016.  

Data Source: Sudan Central Bureau of Statistics. 

Figure prepared by researcher. 
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3.6. Trade balance deficit. 

 

An economy with increasing aggregate demand may pursue the import policy in 

order to respond to the excess demand, with the consideration of the inflationary 

effect of international trade,   hence exports and imports are the causative factors 

for the generation of inflationary effect in an economy. Generally, an increase in 

imports may cause the depreciation in the rate of exchange and may cause 

increasing  deficit  in trade balance ( Rizwan et al 2018 ).The increase in deficit 

of trade balance caused by rising imports can lead to higher domestic inflation 

level due to the impact of imported inflation on domestic price levels (M. 

Alawin 2017). Increase in current account deficit affects domestic inflation 

negatively in the long run. Imports have played a significant role in explaining 

inflation patterns (Corrigan, 2005). The imports can directly influence the 

domestic inflation through high prices of imported goods and services that are 

included in the price index. Consequently,  the  cost  of  production  of finished 

goods increases because of the increase of raw materials' cost; thus, higher imports 

incline  to  escalate  the  inflation ( Rizwan et al 2018 ). The  major  factor  is  the  

higher  imports  that  depreciate  the  local  currency. The international trade have    

a cogent impact on the inflation, thus it may cause pressure to economy due to 

imbalance of imports exports inflows and outflows (Dexter et al.  2005).   
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Sudan economy has faced rapid Trade Balance deficit immediately after 2011. 

According to Sudan Central Statistical Bureau,   the foreign Trade Balance 

shows surplus of 10% in 2011. And the year after ( 2012) reflects a  deficit of (-

56),  the deficit continue for the following years hence the deficit for the years 

2013 and 2014  was    ( -52%) , 2015 (-67) , 2016 ( -63%) , 2017 (-55%) and the 

year 2018  ( -56)  as shown in figure ( 3.14) and appendix (9).     
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Figure 3.14:  Sudan trade balance during the period 2007-2018. 

Data Source:  Foreign Trade Statistical Digest December 2007 to December 2018   -  

Central Bank of Sudan. 

Figure prepared by researcher. 
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 3.7. Currency exchange rate. 

 
 The   exchange   rate-inflation relationship   has been studied by so many studyers 

and theorist due to effect of exchange rate on general prices levels in particular in 

emerging economics. In   such economies,  exchange  rate  fluctuations  can  

significantly  affect  the  general  level  of  the prices (Dornbuch, 1976). 

Fluctuations in exchange rates  affect  domestic  products and services produces 

locally but  consist some   imported  inputs or services in its components, for this 

reason, it is possible to say that there is a very close relationship between  the  

exchange  rate  and  inflation. For this reason it’s also highly significant to 

implement reasonable exchange  rate  policies specially in developing countries to  

maintain    stability  in  national  production  and  international  competition without 

falling into the foreign exchange bottleneck (Sanam  et al,2017).  Economists 

mentioned many reasons for the direct and strong relation and  the mechanism of 

how exchange rate affect inflation among whom is Montiel  ( Agenor, 1996 )  who 

mentioned different reasons , which are  :  

 Prices of imported substitutes   goods and services subject to trade 

domestically are effected by exchange rate fluctuations. 

•    Price of finished goods and services that contains imported input are indirectly 

effected with    exchange rate. 

•    Uncertainties in foreign currency prices can affect domestic price makers and 
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increase domestic prices. 

•           Increase in Exchange rate affect nominal wages through the increase of 

imported goods and inputs. Where increase in labor wages again increase 

inflation.  

The  currency exchange rate greatly  affect the Economy of Sudan  negatively as 

mentioned earlier the year 2018  showed a huge increase and   fluctuations of 

exchange rate  to reach 54.2 SDG against 1 Euro , whereas the rate was 8.4 SDG 

against 1 Euro as seen in figure (3.15)   . As a result the government imposed 

different policies to restrict the rapid increase of the exchange rate among which 

allocation of foreign exchange to certain priority items, establishment of multiple 

exchange rates used for official and commercial transactions (i.e., the CBOS rate, 

the wheat rate, and the commercial bank incentive rate). A multiple currency 

practice and exchange restriction arising from large spreads between the CBOS 

rate and the parallel market exchange rate and the imposition by the of a cash 

margin requirement for most imports.  
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Figure 3.15:  SDG /Euro currency exchange rate for the period Dec 2007 – Dec 2018. 

Data Sources: The Economic Review issues December 2007 to December 2018 –  

Central Bank of Sudan. 

Figure prepared by researcher. 
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3.8. Money supply (MS). 

Expansion in the aggregate money supply has direct relation with   a sustained rise in the general 

price levels of goods and services ( Vaish 2000)  , giving rise to an in-crease in the aggregate 

demand for goods and services which cannot be met at the current prices by the total available 

supply of goods and services in the economy. Many Economists viewed money supply as one of 

the main and direct effective factor on inflation rates   (Chhibber et al 2000), and they 

recommend adoption of a restrictive monetary policy in which the supply of money must be 

constrained to grow steadily at the rate of growth rate of the economy  (Kilindo  1997). That’s 

the money supply growth rated should match real aggregate supply (GDP) growth rates. Inflation 

arise when money supply growth rates exceeds GDP growth rates. This is so because the increase 

in money supply may not be faced with increase of real economic output of goods and services, 

hence the percentage increase of money will buy the same goods and services, which can lead to 

rise in the general prices levels.  
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Figure 3.16:  % Growth rate of money supply (Sudan). 

Source Central Bank of Sudan Annual reports (Several years). 
Figure prepared by researcher. 
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The money supply growth rate in Sudan shows yearly increase during the 

period 2008 - 2018 as shown in figures (3.16) and (3.17) . MS as realized 

increase from 18% in 2011 to more than  40%  in 2018 which reflects more 

than 100% increase during that year, although the oil revenue decreased by 

70% , and the population decreased by 20% as a result of secession of the 

south Sudan. The growth of MS went down in 2013 to reach 13%, and then 

increased in the following years where it shows increase of 17% in 2014,    

20% in 2015     and    29% in 2016. The years 2017 and 2018 shows a rapid 

increase in money supply hence the year 2017 reflects an increase of 68% of 

MS showing a record of 100% increase from the previous year . While the 

year 2018 reflects an increase rate of 112%.   
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Figure 3.17: Money supply in Sudan (Million SDG). 

Data Source: Central Bank of Sudan Economic and Financial Statistical Review  

December 2007- December 2018. 

Figure prepared by researcher. 
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Money supply and GDP growth rates during the period 2008 – 2016 shows fluctuated 

growth rates for both measures. As seen in figure (3.18)  and appendix (4)  growth rates 

of money supply were above GDP growth rates in the period 2008 – 2012, while during 

the years 2013 and 2014 the GDP growth rates were above money supply growth rates. 

In the year 2016 the money supply growth rates again were above GDP growth rates.  

GDP growth rate official data is not published for the years 2017 and 2018, but the 

money supply growth rates showed rapid growth for these years especially for the years 

2017 and 2018 where it was 68% and 112% respectively.  
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Year 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018

% GDP GROWTH 13% 3% 15% 13% 22% 37% 47% 13% 20%

% Money Supply Growth 16% 23% 25% 18% 40% 13% 17% 20% 29% 68% 112%
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Figure 3.18: % Growth of GDP and % growth of money supply (Sudan). 

Data Sources: Central bank of Sudan annual reports (Several years). 

            Sudan Central Bureau of Statistics.  

            Figures prepared by researcher. 
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3.9. The banking sector of Sudan.  

During the period of English colonialism in Sudan, the banking system was restricted 

to foreign banks  including:  the  National  Bank  of  Egypt,  Barclays  Bank,  the  

Ottoman  Egypt  Bank,  and Credit  Lyonnais. The Banking system during the pre-

independent periods was run by foreign banks ( Fady et al 2011 )  , and it was 

established to serve the colonization regime objectives, the currencies used in 

economy were The British and Egyptian currencies. After the independent in 1956 as 

the policy of Sudanization dominate the culture of the post independent 

Governments, the first Sudanese currency was issued in 1958, and the central bank 

of Sudan was established in 1960   (Fady et al 2011 ).  Based on the Sudanization 

policy adopted by the Government of Sudan in the post-independent period, the 

Government has change the Banking sector formulation by issuing a decision to 

nationalize the entire commercial Banks in May 1970, and restrict the influence of 

foreign capital on sectors related to Banking, foreign trade and insurance. Banking 

facilities directed towards rural development (Al-Haran). In   the mid of 1970s the 

Government change its policy towards foreign Banks, where a decision of was made 

for them to operate in Sudan under certain restrictions among which not serving 

Sudanese Citizens, allowed to facilitate imports – exports agents and Sudanese 

nationals working abroad, accordingly some American, Asian and Banks from Gulf 



 
 

159 
 
 

allowed to start banking operations in Sudan (Bashir and Malik 1988). At the 

beginning of 1990 the success of the experience of Islamic Banking by some Islamic 

Banks operate in Sudan encourage the Government to convert  the entire Banking 

system of the country in to Islamic Banking and Financial mode which is 

characterized by interest free system  ( Haron 1997 ). This in turn attract 

considerable amounts of deposits in to the Banking sector. Foreign Banks enter to 

operate in Sudan in that period and after. The number of national and foreign banks 

increased from 29 in the year 1997 to 37 Banks in the year 2018 as seen in figure  

(3.19)  which shows also the categories of Banking sector of Sudan, which contains 

23 joint Banks , one Government Bank, 8 foreign banks ,2 specialized foreign banks, 

and 3 specialized Government banks.  

According  to  the  Banking  Business  (Organization)  Act  of  1991  (Bank  

of  Sudan Chapter  1 Article 3), the banks are allowed to perform the 

following: 

- Banking  finance,  including  receipt  of  cash,  currency  deposits,  savings  

deposits  and investment deposits; 

-      Providing letters of credit and the issuing of letters of guarantee; 

-     Payment of checks and collection of orders, vouchers and other 

papers of value; 



 
 

160 
 
 

-     Providing financing to customers and operations to deal in foreign 

exchange; 

- Any finance work as determined by the Bank of Sudan, which are not 

inconsistent with the rule of Shari’ah (Islamic Law). 

In  addition  to  this  and  in  accordance  with  the  previous  

interpretation,  the  Banking  Business (Organization) Act of 1991 states 

in Article 4 that the types of businesses banks may conduct include: 

-     Lending. 

-     Issuing letters of credit or granting letters. 

-     Providing loans with or without guarantees. 

- Promissory notes, bonds, bills of lending, rail investments, certificates 

of debt securities and stock certificates. 

-     Traveller‟ s checks and credit checks. 

-     Buying and selling foreign exchange, stocks, funds and debt 

securities. 

-     Shares of debt and bonds, guarantees and all forms of investment. 

-     Keeping the secretariats. 

- Entering  into  contracts  for  Murabahah  (mark  up),  Musharakah  (Active  

Partnership) Mudarbarh (Passive Partnership) and all contracts and formulas 
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that do not conflict with any rule of Shari’ah (Islamic Law) and are approved 

by the Bank of Sudan. 

In addition, the banks are allowed to be agents of government or local 

authorities or any person or persons, provided the implementation of this is 

underwritten.  Also any other actions as determined by the Central Bank of 

Sudan may be undertaken. 
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SPECIALIZED BANKS 

BANKS  

CENTRAL BANK OF SUDAN  

COMMERCIAL BANKS 

 

1 Bank of Khartoum 

2 Faisal Islamic Bank 

3 Sudanese French Bank 

4 National Bank of Sudan 

5 Blue Nile Mashreq 

Bank 

6 Sudanese Islamic Bank 

7 Tadamon Islamic Bank 

8 Al Nile Bank 

9 Baraka Bank  

10 Export Development 

Bank 

11 Saudi Sudanese Bank 

12 Workers’ National 

Bank 

13 Animal Resources’ 

Bank 

14 Balad Bank 

15 Farmer’s Commercial 

Bank 

16 Byblos Bank  

17 Alsalam Bank 

18 Sudanese Egyptian 

Bank 

19 United Capital Bank 

20 Aljazeera Sudanese 

Jordanian Bank 

21 Real Estates 

Commercial Bank 

22 Omdurman National 

Bank 

23 Alkhaleej Bank 

 

 

 

 

 

 

 

 

 

GOVERMNENT 

El -Nilien Bank 

FOREIGN 

1. Abu Dhabi National 

Bank 

2. Qatar National Bank 

3. African Bank for 

Trade and 

Development 

4. Abu Dhabi Islamic 

Bank 

5. Qatar Islamic Bank 

6. Arab Sudanese Bank 

7. National Bank of 

Egypt 

8. Ivory Bank  

 
 

 

 

 

 

JOINT  GOVERNMENT 

1. Savings and 

Social 

Development 

Bank 

2. Agricultural 

Bank 

3. Industrial 

Development 

Bank. 

 

 

1. Family Bank. 

2. Financial Investment Bank 

Figure 3.19: Sudan banking sector structure. 

Data Source: Central Bank of Sudan- Figure Prepared by researcher. 
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Success of a banking sector and the  bank’s efficient  performance    based     on 

customer attitudes, political and economic environment which  has a significant direct 

impact on the performance  of the Banking sector in general. This section is designed to 

elaborate the Performance of the Banking sector of Sudan in the light of the data and 

information about the Economic environment where Banks perform their Banking 

operations, as mentioned during the course of this chapter of the study. As mentioned 

Banks depends mainly on public deposits (Savings) in any economy, where the volume 

of banks deposits represent the power of Banks to present finance again to the public and 

government. Fluctuations in the volume of public deposits exists due to many factors 

which are economic sanctions, inflation, Government policies... Etc, among these factors 

inflation has the highest consideration in any economic growth as well as the public 

deposit with in the banking sector. 

Islamic Financial Markets. London: Routledge -1990-Wilson, R.  

3.9.1. Savings, the main indicator of banks deposits volume.  

 

 

The public savings of Sudan according to official record of Sudan Central Bureau of 

Statistics as seen in figure (3.20) and appendix (4) show unstable public savings in the 

period 2000 to 2016. The year 2000 shows decline in savings where it reached (-977.7 

million SDG).  Between the years 2001 and 2004 records reflects continuous increase 

from (1962.4 million SDG) in the year 2001 to (5,591.6 million SDG) in the year 
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20014. The year 2005 shows a decline to (478.10 million SDG). Savings continued 

rapid rising again where it reached (6,770.00   million SDG) in 2006.  During the 

period 2007 to 2011 shows a sever increase on savings from   (10,797.60 million SDG) 

in 2007 to (30,202.80 million SDG) in 2011. The year 2012 shows huge decline of 

public savings to reach (7,515.80    million SDG). The years 2013 to 2015 reflects 

fluctuations in savings where it shows (551.80 million SDG) in the year 2013, 

(8,756.20 million SDG) in year 2014, (613.90 million SDG) in the year 2015. 2016 was 

the lowest year in terms of public savings in Sudan during this period where it was (- 

14,412.70 million SDG). 
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Figure 3.20: Public savings of Sudan during the period (2000 – 2016). 

Data Source: Sudan Central Bureau of Statistics. 

Figure prepared by researcher.  
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The reasons behind savings fluctuated in any economy is when Aggregate 

consumption and National income fluctuated. Where the National Income is 

defined as an economic measure of income accruing to a country from the 

Economic activities in a years’ time (J. Steven et al 2007). The consumption 

function, or Keynesian consumption function, is an economic Formula that 

represents the functional relationship between total consumption and gross 

Income, the theory states that, As long as consumption exceeded income, 

savings diminished and vice versa. This is illustrated in figure (3.21) and 

appendix (4), which show the aggregate consumption, income and savings in 

Sudan economy during the period (2000 – 2016). Savings were increasing 

during the years where income exceeding consumption and decreasing during 

the years consumption exceeding income. the years 2000 and 2016 show 

negative figure of savings , where in these years aggregate consumption was 

above the national income , unlike the other years which shows appositive signs 

for aggregate savings hence the national income in these years exceeded the 

aggregate consumption. The years 2010 and 2011 shows the highest savings 

levels in this period which is (24 266.00 Million SDG) and (30202.80 SDG) 

respectively. The year 2012 which is the first year after the secession of the 

https://www.toppr.com/guides/commercial-knowledge/business-and-commercial-knowledge/what-are-economic-activities/
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south Sudan shown a sharp decrease in savings which was (7,515.80 Million 

SDG, compare to (30,202.80 SDG) form the previous year. Savings declined 

gradually since then until it reaches the lowest level in 2016 which was (- 

14,412.70 Million SDG) as illustrated in figure (3.21).      
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Figure 3.21: Sudan aggregate consumption, national income and savings for the  

Period 2000 -2016. 

Data Source: Sudan Central Bureau of Statistics. 

Figure prepared by researcher. 
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3.9.2. Banks finance to deposits ratio. 

 

The Banks finance to deposits ratio was above 80% for the period 2007 – 2016 

apart from the year 2012 which reflect a record of 75% as seen in figure (3.22) 

and appendix (7). The years 2017, 2018 and 2019 showed sharp decline in the 

ratio of total banks finance to total deposits, 74%, and 54% and in January 2019 

it was 52%.   
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Figure 3.22: % total banks finance to deposits. 

Data Source: Central Bank of Sudan. The Economic Review. Issues Dec 2007 / January 2019. 

Figure prepared by researcher. 
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3.9.3. The physical cash shortage in banking sector of Sudan in 2018 - 2019. 

  

Sudan has faced severe economic challenges since the beginning of 2018. The 

elimination of wheat and flour subsidies in February 2018, an announcement by 

the minister of finance to raise custom duties for the year 2018, coupled with 

continual devaluations of the Sudanese pound and higher inflation rates. All 

these reasons led the public to rush to withdraw their deposits of cash from the 

banking system in a very short period of time which cause a severe shortage of 

cash in the banking system.  Many cash machines in the Sudanese capital have 

run out of banknotes as the government scrambles to prevent economic this 

economic situation with austerity measures. Rising demand for cash due to 

inflation with a very big gap in providing bank note by the central bank and 

imposing strict withdrawal limits for cash,   led to  lack of trust in the banking 

system specially at the cash transactions levels, hence The central bank was not 

injecting enough fresh currency to cover the total demand on cash withdrawal. 

 

3.9.4. The effect of US economic sanctions on Sudan banking system. 

Since November 1997 the Government of the united states imposed economic 

sanctions  on Sudan and freeze all Sudan Government assets in the united states 

or/and controlled  by the United States Government around the world. The 
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sanctions also extend to limit Sudan’s ability to transact in US Dollars.  The 

Sanctions also states that international transfers are not allowed to process 

through a bank owned or controlled by the Government of Sudan. This situation 

led to a sharp decline in Correspondent banking lines with Sudanese banks, 

where Sudanese banks remained very weak in terms of international financial 

attendance.   

 

3.9.5. The transitional Government of Sudan and the banking sector. 

The second half of the year 2019 witness a transitional state of Sudan 

Government System, and where transitional regime will Govern the country for 

three years. The Transitional Government express its conviction of the 

tremendous capabilities that characterize the Sudanese economy, paving the way 

for dealing with its economic troubles with new  vision and policies, and reform 

plan to address the issues of inflation and restore confidence and trust in Banking 

system.  The Government promised to reform the economic policies aiming to 

take the Sudanese economy from an economy based on consumption and 

imports to a productive economy, and stop exporting products such as livestock 

and materials, to increase the added value on the economy   
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Introduction  

The objectives of this study is to find answers to the study questions which are, What 

is the relationship between the five enabler criteria of the EFQM and customer result 

criteria? What is the relationship between the five enabler criteria of the EFQM and 

people result criteria? What is the relationship between the five enabler criteria of the 

EFQM and business result criteria? 

The answer to these questions is through testing the hypothesis of a causal 

relationship between application of the enablers side of the EFQM model and their 

impact on organizational performance in terms of financial indicators, customers 

satisfaction and employee satisfaction which constitute the results side of the EFQM 

model. This chapter elaborates the study methodology applied in this study, it 

describes how the data was collected from different sources, the survey design that 

was chosen, who are the participants and how the population and sample of the study 

determined. The tools that used for data collection and methods for data analysis are 

elaborated in details. 

4.1. General approach. 

Study methodology is a way to systematically solve the study problem (C.R. Kothari 

2004), as stated in chapter one the study problem is the need to restructure 

organizations in the developing countries via implementing management standards 
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and approaches that are being implemented in the developed countries specially 

members countries of World Trade Organization (WTO) where these countries can 

share their products and services based on the free market regulations of (WTO). 

Among these management approaches are the excellence models which concern with 

the overall satisfaction balance of stakeholders including customers of these 

organizations. Taking the case of the banking sector of Sudan as implementer of the 

European foundation of quality management model (EFQM). In this study descriptive 

analytical method is used with primary data collected via a questionnaire and 

secondary data collected from pervious literature and reports. Information sources for 

literature are Documents, Records, studies, books and scientific journals. 

 

4.2. Population framework. 

The Population of this study is the Banking sector of Sudan employees who are 

defined as the target population, which involve the group upon which information is 

ideally targeted, Where the survey is conducted with them, and due to the large size 

of the population the study cannot test every individual within the study scope, thus 

The study relied on survey population which involve the group under survey focus.  
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4.3. Sampling methods and procedures.  

A sample is a subset of the population (e.g. top management staff, middle 

management staff, junior staff, customers  ...etc). The concept of sample arises from 

the inability of testing all the populations units, but it must be representative of the 

population from which it was drawn and it must have good size to warrant statistical 

analysis.  The main function of the sample is to allow results of studying of 

individuals drown from population to derive conclusions that can be applied to the 

entire population.  

4.3.1. Selecting a sample. 

Sample members are selected on the basis of their relations and their knowledge to 

the purpose of the study. Sample members who were selected represent the areas of 

business where EFQM model could be assessed, and can be respond to the study 

questions. For the sample to represent the population of the study, the selection of 

sample depends on random sampling technique, that representing the employees of 

the Banks selected . The targeted group under survey focus include employees of  

thirty Banks out of thirty seven Banks and this represent more than 80% of the total  

operating Banks in Sudan. 
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4.3.2. Population of the study.  

The determination of sample size largely depends on the size of population. 

Generally larger sample size lead to more precision. In the case study of this study 

the population size is   (21,340) represents the Banking sector of Sudan total 

employees (Banks Information Bulletin, 2018). The sample size which is selected is 

expected to specify the precession desired that is liable to represent the population of 

the study.  

4.3.3. Qualitative   sampling.  

Sample size in qualitative study may refer to numbers of individuals, but also can 

referred to numbers of interviews and observations conducted or numbers of events 

sampled. People are certainly central in all kinds of inquiry approaches, ( Clive 

Roland Boddy, 2016) .  Qualitative sample sizes should be large enough to obtain 

enough data to sufficiently describe the phenomenon of interest and address the study 

questions.  The goal of qualitative study should be the attainment of saturation.  

Saturation occurs when adding more participants to the study does not result in 

additional perspectives or information.  Glaser and Strauss (1967) recommend the 

concept of saturation for achieving an appropriate sample size in qualitative studies.  

Other guidelines have also been recommended.  For an ethnography, Morse (1994) 

suggested approximately 30 – 50 participants as mentioned in the grounded theory, 

https://www.emeraldinsight.com/author/Boddy%2C+Clive+Roland
https://www.emeraldinsight.com/author/Boddy%2C+Clive+Roland
https://en.wikipedia.org/wiki/Accuracy_and_precision
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while Creswell (1998) suggested only 20 – 30.  For phenomenological studies, 

Creswell (1998) recommends 5 – 25 and Morse (1994) suggests at least six. It is also 

being proposed that the appropriate sample size for most study is to be more than 30 

and less than 500    ( Roscoe - 1975).  

 These recommendations can help the researcher  estimate how many participants 

they will need, but ultimately, the required number of participants should depend on 

when saturation is reached. 

4.3.4. Quantitative sampling. 

 The sample size selected is also compatible with most known   quantitative sample 

size formulas which has no big difference in confidence level, among which Steven 

Thompson formula is   (Steven Thompson 2012) which is as follows: 

 

 

 

 

 

Where ( n )  is the population size , Accordingly   the population  of the study 

represented by  the  total number of employees  of  the Banking sector of Sudan by 

the end of the year 2018 which represent the independent factor ( n ) in the left  side 
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of the formula  ,  according the sample size which can represent the banking sector 

employees is   calculated on the right side of the formula , and this   construct  95% 

confidence interval with a Margin of Error of about ±.05% . 

The total number of employees in the banking sector of Sudan is   (21,377) which 

represent the population size (n) in the above equation. There for the right side of the 

equation is calculated as  ( 377 ) employees of the banking sector of Sudan,  which 

refers to the sample size of the employees in this study , where  the   construction of   

95% confidence interval with a Margin of Error of about ±.05%  could be achieved 

accordingly. 

  4.3.5. Data collection techniques.  

The collection of data in this study is designed to Ensures that data are collected in a 

scientific and standardized manner by using proper technique which enhance the 

accuracy, validity, and reliability that lead to gain credible findings. The techniques 

used for data collection in this study enabled the data to be collected from its original 

sources as far as possible, weather at the survey level or other sources. 

Information gathered in this study came from a range of sources the primary data 

source is the Questionnaire where   Responses can be analyzed with quantitative 

methods by assigning numerical, values Results are generally easier to analyze 

https://cyfar.org/data-collection-techniques#Questionnaires
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Pretest/Posttest can be compared and analyzed. The secondary source of information 

is documents, Records, studies, books, scientific journals and reports. Where existing 

data related to this study could be summarized from these different sources.  

4.4. The questionnaire.  

4.4.1. Questionnaire design. 

The questionnaire is the medium of communication between the researcher  and the 

population. The objective of any questionnaire is to present standardize interview for 

all targeted samples or subjects (Ian Brace, 2004) , since it is integral part of the 

survey process, the same questions being asked to different respondents provide a 

base for study parameters, since answers could be in different responses. Where The 

information in the sub criteria of the EFQM model were used as the bases for the 

questionnaire statements, since it is appropriate for developing measurement scale for 

the nine criteria of the model (Eskildsen and Kanji, 1998) as seen in appendix (3).     

The objective of the questionnaire design for this study is to provide a base for testing 

the hypotheses of the study mentioned in chapter one and it's combined of two parts 

as shown in appendix (1) which are: 

 First part reflects the Demographic information of the respondents. 
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 The second part explains the status of applying Business Excellence model 

adopted by Sudanese Banks on organizational performance in terms of the 

criteria of the EFQM model (  apart from the society result )  which include 

Leadership, Strategy, People, Partnerships and resources, Processes, financial 

results, customer's results and employee's results. 

 

4.4.2. Translation of the questionnaire. 

The basic version of the questionnaire is in English language, and due to the first 

language of the study participants which is Arabic language, it has been translated in 

to Arabic Language based on the Arabic version of the EFQM publications as shown 

in appendix (2). The questionnaire   arbitration and validation was on the bases of 

the content validity to examine the study hypotheses. This is done    by five 

professionals who are practitioners of business excellence and / university teaching 

staff at the same field.  

 

4.5. Secondary data. 

In this study the secondary data were collected from Its original sources which are   

previous studies, Books , Annual reports , Financial reports which were already exist 
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as across sources. The purpose of collecting the secondary data is to formulate new 

datasets in relation to primary data.  

 

4.6. Primary data.  

For the purpose of answering this study questions by testing the hypotheses of the 

study, a primary data is collected through a survey for a sample from the banking 

sector of Sudan employees. Which represent in this study the first-hand sources of 

data, which add to the secondary data statistical value to serve this study objectives. 

 

4.7. Selecting the primary data collection method. 

The purpose of selecting the technique used for data collection is to allow the study 

questions to be answered, taking into account the characteristics of the sample 

selected from the population of the study. Some common data collection methods 

include observations, interviews, focus groups, surveys. Selecting the data collection 

method is designed to ensure that data collected will allow the study questions to be 

accurately addressed. In this study questionnaire is the appropriate method of 

collecting data from the targeted group of employees at the Banking sector of Sudan 

hence the availability and ability to interact with the questionnaire questions is 
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expected to be high, since this sector is adopting adopted the EFQM model for 

several years. 

 

4.8. Quantitative data (The self-administered questionnaire). 

Questionnaires can be administered by an interviewer or answered by the respondents 

themselves (self-administered). Self-administered questionnaires can be mailed or 

given in person to the respondents. They are feasible in a literate population if the 

questions are short and simple. If questions are complex or nested or if significant 

probing is required, interviewer administered questionnaires may be preferable            

(WHO - 2008). For the purpose of this study it’s decided to select the self 

administered questionnaire (closed – end) for the following reasons: 

 No interviewer bias.  

 Less time spent on administration. 

 Easier questioning of larger numbers of people. 

 More leisurely, which may permit more careful responding. 

 Perceived as more anonymous and may therefore yield more accurate data 

on sensitive issues.  
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Closed-end questions allow a limited number of answers, leaving no space for 

additional information to be volunteered; they require only recognition and a 

choice from among answer options. Advantages of closed-end questions are 

greater precision, uniformity, easier coding and easier analysis than open-ended 

questions (WHO 2008). 

 

4.9. Data analysis techniques.  

The sampling of the study depends on random sampling or probability sampling, 

where each individual in the population has an equal and independent chance of 

selection in the sample. Equal implies that the probability of selection of each 

element in the population is the same; that is, the choice of an element in the sample 

is not influenced by other considerations such as personal preference. The concept of 

independence means that the choice of one element is not dependent upon the choice 

of another element in the sampling .The main advantage of random/probability 

samples is its representation of the  total  sampling population, hence the inferences 

drawn from such samples can be generalized to the total sampling population (Ranjit 

Kumar 2011 ). 

The quantitative data of the questionnaires as shown in appendixes ( 1 and 2 ) were 

collected during the months of     July  and August     in the  year  2019 , where 
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statistical analysis methods  applied to the data collected , hence the   completed 

questionnaires were reviewed for quality of data , errors and accuracy, then the 

questionnaires were coded and  entered in to SPSS (Statistical Package for the Social 

Sciences ) ( version  25) and Analyze Moment of Structure   AMOS  software 

program ( Version 25 ). 

Data analysis is the most crucial part in this study where collected data were 

summarizes. It involves the interpretation of data gathered through the use of 

analytical and logical reasoning to determine patterns, relationships or trends between 

the application of EFQM model and positive indicators of financial results and risk 

mitigation in the Banking sector of Sudan, descriptive statistics techniques were used 

to clarify such correlation such as calculating mean, standard deviation, frequency, 

percentage and mode to calculate the significant differences for the variables.  

