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Abstract

Aim / Purpose: The main aim of this study is to present the current scenario of Total Quality
Management in the Banking sector in the UK and the role of service quality, employee
satisfaction and commitment in achieving organizational excellence and financial
performance in financial institutions. It also identifies the implementation of TQM and the
challenges that may face this implementation, with a recommendation of a developed
framework for performance enhancement in terms of service quality, financial performance,
and customer satisfaction. The previous studies on the subject were in different contexts and
sectors and have not investigated all five practices of TQM in one research and the service
quality dimensions. Therefore, this research is aimed to examine whether the TQM practices
are being adopted in the UK banking sector and identify the impact of TQM on the
organizational performance, business excellence and service quality of the aforementioned

sector.

Methodological Approach: The data collection method used in this research is mixed
method, meaning that both qualitative and quantitative data were collected. A survey
questionnaire was distributed to bank employees (TQM survey questionnaire). Also, a survey
questionnaire was distributed to bank customers (SERVQUAL survey questionnaire). In
addition, qualitative data were collected using the focus group technique. The quantitative
data were analysed using SPSS software to test the hypotheses set by the author using one
Tailed T-test. Moreover, the researcher has used the correlation coefficients model to identify
the correlation between the TQM variables and the service quality variables. The qualitative

data were analysed using the content analysis technique.

Principal Findings: The data collection and analysis of the TQM in the banking sector in the
UK has revealed that Total quality management is a way to manage and improve the
efficiency, cohesion, flexibility, and competitive position of a company in its entirety. Total
Quality Management will eventually lead to improved products and services, reduce
organizational costs, increase audience satisfaction, such as clients and employees, and
improve financial performance in the UK banking sector. The data collected via survey
questionnaires and focus groups have strongly suggested that the UK banking sector needs to

improve its TQM practices to meet competitive challenges and enhance customer satisfaction

and financial performance in the long run.




Main contribution: The research concludes that improving the TQM practices in the banking

sector in the UK will help organizations enhance service quality, customer satisfaction,

financial performance and competitiveness in the marketplace. More specifically, this study

links the previous works on the relationship between TQM practices and organizational
performance with the UK banking employees, experts and customers regarding the TQM and
service quality. A new framework for TQM practices and implementation enhancement for
ultimate customer satisfaction and overall organizational performance improvement in the

banking sector is proposed.

Keywords: Total Quality Management, Service quality, banking sector financial
performance, Six Sigma.
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Chapter One: The introduction

1.1. Introduction

The main objective of this chapter is to provide the reader with an overview of the research
presented in this study. It started with a brief discussion about the background of the study,
the problem statement, and the need of the study, followed by the research objectives, the
research questions, and the contribution of the research. Also, this chapter discusses the

significance and purpose of the study and concludes with the structure of the study.

1.2. Background of study

Organizations in the marketplace are being affected by the globalization of the market and
international trade and technological innovations; these factors are increasing the competition
in the market and directly impacting customer choices and demands. Therefore, organizations
wishing to survive and adapt to the marketplace changes must implement new strategies to
enhance organizational performance and improve their production and service quality to

achieve efficiency and effectiveness.

1.2.1. The Total Quality Management and Service Quality in the financial services

industry

Total Quality Management has become widespread among businesses in the last decade since
several organizations have been employing it, the customer service-based organizations, as the
main aim of these firms might differ. Still, their shared interest in providing a quality service to
their customers and constantly adapting to the customer's new demands will lead to achieving
business excellence and competitive advantage. The TQM is, compared to other concepts, such
as Quality control and Quality Assurance, since the TQM is embracing the organization as a
whole and focusing on all the elements that help improve the quality of the provided service

and products. The TQM has been addressed as an essential element in Management theories
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and practices and has become a commonly used term in topics concerning quality order
(Hansson, 2003).

The TQM was referred to by Al Ageeli (2001) as "a modern management philosophy or
approach that takes the form of a comprehensive management system, based on making positive
changes radically for everything within the organization to include these changes of thought,
behaviour, values, beliefs, regulatory, administrative concepts, leadership style, work and
performance measures systems, to improve and develop each institution components to reach
the highest quality in the output of goods and services at the lowest cost to achieve the highest
degree of satisfaction among its customers by satisfying their needs and desires according to
what they expect”, it can be seen from the previous definition that the TQM was introduced as
a management philosophy that raises the level of competitiveness, reduce costs and expenses
as well as secure the continuous improvement for the organizations. The focus was redirected
to the competitively oriented methods, where customer