 

4.9.1. Validity and reliability.  

Reliability and validity clarify the stability and accuracy of hypotheses testing. The 

test is valid if it measures what it’s supposed to. Reliability measure consistency of 

the stability or consistency of test scores. While validity simply means that a test or 

instrument is accurately measuring the subject topic of the study.  
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4.9.1.1. Validity.  

The Validity of the measurement instrument is assesses based on its ability to 

measure what it is designed  to measure In terms of measurement procedures  , 

another definition states that ‘validity refers to the extent to which an empirical 

measure adequately reflects the real meaning of the concept under consideration’ 

(Babbie writes, 1989). These definitions reflects two questions, which are; what to 

measure and how to measure it.   

In this study the validity of the study instrument of measurement which is a 

quantitative questionnaire to test the study four hypotheses. Which is supposed to 

measure the impact on financial indicators, Market share, Strategic objectives, Risk 

mitigation, in relation to the application of Business Excellence model at the Banking 

sector of Sudan. The questionnaire explained opinions of different levels of selected 

correspondents on more than fifty issues related to the hypotheses of the study which 

reflects the reality of the EFQM business model application in the Banking sector of 

Sudan.  

4.9.1.2. Reliability. 

Reliability focuses on the ability of an instrument to produce consistent 

measurements. When collecting the same set of data more than once using the same 
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instrument and get the same or similar results under the same or similar conditions, 

an instrument is considered to be reliable. Therefore, reliability is the degree of 

accuracy or precision in the measurements made by a study instrument. The lower the 

degree of ‘error’ in an instrument, the higher the reliability (Ranjit Kumar -2011). 

The ability of the questionnaire design to test the four hypotheses of the study is 

validated and assessed by three specialized Professors in the fields of total quality 

management. The sample size selected based on  Thompson formula for sample 

sizing , this formula provide a  level of confidence  of  95% with a Margin of Error 

about ±.05% as mentioned earlier in this chapter. The random/probability samples 

techniques used in collecting the primary data is considered to represent the total 

sampling population. Based on the study instrument used in collecting and measuring 

the data drown from the sample size of the population is considered to be consistent 

measurements to produce the same measure over time if other factors remained the 

same. 

 

4.9.1.2.1. The pilot study for reliability assessment. 

Reliability is a one of the basic psychometric requirement of scale validity. 

Reliability is concerned with the ability of an instrument to produce similar result, 

time and again under the assumption that group of respondents and prevailing 

conditions remain same. It reflects the degree to which an instrument is free from 
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random error and consistently measures the underlying construct with reasonable 

accuracy (Churchill, 1979; Leedy and Ormrod, 2001; Yang et al., 2007; Hair at al. 

2008). Internal consistency is an important aspect of reliability. It describes the extent 

to which the different scale items of a same construct correlate with one another. A 

higher degree of internal consistency, not only proves the convergence of scale items 

towards the common definition of underlying construct but it also affirms the claim 

that amount of variance captured by a scale is significantly higher to the amount of 

error variances i.e. random error in a scale. Random error is assessed by squaring the 

inter-item correlation and subtracting the same from 1.00. As the estimate of 

reliability increases, the fraction of a test score that can be attributed to random error 

decreases. 

Cronbach alpha is one of the most popular methods for assessing internal 

consistency (Churchill, 1979; Peter, 1981). Closer the cronbach’s alpha to 1, higher 

the internal consistency. In general, the reliabilities less than 0.70 indicates a poor 

estimate of observed variance i.e. amount of error variance in the test score is 

relatively higher to the observed variance. In context of the present study, reliability 

of the various constructs has been assessed through cronbach’s alpha ( Cronbach et al, 

1955) . The Pilot study to test all variables of the study, is examined on the same 

environment where the real study is done. Thirty questionnaires were distributed for 

three Banks ten each at the head quarter staff level. The Result of the pilot study is as 

follows: 
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Scale: All variables.  
 
 
 

Table 4.1.   Case Processing Summary purposely for the variable Leadership as EFQM enabler criterion. 

 N % 

Cases Valid 26 96.3 

Excludeda 1 3.7 

Total 27 100.0 

a. Listwise deletion based on all variables in the procedure. 

Source: prepared by researcher from data (2019). 

 

 

 

 

 

Table 4.2. Reliability Statistics for the variable Leadership as EFQM enabler criterion. 

Cronbach's Alpha N of Items 

.842 7 

Source: prepared by researcher from data (2019). 

 

 

 

Table 4.3.  Item Statistics for the variable Leadership as EFQM enabler criterion. 

 Mean Std. Deviation N 

Leadership1 4.19 .567 26 

Leadership2 4.15 .543 26 

Leadership3 4.00 .566 26 

Leadership4 3.81 .634 26 

Leadership5 3.85 .732 26 

Leadership6 3.92 .560 26 

Leadership7 3.92 .796 26 

Source: prepared by researcher from data (2019). 
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Table 4.4. Item-Total Statistics for the variable Leadership as EFQM enabler criterion. 

 

Scale Mean if Item 

Deleted 

Scale Variance if Item 

Deleted 

Corrected Item-Total 

Correlation 

Cronbach's Alpha if 

Item Deleted 

Leadership1 23.65 8.475 .405 .846 

Leadership2 23.69 8.142 .548 .828 

Leadership3 23.85 7.975 .576 .824 

Leadership4 24.04 7.078 .788 .790 

Leadership5 24.00 7.040 .659 .810 

Leadership6 23.92 7.914 .605 .820 

Leadership7 23.92 6.874 .629 .818 

Source: prepared by researcher from data (2019). 

 

Table 4.5.  Scale Statistics for the variable Leadership as EFQM enabler criterion. 

Mean Variance Std. Deviation N of Items 

27.85 10.135 3.184 7 

Source: prepared by researcher from data (2019). 
 
 
Reliability. 
 
Scale: All variables. 

 

 

 

Table 4.6. Case Processing Summary purposely for the variable Strategy as EFQM enabler criterion. 

 N % 

Cases Valid 27 100.0 

Excludeda 0 .0 

Total 27 100.0 

a. Listwise deletion based on all variables in the procedure. 

Source: prepared by researcher from data (2019). 
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Table 4.7. Reliability statistics for the variable strategy as EFQM enabler criterion. 

Cronbach's Alpha N of Items 

.859 7 

Source: prepared by researcher from data (2019). 

 

 

 

 

 

 

Table 4.8. Item statistics for the variable strategy as EFQM enabler criterion. 

 Mean Std. Deviation N 

Strategy1 4.22 .641 27 

Strategy2 4.11 .577 27 

Strategy3 4.11 .641 27 

Strategy4 4.00 .679 27 

Strategy5 3.93 .675 27 

Strategy6 4.22 .577 27 

Strategy7 4.15 .602 27 

Source: prepared by researcher from data (2019). 
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Table 4.9. Item-Total statistics for the variable strategy as EFQM enabler criterion. 

 

Scale Mean if Item 

Deleted 

Scale Variance if Item 

Deleted 

Corrected Item-Total 

Correlation 

Cronbach's Alpha if 

Item Deleted 

Strategy1 24.52 7.721 .668 .834 

Strategy2 24.63 7.704 .771 .821 

Strategy3 24.63 7.858 .624 .840 

Strategy4 24.74 7.430 .706 .828 

Strategy5 24.81 7.849 .582 .847 

Strategy6 24.52 8.490 .500 .856 

Strategy7 24.59 8.251 .548 .850 

Source: prepared by researcher from data (2019). 

 

 

 

Table 4.10. Scale statistics for the variable strategy as EFQM enabler criterion. 

Mean Variance Std. Deviation N of Items 

28.74 10.507 3.241 7 

Source: prepared by researcher from data (2019). 
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Reliability. 
 
Scale: All variables. 
 
 
 

Table 4.11. Case processing summary purposely for the variable employees as EFQM enabler criterion. 

 N % 

Cases Valid 27 100.0 

Excludeda 0 .0 

Total 27 100.0 

a. Listwise deletion based on all variables in the procedure. 

Source: prepared by researcher from data (2019). 

 

 

 

 

 

 

Table 4.12. Reliability statistics for the variable Eemployees as EFQM enabler criterion. 

Cronbach's Alpha N of Items 

.866 5 

Source: prepared by researcher from data (2019). 
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Table 4.13.Item statistics for the variable employees as EFQM enabler criterion. 

 Mean Std. Deviation N 

Employees1 3.89 .751 27 

Employees2 4.07 .675 27 

Employees3 3.85 .770 27 

Employees4 3.78 .847 27 

Employees5 3.85 .907 27 

Source: prepared by researcher from data (2019). 

 

 

 

 

 

Table 4.14.Item-Total statistics for the variable employees as EFQM enabler criterion. 

 

Scale Mean if Item 

Deleted 

Scale Variance if Item 

Deleted 

Corrected Item-Total 

Correlation 

Cronbach's Alpha if 

Item Deleted 

Employees1 15.56 7.103 .647 .847 

Employees2 15.37 7.396 .655 .847 

Employees3 15.59 6.943 .671 .841 

Employees4 15.67 6.615 .671 .842 

Employees5 15.59 5.866 .812 .804 

Source: prepared by researcher from data (2019). 

 

 

Table 4.15. Scale statistics for the variable employees as EFQM enabler criterion. 

Mean Variance Std. Deviation N of Items 

19.44 10.256 3.203 5 

Source: prepared by researcher from data (2019). 
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Reliability. 
 
Scale: All variables. 
 

Table 4.16. Case Processing summary purposely for the variable partnerships as EFQM enabler criterion. 

 N % 

Cases Valid 26 96.3 

Excludeda 1 3.7 

Total 27 100.0 

a. Listwise deletion based on all variables in the procedure. 

Source: prepared by researcher from data (2019). 

 

 

 

 

 

Table 4.17. Reliability statistics for the variable partnerships as EFQM enabler criterion. 

Cronbach's Alpha N of Items 

.778 7 

Source: prepared by researcher from data (2019). 

 

 

Table 4.18. Item statistics for the variable partnerships as EFQM enabler criterion. 

 Mean Std. Deviation N 

Partnership1 4.12 .653 26 

Partnership2 3.92 .688 26 

Partnership3 4.00 .566 26 

Partnership4 3.92 .560 26 

Partnership5 3.77 .514 26 

Partnership6 4.08 .560 26 

Partnership7 4.04 .528 26 

Source: prepared by researcher from data (2019). 
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Table 4.19. Item-Total statistics for the variable partnerships as EFQM enabler criterion. 

 

Scale Mean if Item 

Deleted 

Scale Variance if Item 

Deleted 

Corrected Item-Total 

Correlation 

Cronbach's Alpha if 

Item Deleted 

Partnership1 23.73 5.325 .473 .757 

Partnership2 23.92 4.874 .601 .728 

Partnership3 23.85 5.815 .381 .773 

Partnership4 23.92 6.234 .224 .800 

Partnership5 24.08 5.674 .505 .750 

Partnership6 23.77 4.905 .789 .692 

Partnership7 23.81 5.442 .591 .734 

Source: prepared by researcher from data (2019). 

 

 

Table 4.20. Scale statistics for the variable partnerships as EFQM enabler criterion. 

Mean Variance Std. Deviation N of Items 

27.85 7.175 2.679 7 

Source: prepared by researcher  from data (2019). 
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Reliability. 
 
Scale: All variables. 

 

Table 4.21. Case Processing summary purposely for the variable processes as EFQM enabler criterion. 

 N % 

Cases Valid 27 100.0 

Excludeda 0 .0 

Total 27 100.0 

a. Listwise deletion based on all variables in the procedure. 

Source: prepared by researcher from data (2019). 

 

 

 

 

 

 

Table 4.22. Reliability statistics for the variable   processes as EFQM enabler criterion. 

Cronbach's Alpha N of Items 

.804 5 

Source: prepared by researcher from data (2019). 

 

 

 

Table 4.23. Item statistics for the variable   processes as EFQM enabler criterion. 

 Mean Std. Deviation N 

Processes1 4.04 .759 27 

Processes2 3.78 .847 27 

Processes3 4.04 .587 27 

Processes4 4.00 .620 27 

Processes5 3.85 .602 27 

Source: prepared by researcher from data (2019). 
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Table 4.24. Item-Total statistics for the variable processes as EFQM enabler criterion. 

 

Scale Mean if Item 

Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's Alpha if 

Item Deleted 

Processes1 15.67 4.308 .570 .773 

Processes2 15.93 4.302 .472 .817 

Processes3 15.67 4.462 .755 .724 

Processes4 15.70 4.524 .671 .744 

Processes5 15.85 4.823 .565 .774 

Source: prepared by researcher from data (2019). 

 

 

 

 

 

 

 

 

Table 4.25. Scale statistics for the variable processes as EFQM enabler criterion. 

Mean Variance Std. Deviation N of Items 

19.70 6.678 2.584 5 

Source: prepared by researcher from data (2019). 
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Reliability. 
 
Scale: All variables. 
 
 
 
 

Table 4.26. Case Processing summary purposely for the variable employees perception ( People results ) as 

EFQM results  criterion. 

 N % 

Cases Valid 26 96.3 

Excludeda 1 3.7 

Total 27 100.0 

a. Listwise deletion based on all variables in the procedure. 

Source: prepared by researcher from data (2019). 

 

 

 

 

 

 

 

Table 4.27. Reliability statistics for the variable employees perception (People results) as EFQM results 

criterion. 

Cronbach's Alpha N of Items 

.931 10 

Source: prepared by researcher from data (2019). 
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Table 4.28. Item statistics for the variable employees perceptions (People results) as EFQM result criterion. 

 Mean Std. Deviation N 

Impressions1 3.58 .902 26 

Impressions2 3.88 .816 26 

Impressions3 3.88 .864 26 

Impressions4 3.85 .834 26 

Impressions5 3.96 .662 26 

Impressions6 3.92 .688 26 

Impressions7 3.54 .948 26 

Impressions8 3.38 .941 26 

Impressions9 3.77 .863 26 

Impressions10 3.50 .812 26 

Source: prepared by researcher from data (2019). 

 

 

 

 

Table 4.29. Item-Total statistics for the variable employees perceptions (People results) as EFQM result 

criterion. 

 

Scale Mean if Item 

Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-Total 

Correlation 

Cronbach's Alpha if 

Item Deleted 

Impressions1 33.69 34.382 .776 .922 

Impressions2 33.38 35.686 .723 .925 

Impressions3 33.38 34.966 .753 .923 

Impressions4 33.42 36.334 .634 .929 

Impressions5 33.31 37.822 .632 .929 

Impressions6 33.35 36.315 .797 .922 

Impressions7 33.73 34.445 .725 .925 

Impressions8 33.88 35.146 .661 .929 

Impressions9 33.50 34.340 .823 .919 

Impressions10 33.77 34.825 .826 .919 

Source: prepared by researcher from data (2019). 
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Table 4.30. Scale statistics for the variable employees perception (People results) as EFQM results  criterion. 

Mean Variance Std. Deviation N of Items 

37.27 43.405 6.588 10 

Source: prepared by researcher from data (2019). 

 
 
 
Reliability. 
 
Scale: All variables. 
 
 
 
 

Table 4.31. Case processing summary purposely for the variable customers results as EFQM results 

criterion. 

 N % 

Cases Valid 27 100.0 

Excludeda 0 .0 

Total 27 100.0 

a. Listwise deletion based on all variables in the procedure. 

Source: prepared by researcher from data (2019). 

 

 

 

Table 4.32. Reliability Statistics. 

Cronbach's Alpha N of Items 

.909 10 
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Table 4.33. Item statistics for the variable customers results as EFQM result criterion. 

 Mean Std. Deviation N 

Customer_results1 4.19 .736 27 

Customer_results2 4.19 .834 27 

Customer_results3 3.96 .706 27 

Customer_results4 4.26 .656 27 

Customer_results5 4.22 .424 27 

Customer_results6 4.07 .550 27 

Customer_results7 4.19 .557 27 

Customer_results8 4.26 .594 27 

Customer_results9 4.04 .649 27 

Customer_results10 4.07 .616 27 

Source: prepared by researcher from data (2019). 

 

 

 

 

Table 4.34. Item-Total statistics for the variable customers results as EFQM result criterion. 

 

Scale Mean if Item 

Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's Alpha 

if Item Deleted 

Customer_results1 37.26 18.123 .623 .903 

Customer_results2 37.26 17.199 .675 .902 

Customer_results3 37.48 17.875 .702 .898 

Customer_results4 37.19 17.618 .820 .890 

Customer_results5 37.22 19.718 .709 .901 

Customer_results6 37.37 19.011 .678 .900 

Customer_results7 37.26 19.276 .608 .903 

Customer_results8 37.19 18.387 .750 .895 

Customer_results9 37.41 18.712 .611 .903 

Customer_results10 37.37 18.704 .654 .901 

Source: prepared by researcher from data (2019). 
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Table 4.35. Scale statistics for the variable customers results as EFQM results criterion. 

Mean Variance Std. Deviation N of Items 

41.44 22.564 4.750 10 

Source: prepared by researcher from data (2019). 
 
 
 
 
 
Reliability. 
 
Scale: all variables. 
 
 
 
 

Table 4.36. Case Processing summary purposely for the variable financial results as EFQM results criterion. 

 N % 

Cases Valid 27 100.0 

Excludeda 0 .0 

Total 27 100.0 

a. Listwise deletion based on all variables in the procedure. 

Source: prepared by researcher from data (2019). 

 

 

 

 

Table 4.37. Reliability statistics for the variable financial results as EFQM results criterion. 

Cronbach's Alpha N of Items 

.840 6 

Source: prepared by researcher from data (2019). 
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Table 4.38. Item statistics for the variable financial indicators as EFQM result criterion. 

 Mean Std. Deviation N 

Financial_indicators1 4.19 .622 27 

Financial_indicators2 3.67 .555 27 

Financial_indicators3 4.00 .620 27 

Financial_indicators4 4.04 .587 27 

Financial_indicators5 4.07 .550 27 

Financial_indicators6 3.93 .616 27 

Source: prepared by researcher from data (2019). 

 

 

 

 

 

 

 

Table 4.39. Item-Total statistics for the variable financial indicators as EFQM result criterion. 

 

Scale Mean if Item 

Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-Total 

Correlation 

Cronbach's Alpha if 

Item Deleted 

Financial_indicators1 19.70 4.986 .594 .819 

Financial_indicators2 20.22 5.487 .474 .840 

Financial_indicators3 19.89 5.256 .487 .841 

Financial_indicators4 19.85 4.977 .650 .808 

Financial_indicators5 19.81 4.926 .737 .792 

Financial_indicators6 19.96 4.575 .787 .778 

Source: prepared by researcher from data (2019). 
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Table 4.40.Scale statistics for the variable financial results as EFQM results  criterion. 

Mean Variance Std. Deviation N of Items 

23.89 7.026 2.651 6 

Source: prepared by researcher from data (2019). 

 

4.10. Cronbach’s alpha for all the constructs. 

The value of cronbach’s alpha for all the constructs are above the threshold 

limit of 0.71. As seen in table (4.41). 

        Table 4.41. Reliability Statistics for all variables.  

 Construct No. of Items Cronbach’s Alpha 

1 Leadership  7 .842 

2 Strategy  7 .859 

3 Employee  5 .866 

4 Partnership  7 .778 

5 Processes  5 .804 

6 Employees Perceptions  10 .931 

7 Customer result  10 .909 

8 Financial indicator   6 .840 

         Source: prepared by researcher from data (2019). 
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Chapter five 

Analysis and empirical findings  
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1.5 . Chapter overview. 

This chapter presents the findings of the data analysis and it is presented in 

three sections. The first section presents the process followed for measurement and 

validation of various constructs.  Started by describe the descriptive statistics of the 

sample data then respondent’s demographic information, section two The 

measurement and validation process of constructs, section three the results of the path 

analysis and hypotheses testing. 

2.5 . Descriptive statistics. 

As far as measurement and validation of study instrument is concerned, before 

evaluating the psychometric properties of various constructs, it become necessary to 

describe and understand the descriptive statistics of the sample data. Descriptive 

statistics examines the accuracy of the data entry process; measures the variability of 

responses and reveals the spread of data points across the sides of the distribution. 

The understanding of descriptive statistics helps in the interpretation and 

generalization of study result. 

First making data cleaning that deals with detecting and removing errors and 

inconsistencies from data in order to improve the quality of data. And dealing with 

Missing data that is common and always expected in the process of collecting and 

entering data due to lack of concentration and/or the misunderstanding among 
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respondents, and missing information or other invalid data during the entry of data. 

Missing data can cause several problems.  

      The most apparent problem is that there simply won't be enough data points to 

run the analysis and particularly in structural equation model (SEM). and dealing 

with Unengaged responses that means some responses giving same answer for all the 

questionnaire it seems to be random answers, in this case use standard deviation to 

find out any unengaged response this means that any standard deviation of responses 

less than 0.5 when Likert’s five-point scale is used just deleted. Therefore, removed 

(113) invalid questionnaires and (62) not received form a response finally dealing 

outliers It’s very important to check outliers in the dataset.  

      Outliers can influence the results of analysis. If there is a really high sample size, 

the need for removing the outliers is wanted. If the analysis running with a smaller 

dataset, you may want to be less liberal about deleting records However, outliers will 

influence smaller datasets more than largest ones. However, in this dataset outliers 

were checked outliers but not making any change because it is seemed logic. There 

were no any outliers on dataset everything in dataset is logic.  

And also skewness & kurtosis observed fairly normal distribution for our indicator of 

latent factor, and for all other variables (e.g..Gender, age , Education ) in terms of 
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skewness , However , observed mild kurtosis for our variable these kurtosis values 

ranged   benign to 3. While this does violate strict rules of normality,it is within more 

relaxed rules suggested by (Sposito, 1983) who recommend 3.3 as the upper  

threshold for normality. The assessment of descriptive statistics (Table 5.1) reveals 

that all the variables fall within the predefined the important values.  

Table 5.1 Descriptive Statistics. 

 

Mean 

Std. 

Deviation Skewness Kurtosis 

Statistic Statistic Statistic Std. Error Statistic Std. Error 

Gender 1.17 .465 4.150 .130 25.833 .260 

Age 3.04 1.228 -.020- .130 -.879- .260 

Education 3.45 .850 .414 .130 2.417 .260 

Dealing 3.69 1.366 -.426- .130 -1.098- .260 

Job 5.09 .917 -.355- .130 -.539- .260 

Leaders in your Bank develop the mission, 

vision, values and ethics. 

4.13 .707 -.636- .130 .892 .260 

Leaders in your Bank monitor, review and 

drive the improvement of the organization’s 

management system and performance. 

4.06 .732 -.883- .130 1.559 .260 

Leaders in your Bank deliver high levels of 

stakeholder confidence by adopting 

effective mechanisms to understand future 

scenarios. 

3.90 .771 -.498- .130 .110 .260 
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Leaders in your Bank anticipate and 

respond to the different needs and 

expectations of their key stakeholders.  

Promote culture of trust, ethics and 

transparency. 

3.89 .769 -.575- .130 .683 .260 

Leaders in your Bank reinforce a culture of 

excellence, involvement   , empowerment, 

accountability and improvement among the 

employees. 

3.85 .839 -.649- .130 .627 .260 

Leaders in your Bank ensure that the 

organization is flexible and changes are 

managed effectively. 

3.88 .816 -.729- .130 .962 .260 

Leaders in your bank represent models to 

follow and work to ensure the future 

success of the institution. 

4.10 2.795 16.320 .130 292.263 .260 

Strategy of your bank is based on 

understanding the needs and expectations of 

both stakeholders and the external 

Environment. 

4.11 .690 -.516- .130 .420 .260 

Strategy of your bank is based on 

understanding internal performance and 

capabilities. 

4.05 .704 -.707- .130 1.332 .260 

Strategy of your bank Determine the 

potential impact of new technologies. 

3.97 .717 -.474- .130 .328 .260 
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In   your bank Strategy and supporting 

policies are developed, reviewed and 

updated. 

3.90 .815 -.615- .130 .432 .260 

In your bank Strategy and supporting 

policies are communicated, implemented 

and monitored. 

3.93 .778 -.419- .130 -.123- .260 

When developing a strategy, your bank 

ensures that financial and technical 

resources are available. 

4.09 .718 -.645- .130 .917 .260 

When developing a strategy, your bank will 

ensure that clear objectives are developed 

which based on the understanding of 

markets and opportunities. 

4.04 .755 -.547- .130 .153 .260 

Your Bank adopt employee’s   Innovations 

systems with fairness and equal 

opportunities. 

3.67 .928 -.469- .130 -.226- .260 

Your Bank develop the  employees' 

knowledge, capabilities and improve the 

required talent to maximize their 

contribution in achieving the declared 

mission and vision 

3.85 .868 -.822- .130 .832 .260 

Your bank is empowering employees and 

harnessing their full potential in a form of 

real partnership via an ideal delegation 

system. 

3.78 .881 -.547- .130 -.060- .260 
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Your bank promotes a culture of innovation 

across enterprise systems, enabling 

employees to respond quickly to the 

challenges they face. 

3.70 .841 -.432- .130 .112 .260 

Your bank promotes knowledge sharing to 

ensure employees understand and 

demonstrate their contribution to the 

organization's continued success. 

3.81 .788 -.603- .130 .569 .260 

Your Bank managed Partners and suppliers 

relations for sustainable Benefit in line with 

the organization’s strategies and values on 

the bases of trust, respect and mutual 

transparency. 

4.10 .661 -.525- .130 1.185 .260 

Your Bank establish appropriate networks 

to enable identifying potential partnerships 

opportunities to capabilities and ability to 

generate additional stakeholder value. 

3.99 .674 -.434- .130 .529 .260 

Your Bank evaluate, select and validate 

investment in assets with respecting their 

long- term economic, societal and 

ecological effects. 

3.99 .652 -.302- .130 .310 .260 

Your Bank use strategies, policies and 

processes for managing buildings, 

equipment and materials in a financial and 

environmentally sustainable way. 

3.91 .729 -.700- .130 1.298 .260 
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Your Bank Minimize its local and global 

environmental impact, including setting 

challenging goals for meeting legal 

standards and economic, environmental and 

social. 

3.84 .730 -.370- .130 .336 .260 

Your Bank Manage a technology portfolio 

that supports the organization’s overall 

strategy to improve the agility of processes 

and change. 

4.00 .723 -.597- .130 .843 .260 

Your Bank managed Information and 

knowledge to support effective decision 

making and to build the organization’s 

capability. 

4.00 .711 -.627- .130 1.042 .260 

Processes in Your Bank are designed and 

managed to optimize stakeholder value by 

managing the end to end processes. 

4.07 .745 -.872- .130 1.613 .260 

Products and services of your bank 

developed by engaging customers as much 

as possible in the development and 

innovation of new services, products and 

experiences. 

3.89 .805 -.821- .130 1.243 .260 

Your bank promote and market products 

and services effectively by identifying the 

different groups of customers, current and 

potential. 

3.87 .879 -.895- .130 1.005 .260 
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Your Bank Produce and deliver products 

and services to meet, or exceed, customer 

needs and expectations while managing 

these products and services throughout their 

life cycle. 

3.83 .810 -.521- .130 .141 .260 

Your Bank managed and enhanced 

Customer relationships through building 

and maintain continues dialogue with 

customers, based on Openness and 

transparency 

3.83 .808 -.508- .130 .296 .260 

The management of your bank considered 

the ideas and proposals of the employees 

when making decisions. 

3.59 1.021 -.463- .130 -.332- .260 

The management of your bank is keen to 

solve and address the obstacles facing 

employees. 

3.87 .883 -.888- .130 .956 .260 

The management of your bank considered 

the academic qualifications, years of 

experience and the performance indicators 

when appointing or promoting employees. 

3.80 1.009 -.852- .130 .428 .260 

Your bank promotes a culture of 

appreciation for individuals and teams. 

3.76 .866 -.599- .130 .192 .260 

Your bank works to ensure a healthy and 

balanced work environment. 

3.89 .820 -.805- .130 1.240 .260 

Your bank works to ensure mutual care 

between employees and the institution. 

3.89 .778 -.578- .130 .622 .260 
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Your bank is supporting staff mobility 

systems that take into account employee 

stability. 

3.68 .972 -.519- .130 -.160- .260 

In your Bank There is a job description that 

takes into consideration the required skills, 

and is reviewed periodically. 

3.70 .992 -.666- .130 .079 .260 

Your bank continuously seeks to improve 

communication and collaboration 

effectiveness among employees. 

3.83 .832 -.502- .130 -.004- .260 

Your bank aligns employee's personal goals 

with the team and the organization's goals. 

3.70 .853 -.484- .130 .225 .260 

When there is a problem with your 

customers, your bank employees are 

genuinely interested in resolving it. 

4.17 .676 -.612- .130 1.085 .260 

Your bank shall provide its services in the 

periods stated therein. 

4.11 .736 -.962- .130 2.212 .260 

Your bank staff provide the banking 

services at the required speed as per your 

customers' expectations. 

4.11 .722 -.765- .130 1.221 .260 

Your bank staff are always ready to help 

their customers. 

4.23 .689 -.706- .130 .696 .260 

The behavior of your bank employees 

support customer's confidence. 

4.25 .660 -.687- .130 1.271 .260 

Customers feel secure in their dealings with 

your Bank. 

4.25 .663 -.506- .130 .040 .260 
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Your Bank has convenient operating hours 

for all its customers. 

4.11 .752 -.789- .130 1.216 .260 

Your Bank has employees who give the 

required attention to their customers. 

4.26 .674 -.753- .130 1.316 .260 

Your Bank employees recognize the 

specific needs of their customers. 

4.16 .667 -.488- .130 .392 .260 

Customers of your bank have loyalty to it, 

due to the high level of services provided. 

4.09 .741 -.651- .130 .697 .260 

Your bank adopt financial and operational 

strategies to support the overall strategy and 

ensure financial flexibility 

4.10 .688 -.555- .130 .928 .260 

Your bank adopt financial governance, 

designed for all appropriate levels in your 

organization. 

3.86 .770 -.554- .130 .834 .260 

Your bank allocate resources to meet long-

term needs rather than focusing on short-

term profit, while acquiring and enhancing 

competitiveness in appropriate fields. 

3.91 .728 -.628- .130 .899 .260 

Your bank reviews the success of its 

financial plan based on the financial outputs 

of the activity, the impressions of 

shareholders, the financial performance 

against the budget, the volume of the main 

products and the results of the main 

operations. 

4.04 .708 -.640- .130 1.080 .260 



 
 

216 
 
 

Leaders in your bank develop a range of 

financial outcomes in line with shareholders 

expectations. 

3.93 .741 -.610- .130 .986 .260 

The leaders in your bank put the appropriate 

scientific reference to find a balanced 

formula that takes into account the human 

requirements on one hand and the 

preservation of the environment , 

achievement of profits on the other hand. 

3.90 .788 -.701- .130 .799 .260 

Valid N (listwise)       

*All items were measured on a five-point Likert type scale. 

Source: prepared by researcher from data (2019). 
 

3.5 . Response rate. 

The population of this study is the Staff of the banking sector of Sudan   . The researcher  

employed convenient sample where self-administrated survey was used to distribute 526  

questionnaires to 30 Banks which represent 81% of Banks operating in Sudan, the overall 

response rate was   76  % this was considered as high rate due to questionnaires given one by one 

to respondents and in studies used a self–administrated survey (Sekaran, 2003). Those who didn’t 

responded to fill the questionnaire some were mentioned that they were not authorized to fill the 

questionnaires while others were not transparent in their justifications. Table (5.2) shows the 

summary of questionnaire response rate. 

 

 

 

 

 



 
 

217 
 
 

 

Table: 5.2 Response rate of questionnaire. 

Total distributed questionnaires  526 

Questionnaires not received 29 

Total questionnaires received from respondents  464 

Invalid questionnaires 001 

Valid questionnaires received from respondents   351 

Overall response rate % 76% 

Useable response rate % 88% 

Source: prepared by researcher  from data (2019). 

 

 

 

Profile of the responded firms and respondents. 

       Based on the descriptive statistics using the frequency analysis this part 

investigates the respondents’ profiles as shown in table (5.3). 

Table 5.3 Respondents demographic characteristics. 

  Frequency Percent 

Gender Male 301 85.8 

Female 50 14.2 
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Total 351 100.0 

 

 

 

Age 

less than 27 45 12.8 

28 to 35 71 20.2 

36 to 45 111 31.6 

46 to 55 73 20.8 

Over than 55 51 14.5 

Total 351 100.0 

 

 

 

 

Education 

High Secondary School 10 2.8 

Intermediate Diploma 12 3.4 

Bachelor Degree 181 51.6 

Master's Degree 121 34.5 

Doctorate Degree 23 6.6 

Others 4 1.1 

Total 351 100.0 

 less than 1 year 25 7.1 
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Dealing 

1 - 5 years 75 21.4 

6 - 10 years 45 12.8 

11 - 15 years 70 19.9 

over 15 136 38.7 

Total 351 100.0 

 

 

 

 

Job 

Deputy General Manager 2 0.6 

Assistant General Manager 6 1.7 

Head of Directorate 97 27.6 

Head of Department 106 30.2 

Employee 134 38.2 

Others 6 1.7 

Total 351 100.0 

Source: prepared by researcher from data (2019). 

5.4. Goodness of measures. 

This section, reports the results of validity and reliability tests as a means to assess 

the goodness of measure in this study constructs (Sekaran, 2003). The study used 
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exploratory factor analysis (EFA) and (CFA) confirmatory factor analysis. The 

following are the detailed information of each 

A discussion on importance of exploratory factor analysis. 

Through exploratory factor analysis Henson and Robertson (2006) state that it is 

possible to retain inherent characteristics (i.e. individual variability and covariances) 

of an initial or original data set. They also say that it is possible to eliminate any 

‘noises’ arising from either sampling or measurement errors that include existence of 

any unwarranted information. Thus, exploratory factor analysis can also be viewed as 

an instrument intended for consideration of those latent variables that are significant 

in explaining variations. It is useful when looking at any interrelationships between 

variables hence offering support in development of new theories (Henson and 

Roberts, 2006, Matsunaga, 2010). This researcher performs exploratory factor 

analysis in SPSS to yield a ‘clean’ pattern matrix. This involved factor extractions as 

well as generating key outputs, including; Kaiser-Meyer-Olkin (KMO) measure, 

Communalities, Total Variance Explained (TVE), Goodness-of-fit Test, Pattern 

Matrix and the Correlation Matrix. This process of generating a ‘clean’ pattern matrix 

involves going through several iterations until there were no cross-loading between 

scale items; which is central to determine discriminant validity. 
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5.4.1. Exploratory factor analysis for the level of  EFQM  business excellence 

model. 

Using Maximum Likelihood, the summary of results was showed in Table (5.4) and 

the SPSS output attached in appendix B. As shown in Table (5.4) all the remaining 

items has more than recommended value of at least 0.45 in measure of sample 

adequacy (MSA) with (KMO) (above the recommended minimum level of 0.60), and 

Bartlett’s test of sphericity is significant (p<.01). Thus, the items are appropriate for 

factor analysis. 

 

 

Table 5.4   : KMO and Bartlett's measure of sample adequacy. 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .941 

Bartlett's Test of Sphericity Approx. Chi-Square 4846.800 

Df 300 

Sig. .000 

Source: prepared by researcher from data (2019). 
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Table     depicts a good result for KMO and Bartlett’s test of 0.94 which is significant 

(0.00). This result shows that the sample size is adequate for structural equation 

modelling (Gaskin, 2012, Kenny and McCoach, 2003). 

The communalities in Table (5.5) are equally important in the determination of 

sample adequacy. They represent the proportion of variance of each variable that are 

explained by the factors. Therefore, based on condition those variables with high 

values under communalities are well represented in the common factor space, while 

variables with low values are not well represented. Thus, to support sample adequacy 

none of the communalities must be less than 0.30 (Gaskin, 2012). Table (5.5) shows 

that extractions are above minimum value of 0.30. 

 

 

Table 5.5: Communalities for determination of sample adequacy. 

Leadership Extraction 

Leaders in your Bank develop the mission, vision, values and ethics. .654 

Leaders in your Bank monitor, review and drive the improvement of the 

organization’s management system and performance. 

.714 

Leaders in your Bank deliver high levels of stakeholder confidence by adopting 

effective mechanisms to understand future scenarios. 

.697 
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Leaders in your Bank anticipate and respond to the different needs and 

expectations of their key stakeholders.  Promote culture of trust, ethics and 

transparency. 

.680 

Leaders in your Bank reinforce a culture of excellence, involvement   , 

empowerment, accountability and improvement among the employees. 

.637 

Leaders in your Bank ensure that the organization is flexible and changes are 

managed effectively. 

.670 

Strategy  

Strategy of your bank is based on understanding the needs and expectations of 

both stakeholders and the external Environment. 

.715 

Strategy of your bank is based on understanding internal performance and 

capabilities. 

.669 

When developing a strategy, your bank ensures that financial and technical 

resources are available. 

.684 

When developing a strategy, your bank will ensure that clear objectives are 

developed which based on the understanding of markets and opportunities. 

.691 

People  

Your Bank adopt employee’s   Innovations systems with fairness and equal 

opportunities. 

.658 

Your Bank develop the  employees' knowledge, capabilities and improve the 

required talent to maximize their contribution in achieving the declared mission 

and vision 

.656 
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Your bank is empowering employees and harnessing their full potential in a 

form of real partnership via an ideal delegation system. 

.755 

Your bank promotes a culture of innovation across enterprise systems, enabling 

employees to respond quickly to the challenges they face. 

.804 

Your bank promotes knowledge sharing to ensure employees understand and 

demonstrate their contribution to the organization's continued success. 

.715 

Partnerships and resources   

Your Bank establish appropriate networks to enable identifying potential 

partnerships opportunities to capabilities and ability to generate additional 

stakeholder value. 

.545 

Your Bank evaluate, select and validate investment in assets with respecting 

their long- term economic, societal and ecological effects. 

.542 

Your Bank use strategies, policies and processes for managing buildings, 

equipment and materials in a financial and environmentally sustainable way. 

.571 

Your Bank Minimize its local and global environmental impact, including 

setting challenging goals for meeting legal standards and economic, 

environmental and social. 

.562 

Your Bank Manage a technology portfolio that supports the organization’s 

overall strategy to improve the agility of processes and change. 

.648 

Your Bank managed Information and knowledge to support effective decision 

making and to build the organization’s capability. 

.635 

Processes   
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Products and services of your bank developed by engaging customers as much as 

possible in the development and innovation of new services, products and 

experiences. 

.634 

Your bank promote and market products and services effectively by identifying 

the different groups of customers, current and potential. 

.770 

Your Bank Produce and deliver products and services to meet, or exceed, 

customer needs and expectations while managing these products and services 

throughout their life cycle. 

.739 

Your Bank managed and enhanced Customer relationships through building and 

maintain continues dialogue with customers, based on Openness and 

transparency 

.637 

Source: prepared by  researcher from data (2019). 

 

 

Total variance explained confirms sample adequacy as shown in Table (5.6) where 

variance of 63.82 per cent is explained after several iterations to determine a clean 

pattern matrix shown in Table (5.8) ,  (Gaskin, 2012). The fact that more variance is 

explained as shown in the ‘Cumulative % Variance’ column means that the extraction 

achieved from the data is good. 
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Table 5.6:Total variance explained for determination of sample adequacy. 

Component 

Initial Eigenvalues Extraction Sums of Squared Loadings 

Rotation 

Sums of 

Squared 

Loadingsa 

Total 

% of 

Variance Cumulative % Total 

% of 

Variance Cumulative % Total 

1 11.178 44.711 44.711 11.178 44.711 44.711 7.986 

2 1.652 6.610 51.321 1.652 6.610 51.321 8.663 

3 1.384 5.537 56.857 1.384 5.537 56.857 7.086 

4 1.310 5.239 62.096 1.310 5.239 62.096 6.965 

5 1.157 4.627 66.723 1.157 4.627 66.723 7.077 

6 .737 2.947 69.670     

7 .685 2.741 72.411     

8 .672 2.686 75.097     

9 .621 2.483 77.581     

10 .553 2.210 79.791     

11 .476 1.904 81.696     

12 .464 1.855 83.551     

13 .459 1.836 85.387     

14 .439 1.757 87.144     

15 .409 1.636 88.780     

16 .373 1.494 90.274     

17 .355 1.421 91.695     
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18 .320 1.280 92.975     

19 .299 1.194 94.169     

20 .289 1.157 95.326     

21 .278 1.112 96.439     

22 .266 1.063 97.502     

23 .242 .970 98.472     

24 .201 .804 99.276     

25 .181 .724 100.000     

Extraction Method: Principal Component Analysis. 

a. When components are correlated, sums of squared loadings cannot be added to obtain a total variance. 

Source: prepared by researcher from data (2019). 

 

 

 

 

The determination of reliability and dimensionality for substantive sample. 

The entire set of 3 latent variables has Cronbach’s alpha values above 0.70 Table 

(5.17). This means they are internally consistent. In Table (5.17), under ‘Cumulative 

%’ column scale items are unidimensional, meaning that scale items are moving in 

the same direction. 
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In the wake of exploratory factor analysis the goodness-of-fit test Table (5.7) 

confirms that it is significant which is attributable to a large sample size (Gaskin, 

2012). 

Table 5.7: Goodness-of-fit test for adequacy. 

Goodness-of-fit test 

Chi-square Df Sig. 

4711 659 .00 

Source: prepared by researcher from data (2019). 

 

 

 

 

 

5.5. The tests for convergent validity post-measurement validation. 

The test for convergent validity seeks to establish whether scale items load highly on 

their factors in the pattern matrix (Gaskin, 2012). A pattern matrix is the main link 

between factor analysis in SPSS and confirmatory factor analysis in AMOS. 
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Table .5 8: The pattern matrix to establish convergent and discriminant validity. 

 

Component 

1 2 3 4 5 

Leaders in your Bank develop the mission, vision, values 

and ethics. 

.849     

Leaders in your Bank monitor, review and drive the 

improvement of the organization’s management system 

and performance. 

.871     

Leaders in your Bank deliver high levels of stakeholder 

confidence by adopting effective mechanisms to 

understand future scenarios. 

.765     

Leaders in your Bank anticipate and respond to the 

different needs and expectations of their key 

stakeholders.  Promote culture of trust, ethics and 

transparency. 

.730     

Leaders in your Bank reinforce a culture of excellence, 

involvement   , empowerment, accountability and 

improvement among the employees. 

.566     

Leaders in your Bank ensure that the organization is 

flexible and changes are managed effectively. 

.660     
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Strategy of your bank is based on understanding the 

needs and expectations of both stakeholders and the 

external Environment. 

    .836 

Strategy of your bank is based on understanding internal 

performance and capabilities. 

    .670 

When developing a strategy, your bank ensures that 

financial and technical resources are available. 

    .805 

When developing a strategy, your bank will ensure that 

clear objectives are developed which based on the 

understanding of markets and opportunities. 

    .709 

Your Bank adopt employee’s   Innovations systems with 

fairness and equal opportunities. 

 .711    

Your Bank develop the  employees' knowledge, 

capabilities and improve the required talent to maximize 

their contribution in achieving the declared mission and 

vision 

 .733    

Your bank is empowering employees and harnessing 

their full potential in a form of real partnership via an 

ideal delegation system. 

 .852    

Your bank promotes a culture of innovation across 

enterprise systems, enabling employees to respond 

quickly to the challenges they face. 

 .901    
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Your bank promotes knowledge sharing to ensure 

employees understand and demonstrate their contribution 

to the organization's continued success. 

 .860    

Your Bank establish appropriate networks to enable 

identifying potential partnerships opportunities to 

capabilities and ability to generate additional stakeholder 

value. 

  .604   

Your Bank evaluate, select and validate investment in 

assets with respecting their long- term economic, societal 

and ecological effects. 

  .735   

Your Bank use strategies, policies and processes for 

managing buildings, equipment and materials in a 

financial and environmentally sustainable way. 

  .787   

Your Bank Minimize its local and global environmental 

impact, including setting challenging goals for meeting 

legal standards and economic, environmental and social. 

  .738   

Your Bank Manage a technology portfolio that supports 

the organization’s overall strategy to improve the agility 

of processes and change. 

  .757   

Your Bank managed Information and knowledge to 

support effective decision making and to build the 

organization’s capability. 

  .616   
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Products and services of your bank developed by 

engaging customers as much as possible in the 

development and innovation of new services, products 

and experiences. 

   .719  

Your bank promote and market products and services 

effectively by identifying the different groups of 

customers, current and potential. 

   .897  

Your Bank Produce and deliver products and services to 

meet, or exceed, customer needs and expectations while 

managing these products and services throughout their 

life cycle. 

   .866  

Your Bank managed and enhanced Customer 

relationships through building and maintain continues 

dialogue with customers, based on Openness and 

transparency 

   .721  

Source: prepared by researcher from data (2019). 

 

5.6.   Discriminant validity. 

The reason for performing discriminant validity test is to establish that measures that 

are not in any way related are in real life are also not related in this study (Gaskin, 

2012, Kenny, 2013). The intention for this is to be in harmony with theory. This is 
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normally used to check for cross loadings from the pattern matrix (Gaskin, 2012); it 

is a procedure that is conducted in SPSS through the inspection of that pattern matrix. 

This can be checked in data output tables; that are the ‘pattern matrix’ and ‘factor 

correlation matrix’. Whilst on the ‘factor correlation matrix’ it is important to check 

for any correlations between factors that are greater than 0.70 (Gaskin, 2012). 

Table 5.9: Discriminant validity. 

Component 1 2 3 4 5 

1 1.000 .621 .490 .535 .541 

2 .621 1.000 .553 .571 .590 

3 .490 .553 1.000 .501 .500 

4 .535 .571 .501 1.000 .478 

5 .541 .590 .500 .478 1.000 

The factor correlation matrix shows no alarming correlations – the highest is 0.588 

is less than 0.70 (Gaskin, 2012, Kenny et al., 2014). 

Source: prepared by researcher from data (2019). 

 
 

 

 

5.7. Exploratory factor analysis for organizational performance.   

Using Maximum Likelihood., the summary of results was showed in Table (5.10) and 

the SPSS output attached in appendix B. As shown in Table (5.10) below all the 

remaining items has more than recommended value of at least 0.45 in measure of 

sample adequacy (MSA) with (KMO) (above the recommended minimum level of 
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0.60), and Bartlett’s test of sphericity is significant (p<.01). Thus, the items are 

appropriate for factor analysis. 

 

Table 5.10   : KMO and Bartlett's measure of sample adequacy for 

organizational performance.   
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .943 

Bartlett's Test of Sphericity Approx. Chi-Square 5693.104 

Df 300 

Sig. .000 

Source: prepared by researcher from data (2019). 

 

Table     depicts a good result for KMO and Bartlett’s test of 0.94 which is significant (0.00). This 

result shows that the sample size is adequate for structural equation modelling (Gaskin, 2012, 

Kenny and McCoach, 2003). 

The communalities in Table (5.11) are equally important in the determination of 

sample adequacy. They represent the proportion of variance of each variable that are 

explained by the factors. Therefore, based on condition those variables with high 

values under communalities are well represented in the common factor space, while 

variables with low values are not well represented. Thus, to support sample adequacy 

none of the communalities must be less than 0.30 (Gaskin, 2012). Table (5.11) shows 

that extractions are above minimum value of 0.30. 
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Table 5.11: Communalities for determination of sample adequacy to 

organizational performance.   

 
 

Extraction 

The management of your bank considered the ideas and proposals of the 

employees when making decisions. 

.553 

The management of your bank is keen to solve and address the obstacles facing 

employees. 

.664 

The management of your bank considered the academic qualifications, years of 

experience and the performance indicators when appointing or promoting 

employees. 

.664 

Your bank promotes a culture of appreciation for individuals and teams. .677 

Your bank works to ensure a healthy and balanced work environment. .663 

Your bank works to ensure mutual care between employees and the institution. .644 

Your bank is supporting staff mobility systems that take into account employee 

stability. 

.609 

In your Bank There is a job description that takes into consideration the required 

skills, and is reviewed periodically. 

.575 

Your bank continuously seeks to improve communication and collaboration 

effectiveness among employees. 

.744 

Your bank aligns employee's personal goals with the team and the organization's 

goals. 

.740 
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When there is a problem with your customers, your bank employees are genuinely 

interested in resolving it. 

.492 

Your bank staff provide the banking services at the required speed as per your 

customers' expectations. 

.593 

Your bank staff are always ready to help their customers. .653 

The behavior of your bank employees support customer's confidence. .677 

Customers feel secure in their dealings with your Bank. .699 

Your Bank has convenient operating hours for all its customers. .461 

Your Bank has employees who give the required attention to their customers. .659 

Your Bank employees recognize the specific needs of their customers. .619 

Customers of your bank have loyalty to it, due to the high level of services 

provided. 

.547 

Your bank adopt financial and operational strategies to support the overall 

strategy and ensure financial flexibility 

.604 

Your bank adopt financial governance, designed for all appropriate levels in your 

organization. 

.628 

Your bank allocate resources to meet long-term needs rather than focusing on 

short-term profit, while acquiring and enhancing competitiveness in appropriate 

fields. 

.589 
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Your bank reviews the success of its financial plan based on the financial outputs 

of the activity, the impressions of shareholders, the financial performance against 

the budget, the volume of the main products and the results of the main 

operations. 

.634 

Leaders in your bank develop a range of financial outcomes in line with 

shareholders expectations. 

.732 

The leaders in your bank put the appropriate scientific reference to find a balanced 

formula that takes into account the human requirements on one hand and the 

preservation of the environment , achievement of profits on the other hand. 

.672 

Source: prepared by researcher from data (2019). 

 

Total variance explained table confirms sample adequacy as shown in Table (5.12) 

twhere variance of 69.35 per cent is explained after several iterations o determine a 

clean pattern matrix shown in Table (5.13) ,  (Gaskin, 2012). The fact that more 

variance is explained as shown in the ‘Cumulative % Variance’ column means that 

the extraction achieved from the data is good. 
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Table 5.12 : Total variance explained for determination of sample adequacy to 

organizational performance.   

Component 

Initial Eigenvalues Extraction Sums of Squared Loadings 

Rotation 

Sums of 

Squared 

Loadingsa 

Total % of Variance Cumulative % Total % of Variance Cumulative % Total 

1 11.576 46.305 46.305 11.576 46.305 46.305 9.608 

2 2.797 11.188 57.493 2.797 11.188 57.493 8.420 

3 1.415 5.660 63.152 1.415 5.660 63.152 8.616 

4 1.104 4.415 67.567     

5 .779 3.116 70.684     

6 .652 2.608 73.291     

7 .623 2.490 75.782     

8 .562 2.248 78.030     

9 .533 2.130 80.160     

10 .507 2.029 82.189     

11 .446 1.785 83.974     

12 .421 1.686 85.660     

13 .394 1.576 87.236     

14 .374 1.494 88.731     

15 .357 1.430 90.160     

16 .332 1.326 91.487     

17 .309 1.236 92.723     

18 .305 1.221 93.944     
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19 .268 1.071 95.015     

20 .256 1.024 96.039     

21 .234 .938 96.977     

22 .220 .880 97.857     

23 .200 .802 98.658     

24 .183 .734 99.392     

25 .152 .608 100.000     

Extraction Method: Principal Component Analysis. 

a. When components are correlated, sums of squared loadings cannot be added to obtain a total variance. 

Source: prepared by researcher  from data (2019). 

 

The determination of reliability and dimensionality for substantive sample. 

The entire set of 3 latent variables has Cronbach’s alpha values above 0.70 except 

activation equal .68 Table (5.19). This means they are internally consistent. In Table 

(5.19 ) , under ‘Cumulative %’ column scale items are unidimensional, meaning that 

scale items are moving in the same direction. 

In the wake of exploratory factor analysis, the goodness-of-fit test Table (5.25) 

confirms that it is significant which is attributable to a large sample size (Gaskin, 

2012). 
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5.8. The tests for convergent validity post-measurement validation. 

The test for convergent validity seeks to establish whether scale items load highly on 

their factors in the pattern matrix (Gaskin, 2012). A pattern matrix is the main link 

between factor analysis in SPSS and confirmatory factor analysis in AMOS. 

Table .5 13: The pattern matrix to establish convergent and discriminant validity 

for EFQM Result criteria Elements. 

  

 

Component 

1 2 3 

The management of your bank considered the ideas and proposals 

of the employees when making decisions. 

.838   

The management of your bank is keen to solve and address the 

obstacles facing employees. 

.883   

The management of your bank considered the academic 

qualifications, years of experience and the performance indicators 

when appointing or promoting employees. 

.765   

Your bank promotes a culture of appreciation for individuals and 

teams. 

.778   

Your bank works to ensure a healthy and balanced work 

environment. 

.745   

Your bank works to ensure mutual care between employees and 

the institution. 

.734   
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Your bank is supporting staff mobility systems that take into 

account employee stability. 

.726   

In your Bank There is a job description that takes into 

consideration the required skills, and is reviewed periodically. 

.713   

Your bank continuously seeks to improve communication and 

collaboration effectiveness among employees. 

.853   

Your bank aligns employee's personal goals with the team and the 

organization's goals. 

.834   

When there is a problem with your customers, your bank 

employees are genuinely interested in resolving it. 

 .549  

Your bank staff provide the banking services at the required speed 

as per your customers' expectations. 

 .708  

Your bank staff are always ready to help their customers.  .783  

The behavior of your bank employees support customer's 

confidence. 

 .854  

Customers feel secure in their dealings with your Bank.  .916  

Your Bank has convenient operating hours for all its customers.  .524  

Your Bank has employees who give the required attention to their 

customers. 

 .846  

Your Bank employees recognize the specific needs of their 

customers. 

 .791  
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Customers of your bank have loyalty to it, due to the high level of 

services provided. 

 .666  

Your bank adopt financial and operational strategies to support 

the overall strategy and ensure financial flexibility 

  .739 

Your bank adopt financial governance, designed for all 

appropriate levels in your organization. 

  .770 

Your bank allocate resources to meet long-term needs rather than 

focusing on short-term profit, while acquiring and enhancing 

competitiveness in appropriate fields. 

  .812 

Your bank reviews the success of its financial plan based on the 

financial outputs of the activity, the impressions of shareholders, 

the financial performance against the budget, the volume of the 

main products and the results of the main operations. 

  .726 

Leaders in your bank develop a range of financial outcomes in 

line with shareholders expectations. 

  .818 

The leaders in your bank put the appropriate scientific reference 

to find a balanced formula that takes into account the human 

requirements on one hand and the preservation of the environment 

, achievement of profits on the other hand. 

  .762 

Source: prepared by researcher from data analysis (2019). 
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Discriminant validity. 

The reason for performing discriminant validity test is to establish that measures that 

are not in any way related are in real life are also not related in this study (Gaskin, 

2012, Kenny, 2013). The intention for this is to be in harmony with theory. This is 

normally used to check for cross loadings from the pattern matrix (Gaskin, 2012); it 

is a procedure that is conducted in SPSS through the inspection of that pattern matrix. 

This can be checked in data output tables; that are the ‘pattern matrix’ and ‘factor 

correlation matrix’. Whilst on the ‘factor correlation matrix’ it is important to check 

for any correlations between factors that are greater than 0.70 (Gaskin, 2012). 

Table 5.14: The factor correlation matrix for discriminant validity test to EFQM 

Result criteria Elements.  

Component 1 2 3 

1 1.000 .500 .643 

2 .500 1.000 .580 

3 .643 .580 1.000 

Source: prepared by researcher  from data (2019). 

Confirmatory Factor Analysis (CFA). 

Once exploratory factor analysis is complete (which yields a ‘clean’ pattern matrix) 

the next logical step for this study is to undertake confirmatory factor analysis. 

Confirmatory factor analysis makes it possible to develop a measurement model that 

is explicit using the factor structure underlying the data (Matsunaga, 2010, Russell et 
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al., 2011). This study also utilizes AMOS software package to test for model fit for 

each latent variable and the entire data set to develop a complete measurement model 

before moving into structural equation modelling. This is a precursor to the design of 

the questionnaires. 

The measurement model (i.e. confirmatory model) can be developed in AMOS using 

two approaches. The first approach is manual orientated (Gaskin, 2012). This 

involves the study applying tools on the interface in AMOS. The second approach 

(adopted in this study) uses a plug-in called a ‘Pattern Matrix Model Builder’ 

(Gaskin, 2012). The procedure involves copying the pattern matrices generated in 

SPSS (during exploratory factor analysis) and pasting it into the ‘Pattern Matrix 

Model Builder’ in AMOS software package. This creates a measurement model 

diagram. This is then followed by selection of parameters of choice estimates and 

then running the model. The process of checking for model fit is done after running 

the measurement model (Kline, 2005, Gaskin, 2012). The model validation process 

undertaken by this studier involved use of the correlation and regression weights 

from the generated output from the measurement model into the ‘Validity Master 

Tab’ in the ‘Stats Tools Package’. This process is important and this studier it to 

establish if there was any validity concerns. 

 



 
 

245 
 
 

5.9.  Measurement and validation. 

Measurement is a process through which an abstract concept is quantified, classified 

and interpreted (Carmines and Zeller, 1979; Hinkin and Schriesheim, 1989). It can be 

defined as a scientific process of assigning some numbers to some of the attributes of 

an abstract concept (Cronbach, 1955; Nunnally, 1978; Cherryholmes, 1988; Sireci, 

1998). The focus of the measurement is on the crucial relationship between the 

empirically grounded indicators and the underlying unobservable concept (Schmidt et 

al., 1985 ; Cherryholmes, 1988; Schriesheim et al., 1993). The very basic idea of 

measurement is to obtain a true score for an event or phenomena. 

           Validation is a process which evaluates the degree to which a measure 

succeeds in measuring what it intends to measure (Campbell and Fiske, 1959; 

Schriesheim et al., 1991). It is a process of evaluating the extent to which observed 

empirical indicators represent the underlying theoretical construct i.e. extent to which 

the observed score reflected through empirical indicators give the true reflection of 

theoretical perspective. Although the purpose of validation is to minimize the 

difference between the observed score of an object and its true score, but it has been 

usually seen that every instrument contains some degree of error i.e. the observed 

score differs from the true score. Bagozzi et al. (1991) have affirmed the above 

argument by quoting that “a measure often reflects not only a theoretical concept of 
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interest but also measurement error”. Measurement error is the extent to which an 

instrument captures some extraneous construct rather than capturing the true meaning 

of the underlying construct. The extent of measurement error, contained by an 

instrument, has often been assessed by looking at the degree of the random error and 

systematic error (Fiske, 1982; Bagozzi et al., 1991). 

In the context of present study, following criteria (Table 4.4) has been adopted for the 

measurement and validation of various constructs 
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 Table 5.15 Criteria. 

S. No. Parameter Criteria 

1 Normed Chi-square (ratio of Chi-square to degrees of 

freedom)  

Less than 3 

2 Goodness-of-Fit Index (GFI)  At least .90 

3 Adjusted Goodness-of-Fit Index (AGFI)  At least .90 

4 Normed Fit Index (NFI)  At least .90 

5 Comparative Fit Index (CFI)  At least .90 

6 Root Mean Square Residual (RMR)  Less than .10 

7 Root Mean Square Error of Approximation (RMSEA)  Less than .08 

8 Standardized Residuals  Less than 2.5 

9 Standardized factor loadings (SFL)  At least .50 

10 Average Variance Extracted (AVE)  At least .50 

11 Composite Reliability (CR)  At least .70 

Source: prepared by researcher from data (2019). 
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5.10.  Measurement and validation the level of business excellence 

To assess the degree of correspondence between the manifest variables and latent 

construct of experiential marketing uni-dimensional CFA model (Figure 5.1) has 

been conceptualized and tested for its psychometric properties. Table (5.17) show 

CFA result.  

 



 
 

249 
 
 

 

Figure 5.1 CFA Model for EFQM model for enablers criteria. 

Source: prepared by researcher  from data (2019).  
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The structural model of Confirmatory Factor Analysis (CFA) reveals the 

same measures that can be calculated to determine goodness of fit show in Table 

(5.16) the result of the unidimensional CFA to entrepreneurship and component of 

theory of planned behavior  

Table 5.16 Model Fit Indices of EFQM model for enablers criteria. 

Measure Estimate Threshold Interpretation 

CMIN 510.793 -- -- 

DF 261 -- -- 

CMIN/DF 1.957 Between 1 and 3 Excellent 

CFI 0.950 >0.95 Acceptable 

SRMR 0.041 <0.08 Excellent 

RMSEA 0.052 <0.06 Excellent 

PClose 0.281 >0.05 Excellent 

Source: prepared by researcher from data (2019). 

The convergent validity of the construct of EFQM model for enablers criteria has 

been assessed through standardized factor loadings, AVE and CR. Table (5.17) 

reveals that standardized factor loadings for all items were above the suggested cut-

off of 0.50 (Hatcher, 1994), with a minimum of 0.65, and were all significant at 1% 
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level of significance. The AVE meets the criterion of .50. High score of CR (i.e.0.7) 

confirms the internal consistency of the scale items. 

Table 5.17 Psychometric Properties of EFQM model for enablers criteria.  

  CR AVE MSV MaxR(H)      

Processes 0.852 0.591 0.483 0.856 0.769         

Leadership 0.887 0.568 0.555 0.889 0.684 0.754       

Employees 0.897 0.636 0.555 0.901 0.695 0.745 0.798     

Partnership 0.834 0.458 0.497 0.845 0.645 0.654 0.705 0.677   

Strategy 0.850 0.586 0.531 0.851 0.635 0.729 0.715 0.675 0.765 

Significance of Correlations: † p < 0.100 * p < 0.050 ** p < 0.010 *** p < 0.001 

Source: prepared by researcher from data (2019). 

 

5.11.  Measurement and validation of EFQM result criteria elements.  

To assess the degree of correspondence between the manifest variables and latent 

construct of experiential marketing uni-dimensional CFA model Figure (5.2) has 

been conceptualized and tested for its psychometric properties. Table (5.19) show 

CFA result.  
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Figure 5.2 CFA Model for EFQM model for results criteria. 

Source: prepared by researcher from data (2019). 
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The structural model of Confirmatory Factor Analysis (CFA) reveals the 

same measures that can be calculated to determine goodness of fit show in Table 

(5.18) The result of the unidimensional CFA to entrepreneurship and component of 

theory of planned behavior  

Table 5.18 Model Fit indices of EFQM model for results criteria. 

Measure Estimate Threshold Interpretation 

CMIN 503.409 -- -- 

DF 200 -- -- 

CMIN/DF 2.517 Between 1 and 3 Excellent 

CFI 0.940 >0.95 Acceptable 

SRMR 0.053 <0.08 Excellent 

RMSEA 0.066 <0.06 Acceptable 

PClose 0.000 >0.05 Terrible 

Source: prepared by researcher from data (2019). 
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The convergent validity of the construct of EFQM model for Results criteria has been 

assessed through standardized factor loadings, AVE and CR. Table (5.19) reveals that 

standardized factor loadings for all items were above the suggested cut-off of 0.50 

(Hatcher, 1994), with a minimum of 0.65, and were all significant at 1% level of 

significance. The AVE meets the criterion of .50. High score of CR (i.e.0.7) confirms 

the internal consistency of the scale items. 

Table 5.19 Psychometric properties of EFQM model for results criteria. 

 
CR AVE MSV MaxR(H) Perceptions 

Customer 

results 

Financial 

indicators 

Perceptions 0.934 0.613 0.534 0.937 0.783 
  

Customer 

results 

0.902 0.568 0.417 0.905 0.530*** 0.754 
 

Financial 

indicators 

0.880 0.552 0.534 0.887 0.731*** 0.646*** 0.743 

Significance of Correlations: † p < 0.100 * p < 0.050 ** p < 0.010 *** p < 0.001 

Source: prepared by researcher from data (2019). 
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5.12. Modified of study framework and hypotheses. 

From the result of the factor analysis, the whale previous conceptual 

framework had been changed.  Accordingly, the earlier hypotheses related to some 

variables will be changed. And also, some previous partial hypotheses will be 

removed according to the factor analysis extraction. The bellow parts are exploring 

the change and removing in hypotheses according to factor analysis results.   
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Figure 5.3 The modified conceptual framework. 

Source: prepared by researcher from data (2019). 
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Based on the modified theoretical framework, the hypotheses related to all 

dimensions need to be restated. The restated hypotheses reflect the addition of new 

variables and the eliminated ones related to the constructs. 

5.13. Descriptive statistics of variables. 

In this section descriptive statistics such as mean and standard deviation was 

used to describe the characteristics of surveyed to all variables (Independent, 

dependent, and mediators) under study. Table (5.20)   shows the means and standard 

deviations. 

Table .5 20 Descriptive Statistics to all variables. 

 
Mean 

Std. 

Deviation 

Leaders in your Bank develop the mission, vision, values and ethics. 4.13 .707 

Leaders in your Bank monitor, review and drive the improvement of the 

organization’s management system and performance. 

4.06 .732 

Leaders in your Bank deliver high levels of stakeholder confidence by 

adopting effective mechanisms to understand future scenarios. 

3.90 .771 

Leaders in your Bank anticipate and respond to the different needs and 

expectations of their key stakeholders.  Promote culture of trust, ethics and 

transparency. 

3.89 .769 
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Leaders in your Bank reinforce a culture of excellence, involvement   , 

empowerment, accountability and improvement among the employees. 

3.85 .839 

Leaders in your Bank ensure that the organization is flexible and changes 

are managed effectively. 

3.88 .816 

Leaders in your bank represent models to follow and work to ensure the 

future success of the institution. 

4.10 2.795 

Leadership 3.97 1.061 

Strategy of your bank is based on understanding the needs and expectations 

of both stakeholders and the external Environment. 

4.11 .690 

Strategy of your bank is based on understanding internal performance and 

capabilities. 

4.05 .704 

Strategy of your bank Determine the potential impact of new technologies. 3.97 .717 

In   your bank Strategy and supporting policies are developed, reviewed and 

updated. 

3.90 .815 

In your bank Strategy and supporting policies are communicated, 

implemented and monitored. 

3.93 .778 

When developing a strategy, your bank ensures that financial and technical 

resources are available. 

4.09 .718 

When developing a strategy, your bank will ensure that clear objectives are 

developed which based on the understanding of markets and opportunities. 

4.04 .755 

Strategy 4.01 .739 
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Your Bank adopt employee’s   Innovations systems with fairness and equal 

opportunities. 

3.67 .928 

Your Bank develop the  employees' knowledge, capabilities and improve the 

required talent to maximize their contribution in achieving the declared 

mission and vision 

3.85 .868 

Your bank is empowering employees and harnessing their full potential in a 

form of real partnership via an ideal delegation system. 

3.78 .881 

Your bank promotes a culture of innovation across enterprise systems, 

enabling employees to respond quickly to the challenges they face. 

3.70 .841 

Your bank promotes knowledge sharing to ensure employees understand 

and demonstrate their contribution to the organization's continued success. 

3.81 .788 

People 3.76 .861 

Your Bank managed Partners and suppliers relations for sustainable Benefit 

in line with the organization’s strategies and values on the bases of trust, 

respect and mutual transparency. 

4.10 .661 

Your Bank establish appropriate networks to enable identifying potential 

partnerships opportunities to capabilities and ability to generate additional 

stakeholder value. 

3.99 .674 

Your Bank evaluate, select and validate investment in assets with respecting 

their long- term economic, societal and ecological effects. 

3.99 .652 
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Your Bank use strategies, policies and processes for managing buildings, 

equipment and materials in a financial and environmentally sustainable way. 

3.91 .729 

Your Bank Minimize its local and global environmental impact, including 

setting challenging goals for meeting legal standards and economic, 

environmental and social. 

3.84 .730 

Your Bank Manage a technology portfolio that supports the organization’s 

overall strategy to improve the agility of processes and change. 

4.00 .723 

Your Bank managed Information and knowledge to support effective 

decision making and to build the organization’s capability. 

4.00 .711 

Partnerships & Resources 3.97 .697 

Processes in Your Bank are designed and managed to optimize stakeholder 

value by managing the end to end processes. 

4.07 .745 

Products and services of your bank developed by engaging customers as 

much as possible in the development and innovation of new services, 

products and experiences. 

3.89 .805 

Your bank promote and market products and services effectively by 

identifying the different groups of customers, current and potential. 

3.87 .879 

Your Bank Produce and deliver products and services to meet, or exceed, 

customer needs and expectations while managing these products and 

services throughout their life cycle. 

3.83 .810 
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Your Bank managed and enhanced Customer relationships through building 

and maintain continues dialogue with customers, based on Openness and 

transparency 

3.83 .808 

Processes, Products & Services 3.89 .809 

The management of your bank considered the ideas and proposals of the 

employees when making decisions. 

3.59 1.021 

The management of your bank is keen to solve and address the obstacles 

facing employees. 

3.87 .883 

The management of your bank considered the academic qualifications, years 

of experience and the performance indicators when appointing or promoting 

employees. 

3.80 1.009 

Your bank promotes a culture of appreciation for individuals and teams. 3.76 .866 

Your bank works to ensure a healthy and balanced work environment. 3.89 .820 

Your bank works to ensure mutual care between employees and the 

institution. 

3.89 .778 

Your bank is supporting staff mobility systems that take into account 

employee stability. 

3.68 .972 

In your Bank There is a job description that takes into consideration the 

required skills, and is reviewed periodically. 

3.70 .992 

Your bank continuously seeks to improve communication and collaboration 

effectiveness among employees. 

3.83 .832 
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Your bank aligns employee's personal goals with the team and the 

organization's goals. 

3.70 .853 

Employees Perceptions 4.17 .698 

When there is a problem with your customers, your bank employees are 

genuinely interested in resolving it. 

4.17 .676 

Your bank shall provide its services in the periods stated therein. 4.11 .736 

Your bank staff provide the banking services at the required speed as per 

your customers' expectations. 

4.11 .722 

Your bank staff are always ready to help their customers. 4.23 .689 

The behavior of your bank employees support customer's confidence. 4.25 .660 

Customers feel secure in their dealings with your Bank. 4.25 .663 

Your Bank has convenient operating hours for all its customers. 4.11 .752 

Your Bank has employees who give the required attention to their 

customers. 

4.26 .674 

Your Bank employees recognize the specific needs of their customers. 4.16 .667 

Customers of your bank have loyalty to it, due to the high level of services 

provided. 

4.09 .741 

Customers   

Your bank adopt financial and operational strategies to support the overall 

strategy and ensure financial flexibility 

4.10 .688 
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Your bank adopt financial governance, designed for all appropriate levels in 

your organization. 

3.86 .770 

Your bank allocate resources to meet long-term needs rather than focusing 

on short-term profit, while acquiring and enhancing competitiveness in 

appropriate fields. 

3.91 .728 

Your bank reviews the success of its financial plan based on the financial 

outputs of the activity, the impressions of shareholders, the financial 

performance against the budget, the volume of the main products and the 

results of the main operations. 

4.04 .708 

Leaders in your bank develop a range of financial outcomes in line with 

shareholders expectations. 

3.93 .741 

The leaders in your bank put the appropriate scientific reference to find a 

balanced formula that takes into account the human requirements on one 

hand and the preservation of the environment , achievement of profits on the 

other hand. 

3.90 .788 

Financial Indicators 3.96 .737 

Note: All variables used a 5-point likert scale (1= strongly disagree, 7= strongly agree) 

Source: prepared by researcher from data (2019) 
 

Table (5.20) shows the means and standard deviations of all variables in framework: 

of Evaluating the level of business excellence in the banking sector in Sudan The 

table reveals that the Employees Perceptions has the grater mean equal 4.17 and 
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standard deviation equal .698. However, the less variable value is People equal 3.76 

and standard deviation .861. 

5.14. Correlation analysis. 

Table (5.21) presents the results of the intercorrelation among the variables. The 

correlation analysis was conducted to see the initial picture of the interrelationships 

among the variables under the study. Therefore, the importance of conducting 

correlation analysis is to identify any potential problems associated with 

multicollinearity (Sekaran, 2000). Table (5.21) represents the correlation matrix for 

the constructs operationalized in this study. These bivariate correlations allow for 

preliminary inspection and information regarding hypothesized relationships. In 

addition to that, correlation matrix gives information regarding test for the presence 

of multicollinearity. The table shows that no correlations near 1.0 (or approaching 0.8 

or 0.9) were detected, which indicate that multicollinearity is not a significant 

problem in this particular data set. 
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Table 5.21.  Person's correlation coefficient for all variables. 

   Estimate 

Leadership <--> Employees 0.746 

Leadership <--> Partnership 0.654 

Leadership <--> Processes 0.685 

Leadership <--> Strategy 0.730 

Employees <--> Partnership 0.705 

Employees <--> Processes 0.697 

Employees <--> Strategy 0.716 

Partnership <--> Processes 0.647 

Partnership <--> Strategy 0.674 

Processes <--> Strategy 0.635 

Leadership <--> Perceptions 0.741 

Leadership <--> Customer results 0.584 

Leadership <--> Financial indicators 0.702 

Employees <--> Perceptions 0.749 
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Employees <--> Customer results 0.475 

Employees <--> Financial indicators 0.663 

Partnership <--> Perceptions 0.656 

Partnership <--> Customer results 0.534 

Partnership <--> Financial indicators 0.686 

Processes <--> Perceptions 0.729 

Processes <--> Customer results 0.571 

Processes <--> Financial indicators 0.677 

Strategy <--> Perceptions 0.634 

Strategy <--> Customer results 0.573 

Strategy <--> Financial indicators 0.660 

Perceptions <--> Customer results 0.531 

Perceptions <--> Financial indicators 0.731 

Customer results <--> Financial indicators 0.647 

Source: prepared by researcher from data (2019) 
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The table shows that no correlations near 1.0 (or approaching 0.8 or 0.9) were 

detected, which indicate that multicollinearity is not a significant problem in this 

particular data set. The highest correlations between Employees and Perceptions 

equal. 0.749**. 

5.15.  Model fit and hypotheses testing.     

The fit index statistic tests the consistency between the predicted and observed data 

matrix by the equation (Keith, T,2006). One of the differences that exist between the 

SEM technique and regression method is that the former one does not have any single 

statistical test applicable for evaluation of model predictions “strength” (Hair, J.F., et 

al,1988). In this regard, Kline (Kline, R.B,1988) believed that there are “dozens of fit 

indexes described in SEM literature, more than any single model-fitting program 

reports”. However, according to Hair, Black (Hair, J.F., et al,1988) and Garson 

(Garson, et al 2007), the chi-square fit index, also known as chi-square discrepancy 

test, is considered as the most fundamental and common overall fit measure. Thus, in 

a good model fit the value of chi-square should not be very significant, i.e., p>0.05 

(Hair, J.F., et al,1988). However, one problem usually experienced through this test 

relates to the rejection probability of the model having direct interaction with the 

sample size. Moreover, the sensitivity level of chi-square fit index is very high, 
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especially, towards the multivariate normality assumption violations (Garson, et al 

2007). 

Many indexes have been introduced and developed to avert or reduce the problems 

related to the chi-square fit index. Some of the indexes included in the absolute fit 

indexes are as follows: 

a) "Normal Chi-Square Fit Index" (CMIN/DF): 

Normal chi-square fit index, χ2/df, serves to adjust the testing of chi-square according 

to the sample size (Byrne, B.M 2007). A number of studyers take 5 as an adequate fit 

value, while more conservative studyers believe that chi-square values larger than 2 

or 3 are not acceptable (Garson, et al 2007). 

b) "Goodness-of-Fit Index"[30]: 

GFI is utilized for gauging the discrepancy level between the estimated or predicted 

covariance and resulted or observed ones (Jöreskog, K.G,1993). 

𝐺𝐹𝐼 = 1 − [ max[(𝜒 2 − 𝑑𝑓)⁄𝑛 , 0/ max[(𝜒𝑛𝑢𝑙𝑙 2 − 𝑑𝑓𝑛𝑢𝑙𝑙)⁄𝑛 , 0] ] 

The allowable range for GFI is between 0 and 1, where 1 indicates a perfect fit, 

which demonstrates that measures equal to or larger than 0.90 signify a ‘good’ fit 

(Garson, et al 2007). 

a) Adjusted Goodness-of-Fit Index"(AGFI) ( Jöreskog, K.G.,1993): 
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AGFI is utilized for adjustment of the GFI relating the complexity of the model. 

𝐴𝐺𝐹𝐼 = 1 − [(1 − 𝐺𝐹𝐼) 𝑑𝑛𝑢𝑙𝑙 /𝑑 ] 

The measuring of AGFI is between 0 and 1, in which 1 or over 1 (AGFI>1.0) 

signifies a perfect fit, nevertheless, it cannot be bounded below 0, i.e., (AGFI<0). As 

in the case of GFI, AGFI values equal to or bigger than 0.90 signify a ‘good’ fit 

(Garson, et al 2007). 

b) "Root Mean Square Residual" (RMR): 

RMR shows the mean squared amount’s square root, which distinguishes the sample 

variances and covariances from the corresponding predicted variances and 

covariances (Hu, L. and P.M. Bentler,1995). The assessment relies on an assumption 

that considers the model to be correct. The smaller the RMR, the more optimal the fit 

is [Garson, et al 2007]. 

c) "Root Mean Square Error of Approximation" (RMSEA) (Steiger, J.H 

1990): 

RMSEA is employed to gauge the approximation error in the population. 

𝑅𝑀𝑆𝐸𝐴 = [ (𝜒 2 − 𝑑𝑓)/ (𝑛 − 1)𝑑𝑓] 1/ 2 

In cases where the RMSEA value is small, the approximation is believed to be 

optimal. An approximately 0.05 or smaller value of RMSEA means a more 
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appropriate and closer model fit in connection with the degrees of freedom. 

Nevertheless, between 0.05 and 0.08 displays the most preferable status and the more 

optimal fit results (Browne, M.W. and R. Cudeck 1970). 

In addition, the following indexes are also included in the incremental fit measures: 

a) "Normed Fit Index or Bentler Bonett Index" (NFI): 

Normed Fit Index or Bentler Bonett Index or NFI is applicable to contrast and 

compare the fit of a suggested model against a null model (Bentler, P.M. and D.G. 

Bonett,1980). 

𝑁𝐹𝐼 = [𝜒 2⁄𝑑𝑓(𝑁𝑢𝑙𝑙 𝑀𝑜𝑑𝑒𝑙) 𝜒 2 ⁄ ⁄𝑑𝑓(𝑃𝑟𝑜𝑝𝑜𝑠𝑒𝑑 𝑀𝑜𝑑𝑒𝑙) / [𝜒 2⁄𝑑𝑓(𝑁𝑢𝑙𝑙 𝑀𝑜𝑑𝑒𝑙) − 1] 

This index defines all the observed variables as uncorrelated. The values of NFI 

range between 0 and 1, where 0.90 signifies an optimal fit (Garson, et al 2007). 

a) "Tucker Lewis Index or Non-Normed Fit Index" (TLI or NNFI): 

The TLI or NNFI index is used to gauge parsimony, which is applicable through the 

evaluation and assessment of the degrees of freedom of the suggested model to the 

degrees of freedom of the null model (Bentler, P.M. and D.G. Bonett,1980) . 

𝑁𝐹𝐼 = [𝜒 2⁄𝑑𝑓(𝑁𝑢𝑙𝑙 𝑀𝑜𝑑𝑒𝑙) 𝜒 2 ⁄ ⁄𝑑𝑓(𝑃𝑟𝑜𝑝𝑜𝑠𝑒𝑑 𝑀𝑜𝑑𝑒𝑙) / [𝜒 2⁄𝑑𝑓(𝑁𝑢𝑙𝑙 𝑀𝑜𝑑𝑒𝑙) − 1] 
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However, it is not certain whether TLI can vary from 0 to 1. A fit of model is 

required to possess a TLI that is larger than 0.90 (Bentler, P.M. and D.G. 

Bonett,1980, Tucker, L.R. and C. Lewis 1970). 

b) "Comparative Fit Index" (CFI) (Bentler, P.M.,1998): 

CFI is not only less affected by the sample size, but also based on comparison of the 

hypothesized model to the null model (Kline ,1998). 

𝐶𝐹𝐼 = 1 − [ max[(𝜒 2 − 𝑑𝑓), 0] max[(𝜒 2 − 𝑑𝑓), (𝜒𝑛𝑢𝑙𝑙 2 − 𝑑𝑓𝑛𝑢𝑙𝑙), 0] ] 

The values of CFI range between 0 and 1. However, its values need to be a minimum 

of 0.90 to be usable for a model fit (Garson, et al 2007). 

5.16. Relationship between evaluating the level of business excellence 

(Multi-dimensional) on employees perceptions.   

To assess the impact of evaluating the level of business excellence on Employees 

Perceptions, structural equation modeling has been employed and a measurement 

model of these constructs has been assessed. Figure  (5.4)  reveals that reflective 

indicators have been used for the measurement of latent constructs and non-causal 

relationship has been studied among different constructs, by drawing path. 
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Figure 5.4: Structural model estimation for EFQM model for enabler criteria on 

employee perceptions (peoples results).  

Source: prepared by researcher from data (2019). 
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The structural model reveals the same value of model fit shown in Table (5.22) , all 

the model fit indices for the structural model were not only significant but remain 

same as in the measurement model. The low index of R square (i.e. 0.69) justifies the 

underlying theoretical model. 

The probability of getting a critical ratio as large as 3.519 in absolute value is less 

than 0.001. In other words, the regression weight for Leadership in the prediction of 

Perceptions is significantly different from zero at the 0.001 level 

The probability of getting a critical ratio as large as 3.766 in absolute value is less 

than 0.001. In other words, the regression weight for Employees in the prediction of 

Perceptions is significantly different from zero at the 0.001 level 

The probability of getting a critical ratio as large as 1.442 in absolute value is .149. In 

other words, the regression weight for Partnership in the prediction of Perceptions is 

not significantly different from zero at the 0.05 level 

The probability of getting a critical ratio as large as 3.817 in absolute value is less 

than 0.001. In other words, the regression weight for Processes in the prediction of 

Perceptions is significantly different from zero at the 0.001 level 
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The probability of getting a critical ratio as large as 0.519 in absolute value is .604. In 

other words, the regression weight for Strategy in the prediction of Perceptions is not 

significantly different from zero at the 0.05 level 

All details are shown in the Table (5.22). The full AOMS output is displayed in 

Appendix C. 

 

Table 5.22 Model Fit indices and path Coefficients of evaluating the level of 

EFQM model for enabler criteria on employee perceptions (peoples results). 

Measure Estimate Threshold Interpretation 

CMIN 917.959 -- -- 

DF 506 -- -- 

CMIN/DF 1.814 Between 1 and 3 Excellent 

CFI 0.945 >0.95 Acceptable 

SRMR 0.040 <0.08 Excellent 

RMSEA 0.048 <0.06 Excellent 

PClose 0.717 >0.05 Excellent 

   Estimate S.E. C.R. P Result  

Perceptions <--- Leadership 0.387 0.11 3.519 *** Support  

Perceptions <--- Employees 0.295 0.078 3.766 *** Support 
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Perceptions <--- Partnership 0.14 0.097 1.442 0.149 Not Support 

Perceptions <--- Processes 0.297 0.078 3.817 *** Support 

Perceptions <--- Strategy -0.049 0.095 -0.519 0.604 Not Support 

*** Significant at .05 level ,NS Not Significant. 

Source: prepared by researcher  from data (2019). 

 

 

5.17. Relationship between evaluating the level of business excellence (Multi-

dimensional) on customer results. 

To assess the impact of evaluating the level of business excellence on Customer 

results, structural equation modeling has been employed and a measurement model of 

these constructs has been assessed. Figure (5.5) reveals that reflective indicators have 

been used for the measurement of latent constructs and non-causal relationship has 

been studied among different constructs, by drawing path. 
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Figure 5.5 Structural model estimation for EFQM model for enabler criteria on 

Customer results. 

Source: prepared by researcher from data (2019). 
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The structural model reveals the same value of model fit shown in Table (5.23) , all 

the model fit indices for the structural model were not only significant but remain 

same as in the measurement model. The low index of R square (i.e. 0.44) justifies the 

underlying theoretical model. 

The probability of getting a critical ratio as large as 2.33 in absolute value is .020. In 

other words, the regression weight for Leadership in the prediction of Customer 

results is significantly different from zero at the 0.05 level 

The probability of getting a critical ratio as large as 1.98 in absolute value is .048. In 

other words, the regression weight for Employees in the prediction of Customer 

results is significantly different from zero at the 0.05 level 

The probability of getting a critical ratio as large as 1.853 in absolute value is .064. In 

other words, the regression weight for Partnership in the prediction of Customer 

results is not significantly different from zero at the 0.05 level 

The probability of getting a critical ratio as large as 3.312 in absolute value is less 

than 0.001. In other words, the regression weight for Processes in the prediction of 

Customer results is significantly different from zero at the 0.001 level 
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The probability of getting a critical ratio as large as 2.61 in absolute value is .009. In 

other words, the regression weight for Strategy in the prediction of Customer results 

is significantly different from zero at the 0.01 level 

All details are shown in the Table (5.23). The full AOMS output is displayed in 

Appendix BA1. 

Table 5.23 Model fit indices and path coefficients of evaluating the EFQM model 

for enabler criteria on customer results. 

Measure Estimate Threshold Interpretation 

CMIN 896.326 -- -- 

DF 442 -- -- 

CMIN/DF 2.028 Between 1 and 3 Excellent 

CFI 0.932 >0.95 Acceptable 

SRMR 0.049 <0.08 Excellent 

RMSEA 0.054 <0.06 Excellent 

PClose 0.088 >0.05 Excellent 

   Estimate S.E. C.R. P Result 

Customer results <--- Leadership 0.259 0.111 2.33 0.020 Support  

Customer results <--- Employees -0.159 0.080 -1.98 0.048 Support 
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Customer results <--- Partnership 0.187 0.101 1.853 0.064 Not Support 

Customer results <--- Processes 0.265 0.080 3.312 *** Support 

Customer results <--- Strategy 0.261 0.100 2.610 0.009 Support 

*** Significant at .05 level ,NS Not Significant. 

Source: prepared by researcher from data (2019). 

 

5.18. Relationship between evaluating the level of business excellence 

(Multi-dimensional) on financial indicators. 

To assess the impact of evaluating the level of business excellence on financial 

indicators, structural equation modeling has been employed and a measurement 

model of these constructs has been assessed. Figure (5.6) reveals that reflective 

indicators have been used for the measurement of latent constructs and non-causal 

relationship has been studied among different constructs, by drawing path. 
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Figure 5.6 Structural model estimation for EFQM model for enabler criteria on 

financial indicators. 

Source: prepared by researcher from data (2019). 
 

 



 
 

281 
 
 

The structural model reveals the same value of model fit shown in table (5.24) , all 

the model fit indices for the structural model were not only significant but remain 

same as in the measurement model. The low index of R square (i.e. 0.69) justifies the 

underlying theoretical model. 

The probability of getting a critical ratio as large as 2.67 in absolute value is .008. In 

other words, the regression weight for Leadership in the prediction of Financial 

indicators is significantly different from zero at the 0.01 level 

The probability of getting a critical ratio as large as 0.261 in absolute value is .794. In 

other words, the regression weight for Employees in the prediction of Financial 

indicators is not significantly different from zero at the 0.05 level 

The probability of getting a critical ratio as large as 3.272 in absolute value is .001. In 

other words, the regression weight for Partnership in the prediction of Financial 

indicators is significantly different from zero at the 0.001 level 

The probability of getting a critical ratio as large as 3.139 in absolute value is .002. In 

other words, the regression weight for Processes in the prediction of Financial 

indicators is significantly different from zero at the 0.01 level 
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The probability of getting a critical ratio as large as 1.84 in absolute value is .066. In 

other words, the regression weight for Strategy in the prediction of financial 

indicators is not significantly different from zero at the 0.05 level. 

All details are shown in the Table (5.24). The full AOMS output is displayed in 

Appendix C. 

 

Table 5.24 Model fit indices and path coefficients of evaluating the level of 

EFQM model for enabler criteria on financial indicators. 

Measure Estimate Threshold Interpretation 

CMIN 723.386 -- -- 

DF 414 -- -- 

CMIN/DF 1.747 Between 1 and 3 Excellent 

CFI 0.950 >0.95 Acceptable 

SRMR 0.040 <0.08 Excellent 

RMSEA 0.046 <0.06 Excellent 

PClose 0.867 >0.05 Excellent 

   Estimate S.E. C.R. P Result 

Financial 

indicators 

<--- Leadership 0.244 0.092 2.670 0.008 Support 
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Financial 

indicators 

<--- Employees 0.017 0.065 0.261 0.794 Not Support 

Financial 

indicators 

<--- Partnership 0.279 0.085 3.272 0.001 Support 

Financial 

indicators 

<--- Processes 0.206 0.066 3.139 0.002 Support 

Financial 

indicators 

<--- Strategy 0.150 0.082 1.840 0.066 Not Support 

*** Significant at .05 level, NS Not Significant. 

Source: prepared by researcher from data (2019).  

 

Table 5.25: Goodness-of-fit test for adequacy to EFQM results criteria elements. 

Goodness-of-fit test 

Chi-square Df Sig. 

31482 849 .00 

Source: prepared by researcher from data (2019). 
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5.19. Summary of the chapter. 

This chapter considered the process of data analysis followed by measurement 

and validation of various constructs.  Started by describe the descriptive statistics of 

the sample data then respondent’s demographic information, the measurement and 

validation process of constructs, the results of the path analysis and hypotheses 

testing.  
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Chapter six 

Summary, discussion, conclusions and 

recommendations 
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6.1 Summary of hypotheses testing and results. 
 

 

 Leadership. 

1. Leadership in banking sector in Sudan does support the Employees’ Results   

(Employees’ Perception) of this sector. This is so because the  P Value is less 

than (0.05), which means Leadership as enabler is positively influencing the 

Employees’ results when the EFQM model being applied in the Banking Sector 

in Sudan during the period 2012 – 2018. 

2. Leadership in banking sector in Sudan does support the customers’ results of this 

sector. This is so because the P Value is less than (0.05), which means Leadership 

as enabler is positively influencing the customers’ results when the EFQM model 

being applied in the Banking Sector in Sudan during the period 2012 – 2018. 

3. Leadership in banking sector in Sudan does support the financial results of this 

sector. This is so because the P Value is less than (0.05), which means Leadership 

as enabler is positively influencing the financial results when the EFQM model 

being applied in the Banking Sector in Sudan during the period 2012 – 2018. 

Strategy. 
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4. Strategy in banking sector in Sudan doesn’t support the Employees’ Results   

(Employees’ Perception) of this sector. This is so because the P Value is greater 

than (0.05), which means Strategy as enabler isn’t positively influencing the 

Employees’ results when the EFQM model being applied in the Banking Sector 

in Sudan during the period 2012 – 2018. 

5. Strategy in banking sector in Sudan does support the customers’ results of this 

sector. This is so because the P Value is less than (0.05), which means Strategy as 

enabler is positively influencing the customers’ results when the EFQM model 

being applied in the Banking Sector in Sudan during the period 2012 – 2018. 

6. Strategy in banking sector in Sudan doesn’t support the financial results of this 

sector. This is so because the P Value is greater than (0.05), which means 

Strategy as enabler isn’t positively influencing the financial results when the 

EFQM model being applied in the Banking Sector in Sudan during the period    

2012 – 2018. 

Employees. 

7. Employees in banking sector in Sudan does support the Employees’ Results   

(Employees’ Perception) of this sector. This is so because the P Value is less than 

(0.05), which means Employees as enabler is positively influencing the 
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Employees’ results when the EFQM model being applied in the Banking Sector 

in Sudan during the period 2012 – 2018. 

8. Employees enablers element in banking sector in Sudan does support the 

customers’ results of this sector. This is so because the P Value is less than (0.05), 

which means Employees as enabler is positively influencing the customers’ 

results when the EFQM model being applied in the Banking Sector in Sudan 

during the period 2012 – 2018. 

9. Employees in banking sector in Sudan doesn’t support the financial results of this 

sector. This is so because the P Value is greater than (0.05), which means 

Employees as enabler isn’t positively influencing the financial results when the 

EFQM model being applied in the Banking Sector in Sudan during the period    

2012 – 2018. 

Partnerships and resources.  

10.  Partnerships and resources in banking sector in Sudan doesn’t support the 

Employees’ Results   (Employees’ Perception) of this sector. This is so because 

the P Value is greater than (0.05), which means Partnerships and resources as 

enabler isn’t positively influencing the Employees’ results when the EFQM 

model being applied in the Banking Sector in Sudan during the period 2012 – 

2018. 
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11.  Partnerships and resources in banking sector in Sudan doesn’t support the 

customers’ results of this sector. This is so because the P Value is greater than 

(0.05), which means Partnerships and resources as enabler isn’t positively 

influencing the customers’ results when the EFQM model being applied in the 

Banking Sector in Sudan during the period 2012 – 2018. 

12.  Partnerships and resources in banking sector in Sudan does support the financial 

results of this sector. This is so because the P Value is less than (0.05), which 

means Partnerships and resources as enabler is positively influencing the financial 

results when the EFQM model being applied in the Banking Sector in Sudan 

during the period    2012 – 2018. 

Processes. 

13.  Processes in banking sector in Sudan does support the Employees’ Results   

(Employees’ Perception) of this sector. This is so because the P Value is less than 

(0.05), which means Processes as enabler is positively influencing the 

Employees’ results when the EFQM model being applied in the Banking Sector 

in Sudan during the period 2012 – 2018. 

14. Processes in banking sector in Sudan does support the customers’ results of this 

sector. This is so because the P Value is less than (0.05), which means Processes 
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as enabler is positively influencing the customers’ results when the EFQM model 

being applied in the Banking Sector in Sudan during the period 2012 – 2018. 

15. Processes in banking sector in Sudan does support the financial results of this 

sector. This is so because the P Value is less than (0.05), which means Processes 

is positively influencing the financial results when the EFQM model being 

applied in the Banking Sector in Sudan during the   period    2012 – 2018. 
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6.2. Study model empirical hypotheses results. 

 

 

 

 

Figure 6.1: Empirical results of the study model hypotheses testing 

Source: Source: prepared by researcher from results (2019). 
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6.3. Discussion  

This study analyzed the casual relation between the five  enablers criteria side                  

( leadership, Strategy , People “ Employees “, Partnerships and resources , Processes)            

of the EFQM model and the results criteria  ( Customers , Employees Perception , 

Financial ) with in the application of the model in the Banking sector of Sudan for the 

purpose of reaching to an evaluation of the business Excellence management in this 

sector, with high consideration of the operating Banking sector in Sudan business 

environment, especially during the period 2000 to 2019, hence the secession of the 

south Sudan in 2011 represent a shock to macro-economic environment of Sudan The 

effect of Enablers on Results criteria in the EFQM in this context, has been 

empirically tested with in fifteen hypothetical statements represent the hypotheses of 

this study and they are being extracted from the three study questions which are: 

What is the relationship between the five enabler criteria of the EFQM (Leadership, 

Strategy, People, Partnerships and resources, Processes)    and customer result 

criteria?  What is the relationship between the five enabler criteria of the EFQM 

(Leadership, Strategy, People, Partnerships and resources, Processes) and people 

result criteria? What is the relationship between the five enabler criteria of the EFQM 

(Leadership, Strategy, People, Partnerships and resources, Processes) and business 
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result criteria? The fifteen hypotheses formulated as part of the natural structure of 

the EFQM casual relation. Hence each enabler criterion hypothetically has an effect 

on all results criteria (Customers, Employees, Financial, and Society). 

The influence of the enablers criterion on results has been tested accordingly (apart 

from the society results). Each enabler criterion  is being tested upon its influence on 

each of the three results which lead to fifteen hypothetical statements which are, H1: 

leaders who shape the future and make it happen, acting as role models for its values 

and ethics and inspiring trust at all times, have positive significant impact on 

Employees Satisfaction  . H2: leaders who shape the future and make it happen, acting 

as role models for its values and ethics and inspiring trust at all times, have positive 

significant impact on customers satisfaction. H3: leaders who shape the future and 

make it happen, acting as role models for its values and ethics and inspiring trust at 

all times, have positive significant impact on business financial results.H4: Achieving 

Mission and Vision by developing a stakeholder focused strategy have positive 

significant impact on Employees Satisfaction. H5: Achieving Mission and Vision by 

developing a stakeholder focused strategy have positive significant impact on 

customers Satisfaction H6: Achieving Mission and Vision by developing a 

stakeholder focused strategy have positive significant impact on business financial 

results.H7: Appreciation of Employees and create a culture that allows the mutually 
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beneficial achievement of organizational and personal goals ,have positive significant 

impact on Employees Satisfaction. H8: Appreciation of Employees and create a 

culture that allows the mutually beneficial achievement of organizational and 

personal goals ,have positive significant impact on customers satisfaction   . H9: 

Appreciation of Employees and create a culture that allows the mutually beneficial 

achievement of organizational and personal goals ,have positive significant impact on 

business financial results. H10: Effective planning and management of external 

partnerships, suppliers and internal resources to support strategy, policies and the 

effective operation of processes, have positive significant impact on Employees 

Satisfaction. H11: Effective planning and management of external partnerships, 

suppliers and internal resources to support strategy, policies and the effective 

operation of processes, have positive significant impact on customer's satisfaction .

H12: Effective planning and management of external partnerships, suppliers and 

internal resources to support strategy, policies and the effective operation of 

processes, have positive significant impact on business financial results.H13: Design, 

manage and improve processes, products and services to generate increasing value 

for all stakeholders of the organization have positive significant impact on Employees 

Satisfaction.H14: Design, manage and improve processes, products and services to 

generate increasing value for all stakeholders of the organization have positive 
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significant impact on customers satisfaction . H15: Design, manage and improve 

processes, products and services to generate increasing value for all stakeholders of 

the organization have positive significant impact on business financial results. The 

EFQM is being chosen as an empirical framework for this study because the 

Government of Sudan is adopting it since 2004 as frame for organizational 

development for Governmental and non-Governmental institutions in Sudan. As well 

as the announcement of the   Central Bank of Sudan and the Banks association of an 

Award for institutional Excellence performance  for all Banks operating in Sudan 

Based on the evaluation of the levels of implementation of the EFQM criteria for 

each Bank. This study examined the level of implementation of the EFQM criteria for 

the whole Banking sector in Sudan. The literature reviews reflect many studies and 

studyes examined the effect of TQM on organizational performance in many 

Sudanese institutions, But we didn’t find any similar previous study for examining or 

evaluating the Business excellence in Banking sector of Sudan based on the EFQM 

model criteria that’s why we discussed some Theories Used to Explain the 

Relationships Between Variables of the EFQM Model. Within the discussion of the 

Study findings and results Seminars there were many questions raised on the validity 

of the EFQM model as Business Excellence based model. This has been discussed 

with the context of the EFQM Eight principles and Radar logic as well as the other 



 
 

296 
 
 

dimensions of the EFQM model as illustrated  in the literature review chapter of this 

study , which shows the EFQM as Self-Assessment approach, Strategic tool, means 

of providing a Holistic and broader perspective of the business, a tool for 

Performance Management, Benchmarking Tool, framework for integrating other 

quality and management initiatives and tools, means of motivating staff to get 

involved in Quality Improvement activities and means of gaining a Quality Award.  

The literature reviews covers in some details the variables of the study which are the 

eight criteria of the EFQM used in this study, the five enablers criteria represent  the   

Independent variables (Leadership, Strategy, People, Partnerships and Resources, 

Processes) and the results criteria (Customers , Employees, Financial )  represent the  

dependent variables. The causality relation between independent dependent criteria of 

the EFQM model constitute the scope of the study hypotheses development and the 

model elements relations directions. The study model empirical environment rely on 

the analysis of the operating business environment of the Banking sector. The 

objective of studying the Banking sector business operating environment is to 

elaborate the elements that might affect the implementation of the EFQM model with 

in the sector units. The analysis shows difficult economic conditions that the Banking 

sector units are working with, this has been elaborated in chapter three of this study. 
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 The macro-economic indicators of Sudan shows highly fluctuated business 

environment during the period 2000 to 2019 the GDP in 2009 shows the lowest 

growth rate while the highest rate record was in in 2014. The sustained growth rates 

of GDP for the period 2000-2008 were achieved within a context of stable 

macroeconomic policies and relatively controlled and carefully guided inflationary 

pressures. The government was able to stabilize prices and sharply reduce inflation 

from a record high of 130.6% in 1996 to a single digit by the end of the 1990s, where 

oil and related sectors have been driving GDP growth. The GDP of Sudan shows a 

sever reduction between the years 2014 to 2019. The secession of South of Sudan in 

2011 resulted in declining Real GDP by - 2.8% in 2011 down from 3.5 % in 2010. 

This slowdown in growth is attributable to the loss of oil revenues. GDP further grow  

to .5% in 2012 and then to 4.4% in 2013 and decline again in 2014 to reach 2.7% and 

then grow again in 2015 to reach 4.9%  and then 4.7% in 2016  and 4.28 in 2017 . 

The year 2018 shows a sharp decline on Sudan GDP where the growth rate declined 

to -2.32% showing decline rate of 7%   from the from the previous year. The National 

income increase by 237% in the period 2011 to 2016 while the aggregate 

consumption exceeded the National Income in the years after 2015, the thing which 

indicate inflation in the prices of goods and services in the economy. This means the 

public savings has been affected negatively in the periods after the year 2015. Where 
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aggregate demand hasn’t been reach since the year 2000. The contribution of 

agriculture, forestry and fishing to Sudan’s as percentage to value added GDP was on 

the average of 40% on the years 2000, 2001 and 2002.  The years between 2006 and 

2011 shows sharp decrease of the contribution of the agricultural sector on GDP 

which was between 25% and 23% and this is due of concentration   and attention on 

the oil sector and neglecting other sectors. Employment in agricultural sector is 

decreasing due to different reasons among which are climate change , wars , 

migration to urban areas , tribal conflicts , low level of Technology and agricultural 

extension, , low levels of civil services in rural areas, Economic fluctuation. The 

indicator of employment in agriculture as a percentage of total employment shows a 

15% decrease between 1991 and 2018. the years 2011 and 2012 shows a severe 

deterioration of the added value of industrial sector of Sudan to GDP that’s from 

26.2% in 2011 to 3.3% in 2012 and 2.1 in 2015, this is obviously due to Oil exports 

revenues stopped as a result of the secession of the south. The comparison between 

the contribution of Agricultural and Industrial sector as a percentage of GDP reflects 

an imbalance of the industrial sector contribution especially after the year 2011. 

Sudan Balance of Trade show negative record between the period 2012 and 2019, as 

a result of imbalance between imports and exports, hence The Trade Balance was 

showing positive indicators before the year 2011. Imports exports gap increased 
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during the period 2012 to 2019 that’s the value of imports is growing while exports 

values is decreasing. Sudan Economy has faced rapid Trade Balance deficit 

immediately after 2011. The foreign Trade Balance shows surplus of 10% in 2011. 

And the year after ( 2012) reflects a  deficit of  (-56),  the deficit continue for the 

following years hence the deficit for the years 2013 and 2014  was   ( -52%) , 2015              

(-67) , 2016 ( -63%) , 2017   (-55%) and the year 2018  ( -56). Higher Exchange rates 

for foreign currencies exists due to higher demand for currency to cover the higher 

prices of imports. The official exchange rate of Euro increased by   seven hundred 

times against the Sudanese pound during three years 2016, 2017 and 2018, According 

to the Central Bank of Sudan official exchange rate, this resulted in a sharp increase 

in the inflation rates to reach   56% between the years 2015 and 2017. By the year 

2018 the inflation rates increased to reach 73% According to the Central Bank of 

Sudan records. Inflation Rates by Item Group shows sharp increase in all goods and 

services produces in the economy, the consumer price index shows an overall 

increase by 278 points during the period 2007 - 2017. Money supply  increase from 

18% in 2011 to more than  40% which reflects more than 100% increase during that 

year, although the oil revenue decreased by 70% , and the population decreased by 

20% as a result of secession of the south Sudan. Growth rates of money supply were 
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above GDP growth rates in the period 2008 – 2012, while during the years 2013 and 

2014 the GDP growth rates were above money supply growth rates.  

Success of a banking sector and the bank’s efficient performance    based     on 

customer attitudes, political and economic environment which has a significant direct 

impact on the performance of the Banking sector in general. Banks depends mainly 

on public deposits (Savings) in any economy, where the volume of banks deposits 

represent the power of Banks to present finance again to the public and government. 

Fluctuations in the volume of public deposits in Sudan exists due to many factors 

among which economic sanctions, inflation, Government policies... Etc. Inflation has 

the highest consideration in any economic growth as well as the public deposit with 

in the banking sector.  The year 2012 shows huge decline of public savings to reach 

(7,515.80    million SDG). The years 2013 to 2015 reflects fluctuations in savings 

where it shows (551.80 million SDG) in the year 2013, (8,756.20 million SDG) in 

year 2014, (613.90 million SDG) in the year 2015. 2016 was the lowest year in terms 

of public savings in Sudan during this period where it was (- 14,412.70 million SDG).  

Banks finance to deposits ratio was above 80% for the period 2007 – 2016 apart from 

the year 2012 which reflect a record of 75%. The years 2017, 2018 and 2019 showed 

sharp decline in the ratio of total banks finance to total deposits, 74%, and 54%, and 

in January 2019 it was 52%.   
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The elimination of wheat and flour subsidies in February 2018, an announcement by 

the minister of finance to raise custom duties for the year 2018, coupled with 

continual devaluations of the Sudanese pound and higher inflation rates. All these 

reasons led the public to rush to withdraw their deposits of cash from the banking 

system in a very short period of time which cause a severe shortage of cash in the 

banking system.  Rising demand for cash due to inflation with a very big gap in 

providing bank note by the central bank and imposing strict withdrawal limits for 

cash,   led to  lack of trust in the banking system specially at the cash transactions 

levels, hence The central bank was not injecting enough fresh currency to cover the 

total demand on cash withdrawal. 

Other political factors also affect the Banking sector of Sudan in a negative way 

among which is United |States of America sanctions on Sudan since 1997, which 

include freeze all Sudan Government assets in the united states or/and controlled  by 

the United States Government around the world. The sanctions also extend to limit 

Sudan’s ability to transact in US Dollars.  The Sanctions also states that international 

transfers are not allowed to process through a bank owned or controlled by the 

Government of Sudan. This situation led to a sharp decline in Correspondent banking 

lines with Sudanese banks, where Sudanese banks remained very weak in terms of 

international financial attendance.   



 
 

302 
 
 

The second half of the year 2019 witness a transitional state of Sudan Government 

System, and where transitional regime will govern the country for three years. The 

Transitional Government express its conviction of the tremendous capabilities that 

characterize the Sudanese economy, paving the way for dealing with its economic 

troubles with new  vision and policies, and reform plan to address the issues of 

inflation and restore confidence and trust in Banking system.  The Government 

promised to reform the economic policies aiming to take the Sudanese economy from 

an economy based on consumption and imports to a productive economy, and stop 

exporting products such as livestock and materials, to increase the added value on the 

economy. 

The distribution of the questionnaire to collect the primary data was in the months of 

July and August on the year 2019, this time constitute the highest challenges for the 

Banking sector of Sudan due to the severe economic and political conditions 

mentioned in this discussion. The collected questioners were refined many times in 

ordered to reflect accurate finding.   

Examining the EFQM model casual relation between the enablers and results criteria 

in such critical economic and political conditions produced different results unlike the 

general assumption of the EFQM raised in the literature reviews, which reflects an 

influence of all enablers criteria on results criteria. As the summary of results shows 
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different effect of enablers criteria on results. Where leadership and processes reflect 

full support of the assumption of the study, while Strategy, people, partnerships and 

resources shows partial support of the assumptions. The findings of the study could 

be viewed from the results criteria side, where Employees results being influenced by 

leadership, But not influenced by strategy partnership and resources this is could be 

due to unstable planning for available resources during this period of the economy of 

Sudan, that’s why the findings shows no influence on employees results by Strategy, 

partnerships and resources. Customers results influenced  by Leadership , Strategy , 

People and processes , but not been influenced by partnerships and resources this 

might be due to the diminishing  of Banks capital due to inflation , which limit 

geographical spread of bank branches . The financial results influenced by 

Leadership, Partnerships and resources and processes, but not influenced by strategy 

and People, this might be due to lack of strategy objectives achievement with in such 

economic and political deterioration conditions. The findings of the study also shows 

different levels   of concerns   by Banks management to the enablers criteria, that’s 

leadership and processes shows more attention and concern than strategy , People           

( Employees), Partnership and Resources.       

The results of the analysis match conceptually others studyers’ results such as the 

study findings of Dow and others (1999) hence their studies reach to many 
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conclusions among which is obtaining different results when linking them to the 

practice of Total Quality Management. Other studies  by Dijkstra (1997), Naylor 

(1999) , Esquildsen and others (2001) reach to the same area of results which shows 

that , in order to reach excellence it is not sufficient to interrelate or concentrate on 

certain criteria ( Isolated areas ) in the excellence model. Considering the EFQM 

model as one unit and establishing appositive casual relation between all enablers and 

all results  allow organizations to fully benefit  at the implementation level of the 

model as concluded by the studyes of    Eskildsen  and  Dahlgaard (2000)  and  

Reiner  (2002)  that’s  when describing the  causal  structure  of  the  model, 

Companies should not concentrate  on  certain part of the model specially at the 

enablers level  , they  should pay attention to all the  enablers elements , and look at 

the model with holistic view. The concept of full utilization of the EFQM also 

discussed by McGee (1993), Sjoblom (1995) and Dale (1997) they explained that the 

power of influencing the results side by enablers side came from the equilibrium 

pattern of empowering the enablers elements, by viewing the enablers as integrated 

parts that complement each other’s.  
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6.4. Conclusions.   

In order to fully understand the sequence of this study results, we have to have a 

look to the Banking sector of Sudan operating environment, which could be 

illustrated through the country macroeconomic indicators. This has been reflected 

earlier in this study by demonstrating the Economic indicators of Sudan during 

the last two decades, with emphasis on the period prior and after the secession of 

the south Sudan.  The years before the south Secession in 2011 were showing 

growth rates at the levels of GDP, and lower inflation rates, with stable aggregate 

demand and national income. The Government of Sudan wasn’t expecting the 

Secession of the southern part of the country. 

The shock that took place when the Secession of the Southern Sudan  happened 

without proper recovery plans to the economy of the northern part of the country, 

as a result the  Banking sector face sever difficulties since then , where the 

operating environment of the sector  has been negatively affected. The 

Government lost 30% of its revenues due to 80% loss of oil exports .The value of 

the Sudanese Pound against foreign currencies has deteriorated drastically, while 

the trade balance deficit has widened, and at the same time inflation rates rise 
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steadily. Accordingly The Sudan Economy has deteriorated during the period 

2011-2019 in terms of   exchange rates; trade balance; inflation; government 

revenue; GDP; National Income; Public Savings   and recently the cash shortage 

cries. The US Economic Sanctions on Sudan that continue for more than twenty 

years which impact negatively the business and Economic environment of the 

country in many aspects, specially the international trade relations of Sudan     ( 

Imports , Exports, Banks correspondents relations , International  Banking 

services, Technology , etc. ),This situation has formulated a shock to the 

Economy of   Sudan, as well as the Banking sector as the major player in any 

economy, hence the main concept of banks business rely on the fact that “ Banks 

are mediator of finance”  that's  accumulation of funds in Banking sector depends  

mainly on the volume of  public deposits and the volume of pubic deposits 

depends on the volume of  public savings which create the volume of funds ready 

to finance business and developmental  activities in the Economy. Public 

Deposits which is the Main factor for Banks to be a life and exist is directly 

highly negatively affected during the period 2011-2019. During this period the 

Central Bank of Sudan as a regulatory body of the Banking sector issue and 

continue issuing hundreds of decisions to control and manage this situation. As a 

result Banks leaders assumed to handle such critical situation by managing the 
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available resources as much as they can. This assumption came with in the results 

of the statistical analysis of this study, where enablers’ management as resource 

side lead to different results. And since this study is explaining the casual relation 

between the enablers side of the EFQM model and the results Side of the model, 

by assuming the positive influence of enablers (Leadership, Strategy, Employees, 

partnerships and resources and processes ) on the results ( Customers, Employees 

and financial ) where this causal relation constitute the hypotheses of this study . 

The study results doesn’t fully support the hypotheses of the study. Where the 

statistical results of ten hypotheses support the assumptions of the study, while 

five hypotheses don’ support the   assumptions of the study. The enabler criteria 

Leadership positively influence the three Results Elements. Strategy as enabler 

positively influence customers’ results, but not influencing positively Employees 

and financial results. Employees as enabler positively influence employees’ 

results and customers’ results, but not influencing positively the financial results. 

Partnerships and resources as enabler doesn’t positively influencing employees 

and customers results, but positively influencing the financial results. Processes 

as enabler does positively influence employees’ results, Customers results and 

financial results.   As a result there are five hypotheses out of fifteen aren’t in line 

with the assumptions of the study. That’s the study assumed all enablers elements 
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as independent variables are positively influencing the results elements as 

dependent variables, as clearly explained in the study model. The empirical 

results doesn’t support five of these hypotheses, which are in the areas of 

Strategy, Employees and partnerships and resources, while Leadership and 

Processes are fully support the hypotheses of the study. The rationale behind The 

EFQM Excellence model is the causal relationship between the model elements, 

this relationship must be reflected in the model as a causal relationship between 

the enabler and the result criteria. Otherwise the model wouldn’t be effective as 

an approach for TQM. The optimal utilization of the EFQM model came from 

balance empowerment of the enablers elements of the model. 

The implementation experience of the EFQM in the Banking sector of Sudan 

came in a critical Economic circumstances which affect the balance attention to 

the enablers’ criteria of the model and this led to imbalance results at the results 

elements level of the model. Although the experience of the EFQM model 

implementation is still developing in the Banking sector of Sudan, Its fruitful 

results is there. 

6.5. Limitation of the study and opportunities for future study. 
 

This study conducted in the Banking sector of Sudan and this constitute the 

limitation of the study. Opportunities for further study in the application of 
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excellence models   could be seen in other sectors whether inside Sudan or in 

other countries. Examining the application of the EFQM model casual relations of 

its enablers and results elements in different environments constitute logical 

extension of this study. The casual relation between the Enablers side elements of 

the EFQM model and the society results in |Banking sector of Sudan Is not being 

considered by this study, which constitute an opportunity for future study.  
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6.6. Recommendations of the study. 

-  Strategies of Banks in Sudan should promote  employees satisfaction  results 

objectives. 

- Strategies of Banks in Sudan should give more concentration on financial 

results.  

- Banks in Sudan should link the human resources development objectives with 

the financial results objectives.  

- Partnerships and resources in Sudanese Banks as enablers criterion  should be 

linked with  customers results. 

- Partnerships and resources enabling objectives in Sudanese anks  should be 

linked with employees results objectives.  

- The Banking sector in Sudan should be given wider opportunities for EFQM 

model implementation by adopting national award for Balance implementation of 

the model.  

- Proper implementation of the model could be achieved by Comprehensive 

training of the Banking sector staff on EFQM model theories and practice. 

 



 
 

311 
 
 

 

References  

1. Abdalla, M. M (2010): “Inflation Determinants in Sudan 1970-2009” The central Bank 

of Sudan publication, Khartoum, Sudan. 

 

2. Abdelmageed Mohamed Abdelmageed )2005(, Prospects of the Application of Total 

Quality Management         ( TQM ) Approach on Commercial Banks in Sudan ,  Thesis 

Submited for the partial fulfillment of PhD.Degree  In Business Adminstration. Sudan 

Universityof Science & Technology , Khartoum , Sudan. 

 

3. Abdul Basset Mohammed Mustafa Galal )  2009  ( ,The Effect of the Implementation of 

Basel 1 Committee courses  and the Restructuring Program on the Sudanese Banking 

System The Case Study of the Sudanese Banking System in the Period 1997-2006, 

PhD in Business Administration, Sudan University of Science and Technology, 

Khartoum, Sudan. 

 

4. Abdulrahim Mohamed Ahmed Mohamed )2014( Total Quality Management and its 

Role in Vocational Training Services, Case Study of the Khartoum Project for the 

Development of Vocational Training and Employers, PhD in Business Administration, 

Sudan University of Science and Technology, Khartoum, Sudan. 

 

5. Agenor, P.R., and  Montiel, P.J. (1996) Development macroeconomics. (third edition).  

Princeton University Press, 215. 

 

6. American society for quality , 600 North Plankinton Avenu Milwaukee, WI 53203 

USA,  www.asq.org (Retrieved 13 March 2019  ).  ٌ 

 

 

7. Andreassen, T.W. and Lervik, L. (1999), “Perceived relative attractiveness today and 

tomorrow as predictors of future repurchase intention”, Journal of Service Study, Vol. 

2 No. 2,pp.164-72. 

 



 
 

312 
 
 

8. Andrews, K. R.( 1971), “The concept of Corporate Strategy”, Dow Jones-Irwin Inc, 

New York. 

 

9. Ansari Jaberi, M. (2009). Karaj Instructor Training Center assessment based on the 

organizational excellence model (dissertation, Tarbiat-e-moalem University: MA). 

 

10. Ansoff, H.I. (1965), Corporate Strategy, McGraw-Hill Inc., US. 

 

11. Antony, J. (2006), “Six sigma for service processes”, Business Process Management 

Journal, Vol.12 No. 2, pp. 234-48. 

 

12. Anupam Das, Vinod Kumar, Uma Kumar, (2011) "The role of leadership competencies 

for implementing TQM: An empirical study in Thai manufacturing industry", 

International Journal of Quality & Reliability Management, Vol. 28 Issue: 2, pp.195-

219, https://doi.org/10.1108/02656711111101755. 

 

13. Arafa Jibril Abu Naseeb Musa,( 2006) The Effect of Application of Quality 

Management Systems on Increasing the Effectiveness of Production Performance in 

Sudanese Industrial Institutions, Case Study of Some ISO 9001: 2000 Certified 

Institutions in 1999-2005, PhD in Business Administration, Sudan University of 

Science and Technology, Khartoum, Sudan. 

 

14. Arcelay, A., Aanchez, E., Hernandez, L., Inclan, G., Bacigalupe, M.letona, J. Gonzalez 

RM. and Martinez-Conde, a.e., (1999). Self-assessment of all the health centres of a 

public health service through the European Model of Total Quality Management. 

International Journal of Health Care Quality Assurance. 12(2) 54-58. 

 

15. Atkinson, A. A., Waterhouse, J. H., & Wells, R. B. (1997). A stakeholder approach to 

strategic performance measurement. Sloan Management Review Spring, 25-37. 

 

16. Awkati, M., (2000). Can quality protect kids? Quality World. 26(5), 26-29. 

 

https://doi.org/10.1108/02656711111101755
https://www.emeraldinsight.com/author/Kumar%2C+Uma
https://www.emeraldinsight.com/author/Kumar%2C+Vinod
https://www.emeraldinsight.com/author/Das%2C+Anupam


 
 

313 
 
 

17. Babiker, M. (1997). Resource Competition and the Future of Pastoralism in the Butana 

Plain. Khartoum, University of Khartoum. 

 

18. Babbie, E. (1989). The practice of social study (5th edition). Belmont, CA: Wadsworth. 

 

19. Bagozzi, R.P., Yi, Y. and Phillips, L.W. (1991) Assessing Construct Validity in 

Organizational Study. Administrative Science Quarterly, 36, 421-458. 

 

20. Bank Information Bulletin, Volume 46(  January  December 2018) , Union of Sudanese 

Banks,  Sinan printing press.  

 

21. Barro, R. J (2013): “Inflation and Economic Growth”. Annals of Economics and 

Finance 14-1, 85-109 (2013) Department of Economics Littauer Center 120 Harvard 

University Cambridge, MA 02138 and NBER. 

 

22. Bititci, U., Ackermann, F., Ates, A., Davies, J., Gibb, S., MacBryde, J., Mackay, D., 

Maguire, C., van der Meer, R., Shafti, F. and Bourne, M. (2010), “Managerial 

processes: an operations management perspective towards dynamic capabilities”, 

Production Planning & Control,Vol. 22 No. 2. 

 

23. Black, S.A. and Crumley, H.C. (1997), “Self-assessment: what’s in it for us?”, Total 

Quality Management, Vol. 8 Nos. 2/3, pp. S90-4. 

 

24. Bank of International Settlement ( BIS ) Postfach CH-4002 Basel Switzerland, 

https://www.bis.org/bcbs/charter.htm (Retrieved 5 June 2018 ). 

 

25. Barner, R. (2000), “Five steps to leadership competencies”, Training and Development, 

Vol. 54 No. 3, pp. 47 52. 

 

26. Barnett, R., (1992). Improving Higher Education. Total Quality Care. Buckingham: 

SRHE and Open University Press. 



 
 

314 
 
 

 

27. Becker, S.W. (1993), "TQM does work: ten reasons why misguided attempts fail", 

Management Review, Vol. 85 No. 5, pp. 31-33. 

 

28. Bentler, P. M., & Bonett, D. G. (1980). Significance tests and goodness-of-fit in the 

analysis of covariance structures. Psychological Bulletin, 88, 588-600. 

 

29. Bentler, P. M. & Hu, L.-t., (1998). Fit indices in covariance structure modeling: 

Sensitivity to underparameterized model misspecification. Psychological Methods, 

3(4), 424-453. http://dx.doi.org/10.1037/1082-989X.3.4.424. 

 

30. Bernhardt K.L. and Kennett N.P. (1994), "The relationship Between Customer 

Satisfaction, Employee Satisfaction, and Profitability: A Longitudinal Analysis", 

Department of Marketing, Georgia State University, Atlanta, GA. 

 

31. Birchall, D., Hee, J.T. and Gay, K. (1996), “Competencies for international 

management”, Singapore Management Review, Vol. 18 No. 1, pp. 1-13. 

 

32. Bitner (1990), “Evaluation service encounters: the effects of physical surroundings and 

complaint reports”, Journal of Marketing, Vol. 54 No. 4, pp. 69-82. 

 

33. BNQP Baldrige National Quality Program – www.quality.nist.gov. (Retrieved  18 

April 2019) 

 

34. Boulter Louise, Tony Bendell, Jens Dahlgaard, (2013) "Total quality beyond North 

America: A comparative analysis of the performance of European Excellence Award 

winners", International  Journal of Operations & Production Management, Vol. 33 

Issue: 2, pp.197-215. 

 

35. Bou-Llusar, J.C., Escrig-Tena, A.B., Roca-Puig, V. and Beltrán-Martín, I. (2005), “To 

what extent doenablers explain results in the EFQM excellence model? An empirical 

https://www.emeraldinsight.com/author/Boulter%2C+Louise
https://www.emeraldinsight.com/author/Dahlgaard%2C+Jens
http://www.quality.nist.gov/
https://psycnet.apa.org/doi/10.1037/1082-989X.3.4.424
https://www.emeraldinsight.com/author/Bendell%2C+Tony


 
 

315 
 
 

study”, International Journal of Quality and Reliability Management, Vol. 22 No. 4, pp. 

337-353. 

 

36. Brake, T. (1997), The Global Leader: Critical Factors for Creating the World Class 

Organization, Irwin Professional Publishing, Chicago, IL. 

 

37. Browne, M. W., & Cudeck, R. (1970). Alternative Ways of Assessing Model Fit. Sage 

Focus Editions, 154, 136-136. 

 

38. Byrne, B.M (2007).Structural equation modeling with EQS: Basic concepts, 

applications, and programming (2nd Ed.). 

 

39. Carlos J.    Bou‐Llusar, Ana B. Escrig‐Tena, Vicente Roca‐Puig, Inmaculada 

Beltrán‐Martín, (2005) "To what extent do enablers explain results in the EFQM 

excellence model?: An empirical study", International Journal of Quality & Reliability 

Management, Vol. 22 Issue: 4, pp.337-353. 

 

40. Carmines, E. G., & Zeller, R. A. (1979). Reliability and Validity Assessment (Vol. 17). 

Thousand Oaks, CA Sage. 

 

41. Calvo-Mora, A., Picón-Berjoyo, A., Ruiz-Moreno, C. and Cauzo-Bottala, L. (2015), 

“Contextual andmediation analysis between TQM critical factors and organisational 

results in the EFQM excellence model framework”, International Journal of Production 

Study, Vol. 53 No. 7. 

 

42. Campbell, D. T., & Fiske, D. W. (1959). Convergent and discriminant validation by the 

multitrait-multimethod matrix. Psychological Bulletin, 56(2), 81-105. 

 

43. Candido, C.J.F., & Santos, S.P. (2011). Is TQM more difficult to implement than other 

Transformational strategies? Total Quality Management & Business Excellence, 

22(11):1139–1164. 

 

javascript:void(0)
javascript:void(0)


 
 

316 
 
 

44. Central Bank of Sudan 57th Annual Report for the year 2017, Khartoum Republic of 

Sudan, Currency Printing Press. (2018) 

 

45. Central Bank of Sudan Annual reports-https://cbos.gov.sd/en 

https://cbos.gov.sd/en/publication-type/annual-reports. (Retrieved  15 September  

2019)  

 

46. Central Bank of Sudan. Policies , Study &  Statistics Department Economic and 

Financial Statistical Review October –December 2018- Issue (4) Volume (56) Page 22. 

Retrieve on September 2019 at:  https://cbos.gov.sd/sites/default/files/Q4%202018.pdf. 

 

 

47. Central Bank of Sudan- Foreign Trade Statistical Digest-January –December2018-

Issue: 4-Volume: 55- Retrieve  on September (2019) at :  

https://cbos.gov.sd/sites/default/files/digest-q4-2018.pdf - Visited  15 September 2019.  

 

48. Central Bank of Sudan  - The Economic Review -A Periodical Review Issued by 

Statistics Department Issue No.12/2018 Reporting period:01-31/12/2018 Retrieve on 

September 2019 https://cbos.gov.sd/sites/default/files/12-2018.pdf.  

 

49. Central Bank of Sudan - Foreign Trade Statistical Digest-Issue: 4-Volume: 55 January 

– December 2018-. Retrieved on September (2019) at 

https://cbos.gov.sd/sites/default/files/digest-q4-2018.pdf - retrieved September 2019. 

 

50. Cherryholmes, C.H. (1988). Power and criticism: Poststructural investigations in 

education. (Advances in Contemporary Educational. Thought, Vol. 2). New York. 

 

51. Chhibber   A. J., et. al., “Inflation Price Controls and Fiscal ey Supply and. 1,( 2000), l. 

21, No. 2, 1983, pp. 23-42. omic Study, esis, University of Ibadan, Nigeria, 1994. is 

Using Stata,” blic Expenditure and Human Capital The Indian 2008. Adjustment in 

Zimbabwe,” Working Paper No. WPS192, The World Bank, Washington DC, 1989, 

pp. 21-37. 

 

https://cbos.gov.sd/en/publication-type/annual-reports


 
 

317 
 
 

52. Churchill Jr, G. A. (1979). A paradigm for developing better measures of marketing 

constructs. Journal of marketing study, 64-73. 

 

53. Corrigan, T. D., (2005) The Relationship Between Import Prices and Inflation in the 

United States.  WCOB  Faculty  Publications.  Paper  18  [Accessed  20th  July 2016. 

 

54. Cmps civil service college directorate (2002). Public Sector Excellence Programme. 

Civil Service College, UK. 

 

55. Chapman, C., (2000). The public and private faces of excellence. Quality World. 26(5), 

30-32. 

 

 

56. Clive Roland Boddy, (2016) "Sample size for qualitative study", Qualitative Market 

Study: An International Journal, Vol. 19 Issue: 4, pp.426-432. 

 

57. Competitors Banks (2017), Annual study for Sudanese Banks, by Study department of  

Faisal Islamic Bank of Sudan, , Khartoum , Sudan. 

 

58. Connolly, T., Colon, E. M., & Deutch, S. J (1980). Organizational effectiveness: a 

multiple constituency approach. Academy of Management Review, 5, 211-218. 

 

59. consumer price index and Inflation rates in Term From 1970 -2017 Base (2007 - Sudan 

Statistical Bureau -  (Retrieved on September 2019)  at  

http://cbs.gov.sd//resources/uploads/files/consumer%20price%20index%20and%20Infl

ation %20rates1970%20-%202017.pdf.  

 

60. Conti, T., (1997. Organizational Self-Assessment. London: Chapman and Hall. 

 

 

https://www.emeraldinsight.com/author/Boddy%2C+Clive+Roland
http://cbs.gov.sd/resources/uploads/files/consumer


 
 

318 
 
 

61. Coulambidou, L. and DALE, B.G., (1995). The use of Quality Management Self- 

Assessment in the UK: a state-of-the-art study. Quality World Technical Supplement.. 

September, 110-118. 

 

62. Creswell, J. W. (1998). Qualitative inquiry and study design: Choosing among five 

traditions. Thousand Oaks, CA: Sage Publications. 

 

63. Cronbach, L. J. & Maeehl, P. E. (1955). Construct Validity in Psychological Tests. 

Psychological Bulletin, 52(4): 281-302. 

 

64. Currie, L. (1998), “Managing international assignments-trends and issues”, paper 

presented at the IPD International Forum Networking Meeting, London. 

 

65. Davenport,T.H. (2005), “The coming commoditization of processes”,Harvard Business 

Review, June. 

 

66. De Geus, A. (1997), “The living company”, Harvard Business Review, March/April, 

pp. 51-9. 

 

67. Deming, W.E. (2000), The New Economics, 2nd ed., MIT Press, Cambridge, MA. 

 

68. Duriya Haidar Sidiq Musa, (2013) Implementation of Total Quality Management and 

its Impact on Foreign Investments in Sudan, A Study on Some Industrial Sector 

Institutions  in Khartoum State (2003 -2012), PhD in Business Administration, Sudan 

University of Science and Technology, Khartoum, Sudan. 

 

69. Dahlgaard, J. J.; Kristensen K. & Kanji G. K., (1998), Fundamentals of Total Quality 

Management, Chapman & Hall, London. 

 

70. Dahlgaard-Park, S.M. and Dahlgaard, J.J. (2010), “Organizational learnability and 

innovability: a system for assessing, diagnosing and improving innovations”, 

International Journal of Quality and Service Sciences, Vol. 2 No. 2, pp. 153-174. 



 
 

319 
 
 

 

71. Dale, B.G. (1997), “Characterictics of organizations not committed to total quality 

management”,Journal of Engineering Manufacture, Vol. 21, pp. 

 

72. Danaher, P.J. (1997), “Using conjoint analysis to determine the relative importance of 

service attributes measured in customer satisfaction surveys”, Journal of Retailing, Vol. 

73 No. 2, pp. 235-60. 

 

73. Davenport, T.H., Harris, J.G. and Cantrell, S. (2004), “Enterprise systems and ongoing 

process change”, Business Process Management Journal, Vol. 10 No. 1, pp. 16-26. 

 

74. Davenport, T.H. (1993), Process Innovation: Reengineering Work Through 

Information Technology, Harvard Business School Press, Boston, MA. 

 

75. Davenport, T.H. and Short, J.E. (1990), “The new industrial engineering: information 

technology and business process redesign”, Sloan Management Review, Summer, pp. 

11-26. 

 

76. Deming Prize : The Secretariat for the Deming Prize Committee (Union of Japanese 

Scientists and Engineers) Odakyu Daiichi Seimei Bldg.,(4F),2-7-1,Nishi-

Shinjuku,Shinjuku-ku,Tokyo 163-0704. www.juse.or.jp/deming_en/  (Retrieved 2019-

1-13). 

 

77. Deming, W. E. (1986), Out of the Crisis, Cambridge University Press, Cambridge. 

 

78. Devika  Nadarajah Sharifah Latifah Syed A Kadir , (2016),"Measuring Business 

Process Management using business process orientation and process improvement 

initiatives", Business Process Management Journal, Vol. 22 Iss 6 pp. 

 

79. Dexter,  A.S.  Levi,  M.D.  and  Nault,  B.R., ( 2005).  International  Trade  and  the  

Connection between Excess Demand and Inflation. Review of International 

Economics, 13(4), pp. 699-708. 

http://www.juse.or.jp/deming_en/


 
 

320 
 
 

 

 

80. Diedré Möller ( 2017) Customer Service Expectations in Retail Banking in Africa A 

Study Report submitted to the Faculty of Commerce, Law and Management, 

University of the Witwatersrand, Johannesburg, in partial fulfilment of the 

requirements for the degree of Master of Business Administration. Johannesburg. 

 

81. Dijkstra, L. (1997), “An empirical interpretation of the EFQM framework”, European 

Journal of Work and Organizational Psychology, Vol. 6 No. 3, pp. 321-41. 

 

82. Dornbusch, R.   (1976 ). Expectations and exchange rate Dynamics.-  publication and 

economic policy. Tehran, Iran. The Journal of Political Economy, 84( 6), 1161-1176. 

 

83. Dow, D., Samson, D. and Ford, S. (1999), “Exploding the myth: do all quality 

management practices contribute to superior quality performance?”, Production and 

Operations Management, Vol. 8 No. 1, pp. 1-27. 

 

84. Dumas, M., van der Aalst, W. and Hofstede, A.T. (2005), Process-aware Information 

Systems: Bridging People and Software Through Process Technology, Wiley, 

Hoboken, NJ. 

 

85. Easton, G.S. and Jarrell, S.L. (1998), “The effects of total quality management on 

corporate performance: an empirical investigation”, Journal of Business, Vol. 71 No. 2, 

pp. 253-307. 

 

86. Economic Indicators of Sudan 1996 -2016  – Sudan Central Bearou  - Retrieved on 

September 2019 at 

:http://cbs.gov.sd//resources/uploads/files/Economics%20Indicators(3).pdf. 

 

87. Eftekhari, H. (2002). Evaluation performance Executive device. Development 

management, 58. 

 



 
 

321 
 
 

88. EFQM. (2013). The EFQM Excellence model. Retrieved from: www.efqm.org.  

EFQM: Home. EFQM [online]. 2018 [cit. 2018-11-13]. Retrieved 

from:http://www.efqm.org/en/. 

 

89. Eisenhardt, K.M. and Martin, J.A. (2000), “Dynamic capabilities: what are they?” 

Strategic Management Journal, Vol. 21 Nos 10/11, p. 1105. 

 

90. Eklof, J.A. and Westlund, A. (1998), "Customer satisfaction index and its role in 

quality management", Total Quality Management, Vol. 8 No. 1, pp. 1-27. 

 

91. Ellram, L.M. (1991), “Life-cycle patterns in industrial buyer-seller partnerships”, 

International Journal of Physical Distribution & Logistics Management, Vol. 21 No. 9, 

pp. 12-20. 

 

92. Eskildsen, J.K. and Kanji, G.K. (1998), “Identifying the vital few using the European 

foundation for quality management model”, Total Quality Management, Vol. 9 No. 

4/5, pp. S92-5. 

93. Eskildsen, J.K. and Dahlgaard, J.J. (2000), “A causal model for employee satisfaction”, 

TotalQuality Management, Vol. 11 No. 8, pp. 1081-94. 

 

94. Esquildsen, J.K., Kristensen, K. and Juhl, H.J. (2001), “The criterion weights of the 

EFQM Excellence model”, International Journal of Quality & Reliability Management, 

Vol. 18 No. 8, pp. 783-95. 

 

95. European Foundation for Quality Management (1999), EFQM Model for Business 

Excellence: Company Guidelines. 

 

96. Evans, J.R. and Jack, E.P. (2003), “Validating key results linkages in the Baldridge 

performance excellence model”, Quality Management Journal, Vol. 10 No. 2. 

 

97. Evans, J.R. (1997), “Critical linkages in the Baldrige award criteria: study models and 

educational challenges”, Quality Management Journal, Vol. 5 No. 1, pp. 13-30. 



 
 

322 
 
 

 

 

98. Fadić, F. (2008): Survey study: Croatian organizations and implementation of Business 

Excellence concepts, Proceedings of the 4th International Conference Enterprise 

Odyssey: Tourism- Governance and Entrepreneurship, Ekonomski fakultet Zagreb, 

Cavtat, 11-14 June, pp. 171-172. 

 

99. Fady Zain Elabdin , Hitham Awad, Wala Eden,  Shahid M Ebrahim ( 2011) Bangor 

University- UK ,  Paper published by , Studyh Gate Publication September 2011.  

https://www.studygate.net/publication/228202433. 

 

100. Faisal Bashir Musa ( 2015) ,The Effect of Quality Management Application (ISO 

9001/2008) on Improvement of Institutional Performance on Service Institutions 

(2010-2014), Case Study of Sudanese Customs Authority, PhD Study in Business 

Administration, Sudan University of Science and Technology, Khartoum, Sudan. 

 

 

101. Farida mahgoub (2014) - current status of agriculture andfuture challenges in Sudan- 

nordiska afrikainstitutet, Uppsala. 

 

102. FAO (2019) -   special report -FAO crop and food supply assessment - mission to the 

sudan  - 14 march 2019- ca3660en/1/03.19. 

 

103. Fiske, Abelson, R. P., Kinder, D. R., Peters, M. D, S. T. (1982). Affective and semantic 

components in political person perception. Journal of personality. 

 

104. GADD, K.W.,(19950. Business self-assessment. A strategic tool for building process 

robustness and achieving integrated management. Business Process Re-engineering & 

Management Journal. 1(3), 66-85. 

 

105. Garson, B. (2007). The Electronic Sweatshop: How Computers are Transforming the 

Office of the Future into the Factory of the Past, New York: Simon and Schuster. 

https://www.researchgate.net/publication/228202433


 
 

323 
 
 

 

106. Gaskin, J. (2012). Structural Equation Modelling in AMOS. YouTube Videos: 

Gaskinations. 

 

107. George, C., Cooper, F. and Douglas, A. (2003), “Implementing the EFQM excellence 

model in a local authority”, Managerial Auditing Journal, Vol. 18 Nos 1-2, pp. 122-

127. 

 

108. Ghobadian, A. and Gallear, D.N. (1996), "Total quality management in SMEs.", The 

International Journal of Management Science, Vol. 24 No. 1, pp. 83-106. 

 

109. Ghobadian, A. and Woo, H.S. (1996), “Characteristics, benefits and shortcomings of 

four major quality awards”, International Journal of Quality & Reliability 

Management, Vol. 13 No. 2, pp. 10-44. 

 

110. Glaser, B. G. & Strauss, A. L. (1967). The discovery of grounded theory: Strategies for 

qualitative study. Piscataway, New Jersey: Transaction. 

 

111. Glancey, K. (1998), “Determinants of growth and profitability in small entrepreneurial 

firms”, International Journal of Entrepreneurial Behavior and Study, Vol. 4 No. 1, pp. 

18-27. 

 

112. Goetsch, D.L. and Davis, S.B. (2006), Quality Management: Introduction to Total 

Quality Management for Production, Processing, and Services, Prentice-Hall Inc., 

Englewood Cliffs, NJ. 

 

113. Guillen, M. and Gonzalez, T.F. (2001), “The ethical dimension of managerial 

leadership: two illustrative case studies in TQM”, Journal of Business Ethics, Vol. 34 

Nos 3-4, pp. 175-89. 

 

114. Hair , Joseph F, Jr., William C. Black, Barry J. Babin, Rolph E. Anderson (2008) 

Multivariate Data Analysis, Pearson Prentice Hall. All rights reserved. 



 
 

324 
 
 

 

115. Hair, J. F., Anderson, R. E., Tatham, R. L. & William, C. (1998). Multivariate Data 

Analysis. New Jersey: Prentice Hall. 

 

116. Hammer, M. (2002), “Process management and the future of Six Sigma”, MIT Sloan 

Management Review, Vol. 43 No. 2, pp. 26-32. 

 

117. Hammer, M. and Champy, J. (1993), Reengineering the Corporation, Vol. 1, Collins, 

London. 

 

118. Handley, S. & Benton, W. (2012), “The influence of exchange hazards and power on 

opportunism in outsourcing relationships”, Journal of Operations Management, vol. 30, 

no. 1, pp. 55-68. 

 

119. Harmon, P. (2010), “Scope and evolution of business process management”, Handbook 

on Business Process Management, International Handbooks Information System, Part 

I, Vol. 1, Springer, Warren, MI, pp. 37-81. 

 

120. Harris, N Mark, Loundes, J., and Webster, E., (1999). Determinants of Household 

Savings in Australia , Melbourne Institution. Working Paper No. 22/99: Wily.    

 

121. Haron, Sudin (1997). Islamic banking rules and regulation ( Kuala Lumpur, 1997 ). 

 

122. Havnes, P.-A. and Senneseth, K. (2001), “A panel study of firm growth among SMEs 

in networks”, Small Business Economics, Vol. 16 No. 4, pp. 293-302. 

 

123. Headley, D.E. and Miller, S.J. (1993), “Measuring service quality and its relationship 

to future consumer behavior”, Journal of Health Care Marketing, Vol. 13 No. 4, pp. 32-

41. 

 



 
 

325 
 
 

124. Helfat, C.E., Finklestein, S., Mitchell, W., Peteraf, M.A., Singh, H., Teece, D.J., 

Winter, S.G., Dyer, J.and Kale, P. (2007), Dynamic Capabilities: Understanding 

Strategic Change in Organisations, Blackwell, Oxford. 

 

125. Hendricks, K.B. and Singhal, V.R. (1997), “Quality awards and the market value of the 

firm: an empirical investigation”, Management Science, Vol. 42 No. 3, pp. 415-436. 

 

126. Hendricks, K.B. and Singhal, V.R. (2001), “Firm characteristics, total quality 

management and financial performance”, Journal of Operations Management, Vol. 19 

No. 3, pp. 269-285. 

 

127. Henson, R. K. & Roberts, J. K. (2006). Use of Explaratory Factor Analysis in 

Published Study: Common Errors and Some Comment on Improved Practice. 

Educational and Psychological Measurement, 66(3): 393-416. 

 

128. Heras-Saizarbitoria, I., Casadesús, M. and Marimonc, F. (2011), “The impact of ISO 

9001 standard andthe EFQM model: the view of the assessors”, Total Quality 

Management & Business Excellence, Vol. 22 No. 2, pp. 197-218. 

 

129. Heras-Saizarbitoria, I., Casadesús, M. and Marimonc, F. (2011), “The impact of ISO 

9001 standard andthe EFQM model: the view of the assessors”, Total Quality 

Management & Business Excellence,Vol. 22 No. 2, pp. 197-218. 

 

130. Hiller, B. (1997) The Macroeconomic Debate. Oxford: Blackwell Publishers Ltd. 

 

131. Hillman, G.P.(,1994). Making Self-assessment successful. The TQM Magazine, 6(3), 

29-31. 

 

132. Hinkin and. Schriesheim (1989) the results of a test of the construct validity of the , 

scales based on the French and Raven. 

 



 
 

326 
 
 

133. Hongyi, S., Sapphire, L., Karis, H., Gertsen, F., Hansen, P. and Frick, J. (2004), “The 

trajectory of implementing ISO 9000 standards versus total quality management in 

Western Europe”, International Journal of Quality & Reliability Management, Vol. 21 

No. 2, pp. 131-153. 

 

134. Hrebiniak, L.G.( 2006), "Obstacles to Effective Strategy Implementation", 

Organizational Dynamics, vol. 35, no. 1, pp. 12-31. 

 

135. Hu, L.-T., & Bentler, P. M. (1995). Evaluating model fit. In R. H. Hoyle 

(Ed.), Structural equation modeling: Concepts, issues, and applications (pp. 76-99). 

Thousand Oaks, CA, US: Sage Publications, Inc. 

 

136. Huselid, M.A., Jackson, S.E. and Schuler, R.S. (1997), “Technical and strategic human 

resource management effectiveness as determinants of firm performance”, Academy of 

Management Journal, Vol. 40 No. 1, pp. 171-86. 

 

137. Ian brace, (2004) questionnaire design, how to plan, structure and write survey material 

for effective market study. kogan-page. london. 

 

138. Iles, P.A., Mabey, C. and Robertson, L.T. (1990), “HRM practices and employee 

commitment: possibilities, pitfall and paradoxes”, British Journal of Management, Vol. 

1, pp. 147-57. 

 

139. Imai, M., (1986), KAIZEN – The Key to Japans Competitive Success, The Kaizen 

Institute Ltd., London. 

 

140. IMF ( 2017)  country report no. 17/364 article iv consultation—press release; staff 

report; and statement by the executive director for sudan december 2017. 

 

141. Intagliata, J., Ulrich, D. and Smallwood, N. (2000), “Levering leadership competencies 

to produce leadership brand: creating distinctiveness by focusing on strategy and 

results”, Human Resource Planning, Vol. 23 No. 3. 



 
 

327 
 
 

 

142. Inshirah M.O. Elmaghrabi . Hoda A. Abdilgadir . Wisal M. Tingari, May (2015 ) 

International Journal of Engineering Sciences &  Study  . ISSN : 2277.9655. 

 

143. International Labor Organization, ( 2019 ) ILOSTAT database 

https://data.worldbank.org/indicator/SL.AGR.EMPL.ZS - Retrive date 9 September 

2019. 

 

144. Ishaq, M.I. (2012). Service Quality, Perceived Value, Corporate Image and Customer 

Loyalty in Telecommunication Sector of Pakistan. Serbian Journal of Management, 

7(1): 25-36. 

 

145. Ishikawa, K., (1990), Introduction to Quality Control, Chapman Hall, London. 

 

146. Jackson, S., (1999). Exploring the Possible Reasons Why the UK Government 

Commended the EFQM Excellence model as the Framework for Delivering 

Governance in the new NHS. International Journal of Health Care Quality Assurance. 

12(6), 244-253. 

 

147. Jackson, S., ( 2001). Successfully implementing total quality management tools within 

healthcare: what are the key actions? International Journal of Health Care Quality 

Assurance, 14(4), 157-163. 

 

148. Jeston, J. and Nelis, J. (2008), Management by Process: A Roadmap to Sustainable 

Business Process Management, Elsevier, Oxford. 

 

149. Jihoon Cho A ( 2016 ) (Essays on the Role of Customer Expectationin Service Markets 

by Jihoon Cho A dissertation submitted in partial fulfillment of the requirements for 

the degree of Doctor of Philosophy (Business Administration) in The University of 

Michigan . 

 

https://data.worldbank.org/indicator/SL.AGR.EMPL.ZS


 
 

328 
 
 

150. Jalil Totonchi (2011)- Macroeconomic Theories of Inflation- 2011 International 

Conference on Economics and Finance Study IPEDR vol.4 (2011) © (2011)IACSIT 

Press, Singapore -  Islamic Azad University, Yazd Branch, Department of Economics, 

Yazd, Iran. 

 

 

151. Johnson, M.D., Gustafson, A., Andreassen, T.W., Lervik, L. and Cha, J. (2001), “The 

evolution and future of national customer satisfaction indices”, Journal of Economic 

Psychology, Vol. 22 No. 2, pp. 217-45. 

 

152. Jonas Hansson, Henrik Eriksson, (2002) "The impact of TQM on financial 

performance", Measuring Business Excellence, Vol. 6 Issue: 4, pp.44-54. 

 

153. Jöreskog, K. G. & Sörbom, D. (1993). LISREL VI: Analysis of Linear Structural 

Relationships by Maximum Likelihood, Instrumental Variables, and Least Squares 

Methods. Scientific Software. 

 

154. Juran, J. M., (1989), Juran on leadership for quality, The Free Press, New York. 

 

 

155. Karatepe, O.,Yavas,U. and Babakus, E.(2005), “Measuring service quality of banks: 

scale development and validation”, Journal of Retailing and Consumer Services, Vol. 

12 No. 5, pp. 373-83. 

 

 

 

156. Kaynak, H. (2003), "The relationship between total quality management practices and 

their effects on firm performance", Journal of Operations Management, Vol. 21 No. 4, 

pp. 405-435. 

 

157. Kanji, G.K. and TAMBI, A.M.,( 2002) . Business Excellence in Higher Education. 

Chichester: Kingsham Press. 

https://www.emeraldinsight.com/author/Eriksson%2C+Henrik
https://www.emeraldinsight.com/author/Hansson%2C+Jonas


 
 

329 
 
 

 

158. Kaplan, R. S., & Norton, D. P (1996). The Balanced Scorecard: Translating Strategy 

into Action. Boston: HBS Press. 

 

159. Kenny, D. A., & McCoach, D. B. (2003). Effect of the number of variables on 

measures of fit in structural equation modeling. Structural Equation Modeling, 10, 333-

3511. 

 

160. Kenny, D. A. (2013). Moderator Variables. Psychology Bulletin, 3(2): 1170-1196. 

 

161. Kevin B. Hendricks, Vinod R. Singhal, (1997) Does Implementing an Effective TQM 

Program Actually Improve OperatingPerformance? Empirical Evidence from Firms 

That Have Won Quality Awards. Management Science 43(9):1258-1274.  

 

162. Kline, P. (1998). An Easy Guide to Factor Analysis. Routledge, Taylor and Francis 

Publishing: UK. 

 

163. Kline, R. B. (2005). Principles and Practice of Structural Equation Modelling, New 

York: The Guilford Press. 

 

164. Kilindo  A . L (1997 ( “Fiscal Operations, Monpp. 1Inflation in Tanzania,” African 

Economic Study Con-sortium, AERC Study Paper No. 65, Nairobi. 

 

165. . Kothari C.R (2004), Study Methodology, Methods and Techniques  , New Age 

International (P) Ltd, Publishers, New Delhi. 

 

 

166. Kotter, J.P. (1990), “What leaders really do”, Harvard Business Review, Vol. 68 No. 3, 

pp. 103-11. 

 



 
 

330 
 
 

 

167. Lam, S.Y., Lee, V.H., Ooi, K.B., & Lin, B. (2011). The relationship between TQM, 

learning orientation and market performance in service organisations: an empirical 

analysis. Total Quality Management & Business Excellence, 22(12): 1277-1297. 

 

168. Lambert, D.M., Emmelhainz, M.A. and Gardner, J.T. (1996), “Developing and 

implementing supply chain partnerships”, The International Journal of Logistics 

Management,Vol. 7 No. 2, pp.117. 

 

169. Lee, S.M., Rho, B.H. and Lee, S.G. (2003), “Impact of Malcolm Baldrige National 

Quality Award criteria on organizational quality performance”, International Journal of 

Production Study, Vol. 41 No. 9, pp. 2003-21. 

 

170. Leedy, P. and Ormrod, J. (2001) Practical Study Planning and Design. 7th Edition, 

Merrill Prentice Hall and SAGE Publications, Upper Saddle River, NJ. 

 

171. Lemke, F., Goffin, K. and Szwejczewski, M. (2003), “Investigating the meaning of 

supplier-manufacturer partnerships”, International Journal of Physical Distribution & 

Logistics Management, Vol. 33 No. 1, pp. 12-34. 

 

172. Leonard, D. and McAdam, R.,( 2002) . The role of the business excellence model in 

operational and strategic decision making. Management Decision. 40 (1), 17-25. 

 

173. Livsey, I. (1993), ``Growing through change, the best of the TQM 

Magazine'',Implementing Total QualityManagement, Vol. 4. 

 

174. Li, Y., Liu, Y., Li, M. & Wu, H.( 2008), “Transformational offshore outsourcing: 

empirical evidence from alliances in China”, Journal of Operations Management, vol. 

26, no. 2, pp. 257- 274. 

 

175. Mak, B.L., & Sockel, H. (2001). A confirmatory factor analysis of IS employee 

motivation and satisfaction. Information & Management, 38: 265-276. 



 
 

331 
 
 

 

176. Malcolm Baldrige National Quality Award (2007), Criteria for Performance 

Excellence, United States Department of Commerce, National Institute of Standards 

and Technology,Washington, DC. 

 

177. Mani, D., Barua, A. & Whinston, A. (2010), “An empirical analysis of the impact of 

information capabilities design on business process outsourcing performance”, MIS 

Quarterly, vol. 34, no. 1, pp. 39-62. 

 

178. Mann, R. (2011). Awareness and impact of business excellence in Asia. Total Quality 

Management & Business Excellence, 22 (12), 1237-1258. 

 

179. Marimon, F., Yaya, L.H.P., & Casadesus Fa, M. (2012). Impact of e-Quality an service 

recovery on loyalty: A study of ebanking in Spain. Total Quality Management& 

Business Excellence, 23(7-8): 769-787. 

 

180. Maslow, A. (1943). A Theory of Human Motivation. Psychological review, 50: 370-

396. 

 

181. Mathews, B.P., Ueno, A., Periera, Z.L., Silva, G., Kekal, T. and Repka, M. (2001), 

“Quality training: findings from a European survey”, The TQM Magazine, Vol. 13 No. 

1, pp. 61-71. 

 

182. Matsunaga, M. (2010). How to Factor-Analyse your Data Right: Do's, Don'ts, and 

How-To's. International Journal of Psychological Study, 3(1): 2011-2084. 

 

183. Medani M. Ahmed –( 2010 ) Global - Financial Crisis Discussion Series Paper 19: 

Sudan Phase 2 Overseas Development Institute. 

 

184. McAdam, R. and WELSH, W., (2000). A critical review of the business excellence 

model applied to further education colleges. Quality Assurance in Education, 8(3), 120-

130. 



 
 

332 
 
 

 

185. McCracken, M. and Wallace, M. (2000), “Towards a redefinition of strategic HRD”, 

Journal of European Industrial Training, Vol. 24 No. 5, pp. 281-90. 

 

186. McGee, J.E. (1993), “The convergence of total quality and work design”, Journal of 

Quality & Participation, Vol. 16 No. 2, pp. 90-6. 

 

187. Mentzer, J.T., Min, S. and Zacharia, Z.G. (2000), “The nature of interfirm partnering in 

suppy chain management”, Journal of Retailing, Vol. 76 No. 4, pp. 549-567. 

 

188. Moeller, J., Breinlinger-O’Reilly, J. and Elser, J. (2000), “Quality management in 

german health care-The EFQM Excellence model”, International Journal of Health 

Care Quality Assurance, Vol. 13 No. 6, pp. 254-8. 

 

189. Mohammad Alawin, (2017)  The University of Jordan and Kuwait University; 

Mohammad Oqaily, The University of Jordan.Revista Galega de Economia Vol. 26-3-

2017- 45current account balance, inflation, industry and sustainable development in 

jordanmohammad alawin*mohammad oqaily (1). 

 

190. Mohr, J. and Spekman, R. (1994), “Characteristics of partnership success: partnership 

attributes, communication behavior, and conflict resolution techniques”, Strategic 

Management Journal, Vol. 15 No. 2, pp. 135-150. 

 

191. Morgan, G. (2006), Images of Organisations, Sage, Thousand Oaks, CA. 

 

192. Morse, J. M. (1994). Designing funded qualitative study. In Denizin, N. K. & Lincoln, 

Y. S., Handbook of qualitative study (2nd Ed). Thousand Oaks, CA: Sage. 

 

193. Mubarak Dawood Sulaiman Hassan, (2014), Introduction to TQM and its impact on 

human resource development in Dal Group (Siga-Capo) 2010-2014. PhD in Business 

Administration, Sudan University of Science and Technology, Khartoum, Sudan. 

 



 
 

333 
 
 

194. Mumford, M.D., Zaccaro, S.J., Harding, F.D. and Jacobs, A. (2000), “Leadership skills 

for a changing world: solving complex social problems”, Leadership Quarterly, Vol. 11 

No. 1, pp. 11-35. 

 

195. Nabitz, U.W. and Klazinga, N.S. (1999), “EFQM approach and the Dutch quality 

award”, International Journal of Health Care Quality Assurance, Vol. 12 No. 2, pp. 65-

70. 

 

196. Naumann, E., Jackson, D.W. Jr. and Rosenbaum, M.S. (2001), "How to implement a 

customer satisfaction program", Business Horizons, Vol. 44 No. 1, pp. 177-207. 

 

197. Naylor, G. (1999), “Using the business excellence model to develop a strategy for a 

healthcare organisation”, International Journal of Health Care Quality Assurance, Vol. 

12 No. 2, pp. 37-44. 

 

198. Neely Andy, Chris Adams, Mike Kennerley  (2002) The Performance Prism: The 

Scorecard for Measuring and Managing Business Success - Pearson  Education  ISBN: 

0273653342, Financial Times/Prentice Hall UK. 

 

199. Nunnally, J.C. (1978) Psychometric theory. 2nd Edition, McGraw-Hill, New York.  

 

200. Oakland, J.S. and Oakland, S. (1998), “The links between people management, 

customer satisfaction and business results”, Total Quality Management, Vol. 9 Nos. 

4/5, pp. S185-91. 

 

201. O'BRIEN, J and O'HANLON, T.( 2000). Business excellence - the best thing ever. 

Quality World. 26(5), 16-19. 

 

202. Ole Friis, Jens Holmgren, Jacob Kjær Eskildsen, (2016) "A strategy model – better 

performance through improved strategy work", Journal of Modelling in Management, 

Vol. 11 Issue: 3, pp.742-762. 

 

https://www.emeraldinsight.com/author/Holmgren%2C+Jens
https://www.emeraldinsight.com/author/Friis%2C+Ole
https://www.emeraldinsight.com/author/Eskildsen%2C+Jacob+Kj%C3%A6r


 
 

334 
 
 

203. Ould, M.A. (1995), Business Processes: Modelling and Analysis for Re-engineering 

and Improvement, Wiley, Chichester. 

 

204. Pande, P.S., Neuman, R.P. and Cavanagh, R.R. (2000), The Six Sigma Way: How GE, 

Motorola, and Other Top Companies are Honing Their Performance, McGraw-Hill, 

New York, NY. 

 

205. Pannirselvam, G.P. and Ferguson, L.A. (2001), “A study of the relationships between 

the Baldrige categories”, International Journal of Quality and Reliability Management, 

Vol. 18 No. 1, pp. 14-34. 

 

206. Perles, G.S.M. (2002), “The ethical dimension of leadership in the programs of total 

quality management”, Journal of Business Ethics, Vol. 39 Nos 1-2, pp. 59-66. 

 

207. Peters, T. (1991), “The boundaries of business: partners – the rhetoric and reality”, 

Harvard Business Review, Vol. 69 No. 5, pp. 97-99. 

 

208. Peter, J. P. (1981). Construct validity: A review of basic issues and marketing 

practices. Journal of Marketing Study, 18(2), 133-145. http://dx.doi.org/10.2307. 

 

209. Pfeffer, J. (1994), Competitive Advantage through People. Unleashing the Power of the 

Workforce, Harvard Business School Press, Boston, MA. 

 

210. Porter, L. J. and Tanner, S.J( 1996). Assessing Business Excellence. Oxford: 

Butterworth- Heinemann. 

 

211. Porter, L .J. & Tanner, S. J., (1998), Assessing Business Excellence, Butterworth-

Heinemann, Oxford. 

 

212. Porter, M.E. (1980), Competitive Strategy: Techniques for Analyzing Industries and 

Competitors, the Free Press. 

http://dx.doi.org/10.2307


 
 

335 
 
 

 

213. Powell, T.C. (1995), “Total quality management as competitive advantage: a review 

and empirical study”, Strategic Management Journal, Vol. 16, pp. 15-37. 

 

214. PITT, D.J.(1999). Improving performance through self-assessment. International 

Journal of Health Care Quality Assurance, 12(2), 45-53. 

 

215. Prabhu, V., Appleby, A., Yarrow, D. and Mitchell, E. (2000), “The impact of ISO 9000 

and TQM on best practice/performance”, The TQM Magazine, Vol. 12 No. 2, pp. 84-

91. 

 

216. Prahalad, C. K. and Hamel, G. (1990), “The Core Competence of the corporation”. 

Harvard Business Review, May-June. 

 

217. Pricewaterhousecoopers, (2000). Report on the Evaluation of the Public Sector 

Excellence Programme. PriceWaterhouseCoopers. 

 

218. Quinn, J. B. (1978), “Strategic change: Logical incrementalism”. Sloan Management 

Review, vol.20,no.1, pp. 7-21. 

 

219. Rad, A.M.M. (2006), “The impact of organizational culture on the successful 

implementation of total quality management”, The TQM Magazine, Vol. 18 No. 6, pp. 

606-625. 

 

220. Raider, H.J. and Burt, R.S. (1996), “Boundaryless career and social capital”, The 

Boundaryless Career, Oxford University Press, New York, NY. 

 

221. Ranjit Kumar (2011) study methodology a step-by-step guide for beginners ,This third 

edition . SAGE Publications Ltd. London. 

 



 
 

336 
 
 

222. Raquel Gómez-López, Ana Maria Serrano-Bedia, María Concepción López-Fernández, 

(2019) "An exploratory study of the results of the implementation of EFQM in private 

Spanish firms", International Journal of Quality & Reliability Management, Vol. 36 

Issue: 3, pp.331-346. 

 

223. Regnér, P. (2008), "Strategy-as-practice and dynamic capabilities: Steps towards a 

dynamic view of strategy", Human Relations, vol. 61, no. 4, pp. 565-588. 

 

224. Reiner, G. (2002), “Analysis critical factors of company success based on the EFQM 

Excellence model”, Proceedings of the 7th World Congress for Total Quality 

Management, Verona (Italy)Vol. 2, pp. 361-6. 

 

225. Richardson, T. (2007). Why Focusing on Processes is the Holy Grail of Business 

Management. Management Services, 34-37. 

 

226. Reuters ( 2019) world news  - August 24, 2019 - Khalid Abdelaziz – retrieved on 23 

September at  https://www.reuters.com/article/us-sudan-protests-exclusive/exclusive-

sudan-needs-up-to-10-billion-in-aid-to-rebuild-economy-new-pm-says-

idUSKCN1VE0QZ. 

 

227. Rizwan Raheem Ahmed & Saghir Pervaiz Ghauri & Jolita Vveinhardt & Dalia 

Streimikiene, (2018). "An Empirical Analysis of Export, Import, and Inflation: A Case 

of Pakistan," Journal for Economic Forecasting, Institute for Economic Forecasting, 

vol. 0(3).  

 

228. Robertson, I.T., Iles, P.A., Gratton, L. and Sharpley, D. (1991), “The psychological 

impact of selection procedures on candidates”, Human Relations, Vol. 44, pp. 1963-82. 

 

229. Roscoe, J.T. (1975) Fundamental Study Statistics for the Behavioral Science, 

International Series in Decision Process, 2nd Edition, Holt, Rinehart and Winston, Inc., 

New York. 

 

https://ideas.repec.org/a/rjr/romjef/vy2018i3p117-130.html
https://www.emeraldinsight.com/author/G%C3%B3mez-L%C3%B3pez%2C+Raquel
https://ideas.repec.org/s/rjr/romjef.html
https://www.emeraldinsight.com/author/L%C3%B3pez-Fern%C3%A1ndez%2C+Mar%C3%ADa+Concepci%C3%B3n
https://www.emeraldinsight.com/author/Serrano-Bedia%2C+Ana+Maria
https://ideas.repec.org/a/rjr/romjef/vy2018i3p117-130.html
https://www.reuters.com/article/us-sudan-protests-exclusive/exclusive-sudan-needs-up-to-10-billion-in-aid-to-rebuild-economy-new-pm-says-idUSKCN1VE0QZ
https://www.reuters.com/article/us-sudan-protests-exclusive/exclusive-sudan-needs-up-to-10-billion-in-aid-to-rebuild-economy-new-pm-says-idUSKCN1VE0QZ
https://www.reuters.com/article/us-sudan-protests-exclusive/exclusive-sudan-needs-up-to-10-billion-in-aid-to-rebuild-economy-new-pm-says-idUSKCN1VE0QZ


 
 

337 
 
 

230. Russell, E. J., Christopher, C. R. & Emilija, D. (2011). Assessing the Impact of 

Common Method Variance on Higher Order Multidimensional Constructs. Journal of 

Applied Psychology, 96(2): 744-761. 

 

 

 

231. Sanam Shojaeipour Monfared1, Fetullah Akın/ The    Relationship    Between    

Exchage    Rates    and   Inflation: The Case of Iran European Journal of Sustainable 

Development (2017), 6, 4, 329-340  ISSN: 2239-5938 Doi: 

10.14207/ejsd.2017.v6n4p329. 

 

232. Sandberg, J. (2000), “Understanding human competence at work: an interpretive 

approach”, Academy of Management Journal, Vol. 43 No. 1, pp. 9-17. 

 

233. Schmidt , Judiesch, M, F. and  Mount, M. (1985), "An Improved Method for 

Estimating Utility", Journal of Human Resource Costing & Accounting, Vol. 1 No. 2, 

pp. 31-42. https://doi.org/10.1108/eb029029. 

 

234. Schroder, H.M. (1989), Managerial Competencies: The Key to Excellence, Kendall-

Hunt, Dubuque,IA. 

 

235. Schriesheim Kathleen J, Chester A.  .PowersTerri A.ScanduraClaudia 

C.GardinerMelenie J.Lankau (1993)  Improving construct measurement in 

management study: Comments and a quantitative approach for assessing the theoretical 

content adequacy of paper-and-pencil survey-type instruments,  Volume 19, Issue 

2, Summer 1993, Pages 385-417. 

 

236. Schroeder, R.G., Linderman, K., Liedtke, C. and Choo, A. (2008), “Six Sigma: 

definition and underlying theory”, Journal of Operations Management, Vol. 26, pp. 

536-54. 

 

237. Sekaran, U. (2003) Study Methods for Business A Skill-Building Approach. 4th 

Edition, John Wiley & Sons, New York. 

https://www.sciencedirect.com/science/article/pii/014920639390058U#!
https://www.sciencedirect.com/science/article/pii/014920639390058U#!
https://www.emerald.com/insight/search?q=MICHAEL%20K.%20MOUNT
https://www.sciencedirect.com/science/article/pii/014920639390058U#!
https://www.emerald.com/insight/publication/issn/1401-338X
https://doi.org/10.1108/eb029029
https://www.sciencedirect.com/science/journal/01492063/19/2
https://www.emerald.com/insight/search?q=MICHAEL%20K.%20JUDIESCH
https://www.sciencedirect.com/science/article/pii/014920639390058U#!
https://www.sciencedirect.com/science/article/pii/014920639390058U#!
https://www.sciencedirect.com/science/journal/01492063/19/2
https://www.emerald.com/insight/search?q=MICHAEL%20K.%20JUDIESCH
https://www.sciencedirect.com/science/article/pii/014920639390058U#!


 
 

338 
 
 

 

238. Sekaran, U. (2000) Study Methods for Business A Skill Business Approach. John 

Wiley & Sons, New York. 

 

239. Sever, K. (2007). The Power of Process Orientation. Quality Progress, 40(1), 46-52. 

 

240. Shergold k. and Reed, D.M., (1996). Striving for excellence: how self-assessment 

using the Business Excellence model can result in step improvements in all areas of 

business activity. The TQM Magazine 8(6), 48-52. 

 

241. Shertan, R. (2008). Learning to implement self-assessment based on EFQM model. 

Sixth International Conference on Management (In Persian). 

 

242. Schriesheim Kathleen , panel Chester A.  Kathleen J.PowersTerri A.ScanduraClaudia 

C.GardinerMelenie J.Lankau (1991) Improving construct measurement in management 

study: Comments and a quantitative approach for assessing the theoretical content 

adequacy of paper-and-pencil survey-type instruments https://doi.org/10.1016/0149-

2063(93)90058-U. 

 

243. Sireci, S. G. (1998). Gathering and analyzing content validity data. Educational 

Assessment, 5(4), 299-321. http://dx.doi.org/10.1207/s15326977ea0504_2. 

 

244. Sjoblom,  L.  (1995),  “An  analysis  of  quality  management  practices  –  technical  

tools  and management leadership”, Quality Management Journal, pp. 26-36, Winter. 

 

245. Slack, N., Chambers, S., Johnston, R. and Betts, A. (2006), Operations and Process 

Management – Principles and Practice for Strategic Impact, Vol. 1, Pearson Education 

Limited, Harlow. 

 

246. Sposito, V. A., Hand, M. L., & Skarpness, B. (1983). On the efficiency of using the 

sample kurtosis in selecting optimal lpestimators. Communications in Statistics-

simulation and Computation, 12(3), 265-272. 

https://www.sciencedirect.com/science/article/pii/014920639390058U#!
https://doi.org/10.1016/0149-2063(93)90058-U
https://www.sciencedirect.com/science/article/pii/014920639390058U#!
http://dx.doi.org/10.1207/s15326977ea0504_2
https://www.sciencedirect.com/science/article/pii/014920639390058U#!
https://www.sciencedirect.com/science/article/pii/014920639390058U#!
https://doi.org/10.1016/0149-2063(93)90058-U
https://www.sciencedirect.com/science/article/pii/014920639390058U#!
https://www.sciencedirect.com/science/article/pii/014920639390058U#!
https://www.sciencedirect.com/science/article/pii/014920639390058U#!
https://www.sciencedirect.com/science/article/pii/014920639390058U#!


 
 

339 
 
 

 

247. Spreitzer, G.M., McCall, M.W. Jr and Mahoney, J. (1997), “The early identification of 

international executive potential”, Journal of Applied Psychology, Vol. 82 No. 1, pp. 6-

29. 

 

248. Stahr, H., 2001. Developing a Culture of Quality within the United Kingdom 

Healthcare Srinidhi, B. (1998), ``Strategic quality management'', International Journal 

of Quality Science , Vol.3  System. International Journal of Health Care Quality 

Assurance. 14(4), 174-180. 

 

249. Steiger JH. (1990) Structural Model Evaluation and Modification: An Interval 

Estimation Approach. 1;25(2):173-80. doi: 10.1207/s15327906mbr2502_4.  

 

250. Steven  J.   Landefeld, Rosemary D. Marcuss , Carlos M. Gutierrez, Cynthia A. 

Glassman  (2007). Methodology Papers: U.S. National Income and Product Accounts. 

us department of commerce- us economics and statistics administration. 

 

251. Steven k. Thompson, (2012) Simon Fraser University, Sampling Third Edition 

Published by John Wiley & Sons, Inc., Hoboken, New Jersey. 

 

252. Tamimi, N. (1998), “A second-order factor analysis of critical TQM factors”, 

International Journalof Quality Science, Vol. 3 No. 1, pp. 71-9. 

 

253. Tari, J.J., Molina, J.F., & Castejon, J.L. (2007). The relationship between quality 

management practices and their effects on quality outcomes. European Journal of 

Operational Study, 183: 483-501. 

 

254. Teece, D.J., Pisano, G. and Shuen, A. (1997), "Dynamic Capabilities and Strategic 

Management", Strategic Management Journal, vol. 18, no. 7, pp. 509-533. 

 

 

https://www.ncbi.nlm.nih.gov/pubmed/26794479
https://www.ncbi.nlm.nih.gov/pubmed/26794479


 
 

340 
 
 

255. Tucker, L. R., & Lewis, C. (1970). A Reliability Coefficient for Maximum Likelihood 

Factor Analysis. Psychometrika, 38, 1-10. http://dx.doi.org/10.1007/BF02291170. 

 

256. Tummala, V.M.R. and Tang , C.L., (1996). Strategic quality management, Malcolm 

Baldrige and European quality awards and ISO 9000 certification. Core concepts and 

comparative analysis. International Journal of Quality & Reliability Management. 

13(4), 8-38. 

 

257. Ulrich, D., Zenger, J. and Smallwood, N. (2000), “The new leadership development”, 

Training & Development, Vol. 54 No. 3, pp. 22-7. 

 

258. Ulrich, D. (1997), “Measuring human resources: an overview of practice and 

prescription for results”, Human Resource Management, Vol. 36 No. 3, pp. 303-20. 

 

259. UNDP Update on Macroeconomic Developments in Sudan July, (2013) Khartoum, 

Sudan. 

 

260. Vaish , M. C. (2002) “Macroeconomics Theory,” 11th Edition, UBS Publishers’ PVT 

Ltd., New Delhi. 

 

261. Walgebah  (1973): “financial accounting”. New York, Harcourt braceJavonovich, Int, 

Page 429. 

 

262. Whittington, R. (2003), “The work of strategizing and organizing: For a practice 

perspective” Strategic Organization, vol. 1, no.1, pp. 117-125. 

 

263. Weick, K.E. (1996), “Enactment and the boundaryless career: organizing as we work”, 

in Arthur, M.B. and Rousseau, D.M. (Eds), The Boundaryless Career, Oxford 

University Press, New York, NY. 

 

264. WHO (2008)  Guidelines for investigation and Control Food borne disease outbreaks, 

World Health Organization Press , Geneva Switzerland. 

http://dx.doi.org/10.1007/BF02291170


 
 

341 
 
 

 

265. Wilson, D.D. and Collier, D.A. (2000), “An empirical investigation of the Malcolm 

Baldrige National Quality Award causal model”, Decision Sciences, Vol. 32 No. 2, pp. 

361-91. 

 

266. Winter, S.G. (2003), “Understanding dynamic capabilities”, Strategic Management 

Journal, Vol. 24 No. 10, p. 991. 

 

267. Winterton, J. and Winterton, R. (1996), “The business benefits of competence-based 

management development”, Department for Education and Employment, Study Series 

RS16, HMSO,London. 

 

268. World Bank data bank (2019)  – Retrieved on September 2 

https://databank.worldbank.org/home.aspx   

https://databank.worldbank.org/indicator/NY.GDP.PCAP.CD/1ff4a498/Popular-

Indicators. (Retrieved 25 September 2019)   

 

269. World Bank (2012), “Sudan”. Retrieved 08/09/2019 from 

https://databank.worldbank.org/indicator/NY.GDP.PCAP.CD/1ff4a498/Popular- 

Indicators#.  

 

270. Yang H, et al. (2007) Design and synthesis of compounds that extend yeast 

replicative lifespan. Aging Cell 6(1):35-43. 

 

271. Youndt, M.A., Snell, S.A., Dean, J.E. and Lepak, D.P. (1996), “Human resource 

management, manufacturing strategy and firm performance”, Academy of 

Management Journal, Vol. 39 No. 4, pp. 836-56. 

 

272. York, K.M. and Miree, C.E. (2004), “Causation or covariation: an empirical re-

examination of the linkbetween TQM and financial performance”, Journal of 

Operations Management, Vol. 22 No. 3, pp. 291-311. 

 

https://databank.worldbank.org/home.aspx
https://databank.worldbank.org/indicator/NY.GDP.PCAP.CD/1ff4a498/Popular-Indicators
https://databank.worldbank.org/home.aspx
https://databank.worldbank.org/indicator/NY.GDP.PCAP.CD/1ff4a498/Popular-Indicators
https://databank.worldbank.org/indicator/NY.GDP.PCAP.CD/1ff4a498/Popular-Indicators


 
 

342 
 
 

273. Zairi, M. (1997), “Business process management: a boundaryless approach to modern 

competitiveness”, Business Process Management Journal, Vol. 3 No. 1, pp. 64-80. 

 

274. Zeithaml, V.A., Berry, L.L. and Parasuraman, A. (1996), “The behavioral 

consequences of service quality”, Journal of Marketing, Vol. 60 No. 2, pp. 31-46. 

 

 

275. Zu, X., Fredendall, L.D. and Douglas, T.J. (2008), “The evolving theory of quality 

management: the role of Six Sigma”, Journal of Operations Management, Vol. 26, pp. 

630-5. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

343 
 
 

Appendixes. 

1. The questionnaire.  
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Source: prepared by researcher   (2019). 
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2. Translation of the questionnaire to Arabic language. 
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Source: prepared by researcher   (2019). 
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3. EFQM excellence model criteria used in this study. 
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Source: EFQM Model (2013). 
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4. Macro-Economic indicators of Sudan 1979/80-1994/95. 

 

• Source: Sudan Central Bureau of Statistics web page. Retrieved on 

September 2019 at:   

http://cbs.gov.sd//resources/uploads/files/Economics%20Indicators(3).pdf 
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 Source: Sudan Central Bureau of Statistics  officialweb page. Retrieved on 

September 2019 at :   

http://cbs.gov.sd//resources/uploads/files/Economics%20Indicators(3).pdf 
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5. Sudan consumer price index and inflation rates for the period 

1970 – 2017. 

 

•Source: Sudan Central Bureau of Statistics official web page. Retrieved on 

September 2019 at:    

http://cbs.gov.sd//resources/uploads/files/consumer%20price%20index%20and%20In

flation%20rates1970%20-%202017.pdf  
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6. Exchange rate of Sudanese Pound against US dollar for the period 

Jan.2016 to Mar.2019. 

 

 Source: Central Bank of Sudan official web page  - Retrieve on September 

2019 at  : 

https://cbos.gov.sd/sites/default/files/%D8%A7%D9%84%D8%B9%D8%B1%D8%

B6%20%D8%A7%D9%84%D8%A7%D9%82%D8%AA%D8%B5%D8%A7%D8%

AF%D9%8A%20%D8%A7%D9%84%D8%B1%D8%A8%D8%B9%20%D8%A7%

D9%84%D8%A7%D9%88%D9%84-2019%20%281%29_0.pdf 
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7. Total Banks finance over total deposits for the period 2016 to 2018.    

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Central Bank of Sudan official web page www.cbos.gov.sd -Retrieve on 

September 2019 at https://cbos.gov.sd/sites/default/files/12-2018.pdf 
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8. Inflation rate for the year ended December 2018.  

 

 

Source: Central Bank of Sudan official web page www.cbos.gov.sd -Retrieve on 

September 2019 at https://cbos.gov.sd/sites/default/files/12-2018.pdf 
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9. Sudan trade balance during the period 2007-2018. 

 

 

Source: Central Bank of Sudan official web page www.cbos.gov.sd -Retrieve on 

September 2019 at   

  https://cbos.gov.sd/sites/default/files/digest-q4-2018.pdf 
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10.  SPSS output 

EFA for dependent variables (DV)    (A). 

 

KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .943 

Bartlett's Test of Sphericity Approx. Chi-Square 5693.104 

df 300 

Sig. .000 

 

 

Communalities 

 Initial Extraction 

The management of your bank considered the ideas 

and proposals of the employees when making 

decisions. 

1.000 .553 

The management of your bank is keen to solve and 

address the obstacles facing employees. 

1.000 .664 

The management of your bank considered the 

academic qualifications, years of experience and the 

performance indicators when appointing or promoting 

employees. 

1.000 .664 

Your bank promotes a culture of appreciation for 

individuals and teams. 

1.000 .677 

Your bank works to ensure a healthy and balanced 

work environment. 

1.000 .663 

Your bank works to ensure mutual care between 

employees and the institution. 

1.000 .644 

Your bank is supporting staff mobility systems that take 

into account employee stability. 

1.000 .609 

In your Bank There is a job description that takes into 

consideration the required skills, and is reviewed 

periodically. 

1.000 .575 
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Your bank continuously seeks to improve 

communication and collaboration effectiveness among 

employees. 

1.000 .744 

Your bank aligns employee's personal goals with the 

team and the organization's goals. 

1.000 .740 

When there is a problem with your customers, your 

bank employees are genuinely interested in resolving 

it. 

1.000 .492 

Your bank staff provide the banking services at the 

required speed as per your customers' expectations. 

1.000 .593 

Your bank staff are always ready to help their 

customers. 

1.000 .653 

The behavior of your bank employees support 

customer's confidence. 

1.000 .677 

Customers feel secure in their dealings with your Bank. 1.000 .699 

Your Bank has convenient operating hours for all its 

customers. 

1.000 .461 

Your Bank has employees who give the required 

attention to their customers. 

1.000 .659 

Your Bank employees recognize the specific needs of 

their customers. 

1.000 .619 

Customers of your bank have loyalty to it, due to the 

high level of services provided. 

1.000 .547 

Your bank adopt financial and operational strategies to 

support the overall strategy and ensure financial 

flexibility 

1.000 .604 

Your bank adopt financial governance, designed for all 

appropriate levels in your organization. 

1.000 .628 

Your bank allocate resources to meet long-term needs 

rather than focusing on short-term profit, while 

acquiring and enhancing competitiveness in 

appropriate fields. 

1.000 .589 
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Your bank reviews the success of its financial plan 

based on the financial outputs of the activity, the 

impressions of shareholders, the financial performance 

against the budget, the volume of the main products 

and the results of the main operations. 

1.000 .634 

Leaders in your bank develop a range of financial 

outcomes in line with shareholders expectations. 

1.000 .732 

The leaders in your bank put the appropriate scientific 

reference to find a balanced formula that takes into 

account the human requirements on one hand and the 

preservation of the environment, achievement of profits 

on the other hand. 

1.000 .672 

Extraction Method: Principal Component Analysis. 

 

 

 

Total Variance Explained 

Component 

Initial Eigenvalues Extraction Sums of Squared Loadings 

Rotation 

Sums of 

Squared 

Loadingsa 

Total 

% of 

Variance 

Cumulative 

% Total 

% of 

Variance 

Cumulative 

% Total 

1 11.576 46.305 46.305 11.576 46.305 46.305 9.608 

2 2.797 11.188 57.493 2.797 11.188 57.493 8.420 

3 1.415 5.660 63.152 1.415 5.660 63.152 8.616 

4 1.104 4.415 67.567     

5 .779 3.116 70.684     

6 .652 2.608 73.291     

7 .623 2.490 75.782     

8 .562 2.248 78.030     

9 .533 2.130 80.160     

10 .507 2.029 82.189     

11 .446 1.785 83.974     
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12 .421 1.686 85.660     

13 .394 1.576 87.236     

14 .374 1.494 88.731     

15 .357 1.430 90.160     

16 .332 1.326 91.487     

17 .309 1.236 92.723     

18 .305 1.221 93.944     

19 .268 1.071 95.015     

20 .256 1.024 96.039     

21 .234 .938 96.977     

22 .220 .880 97.857     

23 .200 .802 98.658     

24 .183 .734 99.392     

25 .152 .608 100.000     

Extraction Method: Principal Component Analysis. 

a. When components are correlated, sums of squared loadings cannot be added to obtain a total variance. 

 

Component Matrixa 

 

Component 

1 2 3 

The management of your bank considered the 

ideas and proposals of the employees when 

making decisions. 

.593   

The management of your bank is keen to solve 

and address the obstacles facing employees. 

.689   

The management of your bank considered the 

academic qualifications, years of experience 

and the performance indicators when 

appointing or promoting employees. 

.704   

Your bank promotes a culture of appreciation 

for individuals and teams. 

.747   

Your bank works to ensure a healthy and 

balanced work environment. 

.759   

Your bank works to ensure mutual care 

between employees and the institution. 

.748   
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Your bank is supporting staff mobility systems 

that take into account employee stability. 

.697   

In your Bank There is a job description that 

takes into consideration the required skills, and 

is reviewed periodically. 

.676   

Your bank continuously seeks to improve 

communication and collaboration effectiveness 

among employees. 

.770   

Your bank aligns employee's personal goals 

with the team and the organization's goals. 

.763   

When there is a problem with your customers, 

your bank employees are genuinely interested 

in resolving it. 

.636   

Your bank staff provide the banking services at 

the required speed as per your customers' 

expectations. 

.665   

Your bank staff are always ready to help their 

customers. 

.647   

The behavior of your bank employees support 

customer's confidence. 

.617 .532  

Customers feel secure in their dealings with 

your Bank. 

.597 .550  

Your Bank has convenient operating hours for 

all its customers. 

.635   

Your Bank has employees who give the 

required attention to their customers. 

.626   

Your Bank employees recognize the specific 

needs of their customers. 

.631   

Customers of your bank have loyalty to it, due 

to the high level of services provided. 

.650   

Your bank adopt financial and operational 

strategies to support the overall strategy and 

ensure financial flexibility 

.672   
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Your bank adopt financial governance, 

designed for all appropriate levels in your 

organization. 

.668   

Your bank allocate resources to meet long-

term needs rather than focusing on short-term 

profit, while acquiring and enhancing 

competitiveness in appropriate fields. 

.618   

Your bank reviews the success of its financial 

plan based on the financial outputs of the 

activity, the impressions of shareholders, the 

financial performance against the budget, the 

volume of the main products and the results of 

the main operations. 

.696   

Leaders in your bank develop a range of 

financial outcomes in line with shareholders 

expectations. 

.738   

The leaders in your bank put the appropriate 

scientific reference to find a balanced formula 

that takes into account the human 

requirements on one hand and the 

preservation of the environment , achievement 

of profits on the other hand. 

.718   

Extraction Method: Principal Component Analysis. 

a. 3 components extracted. 

 

 

Pattern Matrixa 

 

Component 

1 2 3 

The management of your bank considered the 

ideas and proposals of the employees when 

making decisions. 

.838   

The management of your bank is keen to solve 

and address the obstacles facing employees. 

.883   
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The management of your bank considered the 

academic qualifications, years of experience and 

the performance indicators when appointing or 

promoting employees. 

.765   

Your bank promotes a culture of appreciation for 

individuals and teams. 

.778   

Your bank works to ensure a healthy and 

balanced work environment. 

.745   

Your bank works to ensure mutual care between 

employees and the institution. 

.734   

Your bank is supporting staff mobility systems that 

take into account employee stability. 

.726   

In your Bank There is a job description that takes 

into consideration the required skills, and is 

reviewed periodically. 

.713   

Your bank continuously seeks to improve 

communication and collaboration effectiveness 

among employees. 

.853   

Your bank aligns employee's personal goals with 

the team and the organization's goals. 

.834   

When there is a problem with your customers, 

your bank employees are genuinely interested in 

resolving it. 

 .549  

Your bank staff provide the banking services at 

the required speed as per your customers' 

expectations. 

 .708  

Your bank staff are always ready to help their 

customers. 

 .783  

The behavior of your bank employees support 

customer's confidence. 

 .854  

Customers feel secure in their dealings with your 

Bank. 

 .916  

Your Bank has convenient operating hours for all 

its customers. 

 .524  
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Your Bank has employees who give the required 

attention to their customers. 

 .846  

Your Bank employees recognize the specific 

needs of their customers. 

 .791  

Customers of your bank have loyalty to it, due to 

the high level of services provided. 

 .666  

Your bank adopt financial and operational 

strategies to support the overall strategy and 

ensure financial flexibility 

  .739 

Your bank adopt financial governance, designed 

for all appropriate levels in your organization. 

  .770 

Your bank allocate resources to meet long-term 

needs rather than focusing on short-term profit, 

while acquiring and enhancing competitiveness in 

appropriate fields. 

  .812 

Your bank reviews the success of its financial 

plan based on the financial outputs of the activity, 

the impressions of shareholders, the financial 

performance against the budget, the volume of 

the main products and the results of the main 

operations. 

  .726 

Leaders in your bank develop a range of financial 

outcomes in line with shareholders expectations. 

  .818 

The leaders in your bank put the appropriate 

scientific reference to find a balanced formula that 

takes into account the human requirements on 

one hand and the preservation of the environment 

, achievement of profits on the other hand. 

  .762 

Extraction Method: Principal Component Analysis.  

 Rotation Method: Promax with Kaiser Normalization.a 

a. Rotation converged in 5 iterations. 
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Structure Matrix 

 

Component 

1 2 3 

The management of your bank considered the 

ideas and proposals of the employees when 

making decisions. 

.734   

The management of your bank is keen to solve and 

address the obstacles facing employees. 

.803   

The management of your bank considered the 

academic qualifications, years of experience and 

the performance indicators when appointing or 

promoting employees. 

.803  .578 

Your bank promotes a culture of appreciation for 

individuals and teams. 

.821  .564 

Your bank works to ensure a healthy and balanced 

work environment. 

.804 .512 .540 

Your bank works to ensure mutual care between 

employees and the institution. 

.792 .506 .530 

Your bank is supporting staff mobility systems that 

take into account employee stability. 

.775  .555 

In your Bank There is a job description that takes 

into consideration the required skills, and is 

reviewed periodically. 

.754  .534 

Your bank continuously seeks to improve 

communication and collaboration effectiveness 

among employees. 

.862  .557 

Your bank aligns employee's personal goals with 

the team and the organization's goals. 

.858  .582 

When there is a problem with your customers, your 

bank employees are genuinely interested in 

resolving it. 

 .679 .534 

Your bank staff provide the banking services at the 

required speed as per your customers' 

expectations. 

 .765  
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Your bank staff are always ready to help their 

customers. 

 .804 .508 

The behavior of your bank employees support 

customer's confidence. 

 .818  

Customers feel secure in their dealings with your 

Bank. 

 .828  

Your Bank has convenient operating hours for all 

its customers. 

 .652  

Your Bank has employees who give the required 

attention to their customers. 

 .810  

Your Bank employees recognize the specific needs 

of their customers. 

 .787  

Customers of your bank have loyalty to it, due to 

the high level of services provided. 

 .731  

Your bank adopt financial and operational 

strategies to support the overall strategy and 

ensure financial flexibility 

.504  .775 

Your bank adopt financial governance, designed 

for all appropriate levels in your organization. 

.559  .785 

Your bank allocate resources to meet long-term 

needs rather than focusing on short-term profit, 

while acquiring and enhancing competitiveness in 

appropriate fields. 

  .764 

Your bank reviews the success of its financial plan 

based on the financial outputs of the activity, the 

impressions of shareholders, the financial 

performance against the budget, the volume of the 

main products and the results of the main 

operations. 

.501 .552 .787 
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Leaders in your bank develop a range of financial 

outcomes in line with shareholders expectations. 

.587  .854 

The leaders in your bank put the appropriate 

scientific reference to find a balanced formula that 

takes into account the human requirements on one 

hand and the preservation of the environment , 

achievement of profits on the other hand. 

.563 .504 .818 

Extraction Method: Principal Component Analysis.  

 Rotation Method: Promax with Kaiser Normalization. 

 

 

Component Correlation Matrix 

Component 1 2 3 

1 1.000 .500 .643 

2 .500 1.000 .580 

3 .643 .580 1.000 

Extraction Method: Principal Component Analysis.   

 Rotation Method: Promax with Kaiser Normalization. 

 

 

 

 

Source: prepared by researcher  from data (2019). 
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EFA for independent variables (B). 

KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .941 

Bartlett's Test of Sphericity Approx. Chi-Square 4846.800 

df 300 

Sig. .000 

 

 

Communalities 

 Initial Extraction 

Leaders in your Bank develop the mission, vision, values 

and ethics. 

1.000 .654 

Leaders in your Bank monitor, review and drive the 

improvement of the organization’s management system 

and performance. 

1.000 .714 

Leaders in your Bank deliver high levels of stakeholder 

confidence by adopting effective mechanisms to 

understand future scenarios. 

1.000 .697 

Leaders in your Bank anticipate and respond to the 

different needs and expectations of their key stakeholders.  

Promote culture of trust, ethics and transparency. 

1.000 .680 

Leaders in your Bank reinforce a culture of excellence, 

involvement   , empowerment, accountability and 

improvement among the employees. 

1.000 .637 

Leaders in your Bank ensure that the organization is 

flexible and changes are managed effectively. 

1.000 .670 
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Strategy of your bank is based on understanding the needs 

and expectations of both stakeholders and the external 

Environment. 

1.000 .715 

Strategy of your bank is based on understanding internal 

performance and capabilities. 

1.000 .669 

When developing a strategy, your bank ensures that 

financial and technical resources are available. 

1.000 .684 

When developing a strategy, your bank will ensure that 

clear objectives are developed which based on the 

understanding of markets and opportunities. 

1.000 .691 

Your Bank adopt employee’s   Innovations systems with 

fairness and equal opportunities. 

1.000 .658 

Your Bank develop the  employees' knowledge, capabilities 

and improve the required talent to maximize their 

contribution in achieving the declared mission and vision 

1.000 .656 

Your bank is empowering employees and harnessing their 

full potential in a form of real partnership via an ideal 

delegation system. 

1.000 .755 

Your bank promotes a culture of innovation across 

enterprise systems, enabling employees to respond quickly 

to the challenges they face. 

1.000 .804 

Your bank promotes knowledge sharing to ensure 

employees understand and demonstrate their contribution 

to the organization's continued success. 

1.000 .715 
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Your Bank establish appropriate networks to enable 

identifying potential partnerships opportunities to 

capabilities and ability to generate additional stakeholder 

value. 

1.000 .545 

Your Bank evaluate, select and validate investment in 

assets with respecting their long- term economic, societal 

and ecological effects. 

1.000 .542 

Your Bank use strategies, policies and processes for 

managing buildings, equipment and materials in a financial 

and environmentally sustainable way. 

1.000 .571 

Your Bank Minimize its local and global environmental 

impact, including setting challenging goals for meeting 

legal standards and economic, environmental and social. 

1.000 .562 

Your Bank Manage a technology portfolio that supports the 

organization’s overall strategy to improve the agility of 

processes and change. 

1.000 .648 

Your Bank managed Information and knowledge to support 

effective decision making and to build the organization’s 

capability. 

1.000 .635 

Products and services of your bank developed by engaging 

customers as much as possible in the development and 

innovation of new services, products and experiences. 

1.000 .634 
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Your bank promote and market products and services 

effectively by identifying the different groups of customers, 

current and potential. 

1.000 .770 

Your Bank Produce and deliver products and services to 

meet, or exceed, customer needs and expectations while 

managing these products and services throughout their life 

cycle. 

1.000 .739 

Your Bank managed and enhanced Customer relationships 

through building and maintain continues dialogue with 

customers, based on Openness and transparency 

1.000 .637 

Extraction Method: Principal Component Analysis. 

 

 

 

 

Total Variance Explained 

Component 

Initial Eigenvalues Extraction Sums of Squared Loadings 

Rotation Sums 

of Squared 

Loadingsa 

Total % of Variance Cumulative % Total % of Variance Cumulative % Total 

1 11.178 44.711 44.711 11.178 44.711 44.711 7.986 

2 1.652 6.610 51.321 1.652 6.610 51.321 8.663 

3 1.384 5.537 56.857 1.384 5.537 56.857 7.086 

4 1.310 5.239 62.096 1.310 5.239 62.096 6.965 

5 1.157 4.627 66.723 1.157 4.627 66.723 7.077 

6 .737 2.947 69.670     

7 .685 2.741 72.411     

8 .672 2.686 75.097     

9 .621 2.483 77.581     

10 .553 2.210 79.791     

11 .476 1.904 81.696     
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12 .464 1.855 83.551     

13 .459 1.836 85.387     

14 .439 1.757 87.144     

15 .409 1.636 88.780     

16 .373 1.494 90.274     

17 .355 1.421 91.695     

18 .320 1.280 92.975     

19 .299 1.194 94.169     

20 .289 1.157 95.326     

21 .278 1.112 96.439     

22 .266 1.063 97.502     

23 .242 .970 98.472     

24 .201 .804 99.276     

25 .181 .724 100.000     

Extraction Method: Principal Component Analysis. 

a. When components are correlated, sums of squared loadings cannot be added to obtain a total variance. 

 

 

 

 

 

Component Matrixa 

 

Component 

1 2 3 4 5 

Leaders in your Bank develop the 

mission, vision, values and ethics. 

.631     

Leaders in your Bank monitor, 

review and drive the improvement of 

the organization’s management 

system and performance. 

.644     

Leaders in your Bank deliver high 

levels of stakeholder confidence by 

adopting effective mechanisms to 

understand future scenarios. 

.710     
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Leaders in your Bank anticipate and 

respond to the different needs and 

expectations of their key 

stakeholders.  Promote culture of 

trust, ethics and transparency. 

.715     

Leaders in your Bank reinforce a 

culture of excellence, involvement   , 

empowerment, accountability and 

improvement among the employees. 

.730     

Leaders in your Bank ensure that the 

organization is flexible and changes 

are managed effectively. 

.724     

Strategy of your bank is based on 

understanding the needs and 

expectations of both stakeholders 

and the external Environment. 

.651     

Strategy of your bank is based on 

understanding internal performance 

and capabilities. 

.663     

When developing a strategy, your 

bank ensures that financial and 

technical resources are available. 

.647     

When developing a strategy, your 

bank will ensure that clear objectives 

are developed which based on the 

understanding of markets and 

opportunities. 

.706     

Your Bank adopt employee’s   

Innovations systems with fairness 

and equal opportunities. 

.734     

Your Bank develop the  employees' 

knowledge, capabilities and improve 

the required talent to maximize their 

contribution in achieving the 

declared mission and vision 

.712     
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Your bank is empowering employees 

and harnessing their full potential in 

a form of real partnership via an 

ideal delegation system. 

.753     

Your bank promotes a culture of 

innovation across enterprise 

systems, enabling employees to 

respond quickly to the challenges 

they face. 

.764     

Your bank promotes knowledge 

sharing to ensure employees 

understand and demonstrate their 

contribution to the organization's 

continued success. 

.716     

Your Bank establish appropriate 

networks to enable identifying 

potential partnerships opportunities 

to capabilities and ability to generate 

additional stakeholder value. 

.625     

Your Bank evaluate, select and 

validate investment in assets with 

respecting their long- term economic, 

societal and ecological effects. 

.551     

Your Bank use strategies, policies 

and processes for managing 

buildings, equipment and materials 

in a financial and environmentally 

sustainable way. 

.522 .503    

Your Bank Minimize its local and 

global environmental impact, 

including setting challenging goals 

for meeting legal standards and 

economic, environmental and social. 

.570     

Your Bank Manage a technology 

portfolio that supports the 

organization’s overall strategy to 

improve the agility of processes and 

change. 

.616     
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Your Bank managed Information and 

knowledge to support effective 

decision making and to build the 

organization’s capability. 

.669     

Products and services of your bank 

developed by engaging customers 

as much as possible in the 

development and innovation of new 

services, products and experiences. 

.649     

Your bank promote and market 

products and services effectively by 

identifying the different groups of 

customers, current and potential. 

.645  -.582-   

Your Bank Produce and deliver 

products and services to meet, or 

exceed, customer needs and 

expectations while managing these 

products and services throughout 

their life cycle. 

.645  -.538-   

Your Bank managed and enhanced 

Customer relationships through 

building and maintain continues 

dialogue with customers, based on 

Openness and transparency 

.655     

Extraction Method: Principal Component Analysis. 

a. 5 components extracted. 
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Pattern Matrixa 

 

Component 

1 2 3 4 5 

Leaders in your Bank develop the 

mission, vision, values and ethics. 

.849     

Leaders in your Bank monitor, 

review and drive the improvement of 

the organization’s management 

system and performance. 

.871     

Leaders in your Bank deliver high 

levels of stakeholder confidence by 

adopting effective mechanisms to 

understand future scenarios. 

.765     

Leaders in your Bank anticipate and 

respond to the different needs and 

expectations of their key 

stakeholders.  Promote culture of 

trust, ethics and transparency. 

.730     

Leaders in your Bank reinforce a 

culture of excellence, involvement   , 

empowerment, accountability and 

improvement among the employees. 

.566     

Leaders in your Bank ensure that the 

organization is flexible and changes 

are managed effectively. 

.660     

Strategy of your bank is based on 

understanding the needs and 

expectations of both stakeholders 

and the external Environment. 

    .836 

Strategy of your bank is based on 

understanding internal performance 

and capabilities. 

    .670 

When developing a strategy, your 

bank ensures that financial and 

technical resources are available. 

    .805 
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When developing a strategy, your 

bank will ensure that clear objectives 

are developed which based on the 

understanding of markets and 

opportunities. 

    .709 

Your Bank adopt employee’s   

Innovations systems with fairness 

and equal opportunities. 

 .711    

Your Bank develop the  employees' 

knowledge, capabilities and improve 

the required talent to maximize their 

contribution in achieving the 

declared mission and vision 

 .733    

Your bank is empowering employees 

and harnessing their full potential in 

a form of real partnership via an 

ideal delegation system. 

 .852    

Your bank promotes a culture of 

innovation across enterprise 

systems, enabling employees to 

respond quickly to the challenges 

they face. 

 .901    

Your bank promotes knowledge 

sharing to ensure employees 

understand and demonstrate their 

contribution to the organization's 

continued success. 

 .860    

Your Bank establish appropriate 

networks to enable identifying 

potential partnerships opportunities 

to capabilities and ability to generate 

additional stakeholder value. 

  .604   

Your Bank evaluate, select and 

validate investment in assets with 

respecting their long- term economic, 

societal and ecological effects. 

  .735   
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Your Bank use strategies, policies 

and processes for managing 

buildings, equipment and materials 

in a financial and environmentally 

sustainable way. 

  .787   

Your Bank Minimize its local and 

global environmental impact, 

including setting challenging goals 

for meeting legal standards and 

economic, environmental and social. 

  .738   

Your Bank Manage a technology 

portfolio that supports the 

organization’s overall strategy to 

improve the agility of processes and 

change. 

  .757   

Your Bank managed Information and 

knowledge to support effective 

decision making and to build the 

organization’s capability. 

  .616   

Products and services of your bank 

developed by engaging customers 

as much as possible in the 

development and innovation of new 

services, products and experiences. 

   .719  

Your bank promote and market 

products and services effectively by 

identifying the different groups of 

customers, current and potential. 

   .897  

Your Bank Produce and deliver 

products and services to meet, or 

exceed, customer needs and 

expectations while managing these 

products and services throughout 

their life cycle. 

   .866  
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Your Bank managed and enhanced 

Customer relationships through 

building and maintain continues 

dialogue with customers, based on 

Openness and transparency 

   .721  

Extraction Method: Principal Component Analysis.  

 Rotation Method: Promax with Kaiser Normalization.a 

a. Rotation converged in 6 iterations. 

 

 

 

Structure Matrix 

 

Component 

1 2 3 4 5 

Leaders in your Bank develop the 

mission, vision, values and ethics. 

.801     

Leaders in your Bank monitor, 

review and drive the improvement of 

the organization’s management 

system and performance. 

.819    .530 

Leaders in your Bank deliver high 

levels of stakeholder confidence by 

adopting effective mechanisms to 

understand future scenarios. 

.825 .596    

Leaders in your Bank anticipate and 

respond to the different needs and 

expectations of their key 

stakeholders.  Promote culture of 

trust, ethics and transparency. 

.803 .515 .538 .512  

Leaders in your Bank reinforce a 

culture of excellence, involvement   , 

empowerment, accountability and 

improvement among the employees. 

.758 .663    

Leaders in your Bank ensure that the 

organization is flexible and changes 

are managed effectively. 

.795 .631  .513  
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Strategy of your bank is based on 

understanding the needs and 

expectations of both stakeholders 

and the external Environment. 

 .502   .842 

Strategy of your bank is based on 

understanding internal performance 

and capabilities. 

.545 .597   .777 

When developing a strategy, your 

bank ensures that financial and 

technical resources are available. 

    .821 

When developing a strategy, your 

bank will ensure that clear objectives 

are developed which based on the 

understanding of markets and 

opportunities. 

 .578  .501 .816 

Your Bank adopt employee’s   

Innovations systems with fairness 

and equal opportunities. 

.575 .801  .532  

Your Bank develop the  employees' 

knowledge, capabilities and improve 

the required talent to maximize their 

contribution in achieving the 

declared mission and vision 

.512 .796  .546 .522 

Your bank is empowering employees 

and harnessing their full potential in 

a form of real partnership via an 

ideal delegation system. 

.513 .866  .517 .548 

Your bank promotes a culture of 

innovation across enterprise 

systems, enabling employees to 

respond quickly to the challenges 

they face. 

.535 .886 .568   

Your bank promotes knowledge 

sharing to ensure employees 

understand and demonstrate their 

contribution to the organization's 

continued success. 

 .839   .525 
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Your Bank establish appropriate 

networks to enable identifying 

potential partnerships opportunities 

to capabilities and ability to generate 

additional stakeholder value. 

 .525 .709   

Your Bank evaluate, select and 

validate investment in assets with 

respecting their long- term economic, 

societal and ecological effects. 

  .725   

Your Bank use strategies, policies 

and processes for managing 

buildings, equipment and materials 

in a financial and environmentally 

sustainable way. 

  .740   

Your Bank Minimize its local and 

global environmental impact, 

including setting challenging goals 

for meeting legal standards and 

economic, environmental and social. 

  .742   

Your Bank Manage a technology 

portfolio that supports the 

organization’s overall strategy to 

improve the agility of processes and 

change. 

  .790  .501 

Your Bank managed Information and 

knowledge to support effective 

decision making and to build the 

organization’s capability. 

 .502 .754  .588 

Products and services of your bank 

developed by engaging customers 

as much as possible in the 

development and innovation of new 

services, products and experiences. 

   .790  

Your bank promote and market 

products and services effectively by 

identifying the different groups of 

customers, current and potential. 

 .501  .876  
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Your Bank Produce and deliver 

products and services to meet, or 

exceed, customer needs and 

expectations while managing these 

products and services throughout 

their life cycle. 

   .858  

Your Bank managed and enhanced 

Customer relationships through 

building and maintain continues 

dialogue with customers, based on 

Openness and transparency 

   .793  

Extraction Method: Principal Component Analysis.  

 Rotation Method: Promax with Kaiser Normalization. 

 

 

 

 

Component Correlation Matrix 

Component 1 2 3 4 5 

1 1.000 .621 .490 .535 .541 

2 .621 1.000 .553 .571 .590 

3 .490 .553 1.000 .501 .500 

4 .535 .571 .501 1.000 .478 

5 .541 .590 .500 .478 1.000 

Extraction Method: Principal Component Analysis.   

 Rotation Method: Promax with Kaiser Normalization. 

 

 

 

 

 

Source: prepared by researcher  from data (2019). 
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11. AMOS output. 
 

 

Model Fit Summary 

CMIN 

Model NPAR CMIN DF P CMIN/DF 

Default model 53 503.409 200 .000 2.517 

Saturated model 253 .000 0 
  

Independence model 22 5300.757 231 .000 22.947 

RMR, GFI 

Model RMR GFI AGFI PGFI 

Default model .031 .885 .855 .700 

Saturated model .000 1.000 
  

Independence model .278 .188 .111 .172 
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Baseline Comparisons 

Model 
NFI 

Delta1 

RFI 

rho1 

IFI 

Delta2 

TLI 

rho2 
CFI 

Default model .905 .890 .941 .931 .940 

Saturated model 1.000 
 

1.000 
 

1.000 

Independence model .000 .000 .000 .000 .000 

Parsimony-Adjusted Measures 

Model PRATIO PNFI PCFI 

Default model .866 .784 .814 

Saturated model .000 .000 .000 

Independence model 1.000 .000 .000 

NCP 

Model NCP LO 90 HI 90 

Default model 303.409 241.137 373.363 

Saturated model .000 .000 .000 

Independence model 5069.757 4836.068 5309.819 

FMIN 

Model FMIN F0 LO 90 HI 90 

Default model 1.438 .867 .689 1.067 

Saturated model .000 .000 .000 .000 

Independence model 15.145 14.485 13.817 15.171 

RMSEA 

Model RMSEA LO 90 HI 90 PCLOSE 

Default model .066 .059 .073 .000 

Independence model .250 .245 .256 .000 

AIC 

Model AIC BCC BIC CAIC 

Default model 609.409 616.865 814.031 867.031 

Saturated model 506.000 541.590 1482.779 1735.779 

Independence model 5344.757 5347.851 5429.694 5451.694 
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ECVI 

Model ECVI LO 90 HI 90 MECVI 

Default model 1.741 1.563 1.941 1.762 

Saturated model 1.446 1.446 1.446 1.547 

Independence model 15.271 14.603 15.957 15.280 

HOELTER 

Model 
HOELTER 

.05 

HOELTER 

.01 

Default model 163 174 

Independence model 18 19 

Minimization: .031 

Miscellaneous: .735 

Bootstrap: .000 

Total: .766 
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Model Fit Summary 

CMIN 

Model NPAR CMIN DF P CMIN/DF 

Default model 64 510.793 261 .000 1.957 

Saturated model 325 .000 0 
  

Independence model 25 5271.161 300 .000 17.571 
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RMR, GFI 

Model RMR GFI AGFI PGFI 

Default model .024 .898 .873 .721 

Saturated model .000 1.000 
  

Independence model .252 .186 .118 .172 

Baseline Comparisons 

Model 
NFI 

Delta1 

RFI 

rho1 

IFI 

Delta2 

TLI 

rho2 
CFI 

Default model .903 .889 .950 .942 .950 

Saturated model 1.000 
 

1.000 
 

1.000 

Independence model .000 .000 .000 .000 .000 

Parsimony-Adjusted Measures 

Model PRATIO PNFI PCFI 

Default model .870 .786 .826 

Saturated model .000 .000 .000 

Independence model 1.000 .000 .000 

NCP 

Model NCP LO 90 HI 90 

Default model 249.793 189.501 317.879 

Saturated model .000 .000 .000 

Independence model 4971.161 4738.956 5209.770 

FMIN 

Model FMIN F0 LO 90 HI 90 

Default model 1.459 .714 .541 .908 

Saturated model .000 .000 .000 .000 

Independence model 15.060 14.203 13.540 14.885 

RMSEA 

Model RMSEA LO 90 HI 90 PCLOSE 

Default model .052 .046 .059 .281 

Independence model .218 .212 .223 .000 
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AIC 

Model AIC BCC BIC CAIC 

Default model 638.793 649.065 885.884 949.884 

Saturated model 650.000 702.160 1904.756 2229.756 

Independence model 5321.161 5325.173 5417.681 5442.681 

 

ECVI 

Model ECVI LO 90 HI 90 MECVI 

Default model 1.825 1.653 2.020 1.854 

Saturated model 1.857 1.857 1.857 2.006 

Independence model 15.203 14.540 15.885 15.215 

HOELTER 

Model 
HOELTER 

.05 

HOELTER 

.01 

Default model 206 218 

Independence model 23 24 

Minimization: .015 

Miscellaneous: .735 

Bootstrap: .000 

Total: .750 
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Model Fit Summary 

CMIN 

Model NPAR CMIN DF P CMIN/DF 

Default model 132 1841.203 996 .000 1.849 

Saturated model 1128 .000 0 
  

Independence model 47 11839.359 1081 .000 10.952 
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RMR, GFI 

Model RMR GFI AGFI PGFI 

Default model .027 .821 .797 .725 

Saturated model .000 1.000 
  

Independence model .253 .115 .076 .110 

Baseline Comparisons 

Model 
NFI 

Delta1 

RFI 

rho1 

IFI 

Delta2 

TLI 

rho2 
CFI 

Default model .844 .831 .922 .915 .921 

Saturated model 1.000 
 

1.000 
 

1.000 

Independence model .000 .000 .000 .000 .000 

Parsimony-Adjusted Measures 

Model PRATIO PNFI PCFI 

Default model .921 .778 .849 

Saturated model .000 .000 .000 

Independence model 1.000 .000 .000 

NCP 

Model NCP LO 90 HI 90 

Default model 845.203 728.502 969.701 

Saturated model .000 .000 .000 

Independence model 10758.359 10411.925 11111.275 

FMIN 

Model FMIN F0 LO 90 HI 90 

Default model 5.261 2.415 2.081 2.771 

Saturated model .000 .000 .000 .000 

Independence model 33.827 30.738 29.748 31.746 

RMSEA 

Model RMSEA LO 90 HI 90 PCLOSE 

Default model .049 .046 .053 .635 

Independence model .169 .166 .171 .000 
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AIC 

Model AIC BCC BIC CAIC 

Default model 2105.203 2147.163 2614.827 2746.827 

Saturated model 2256.000 2614.570 6610.967 7738.967 

Independence model 11933.359 11948.299 12114.816 12161.816 

ECVI 

Model ECVI LO 90 HI 90 MECVI 

Default model 6.015 5.681 6.371 6.135 

Saturated model 6.446 6.446 6.446 7.470 

Independence model 34.095 33.106 35.104 34.138 

HOELTER 

Model 
HOELTER 

.05 

HOELTER 

.01 

Default model 204 210 

Independence model 35 36 

Minimization: .047 

Miscellaneous: 1.619 

Bootstrap: .000 

Total: 1.666 

 

 

 

Source: prepared by researcher from data (2019). 

 


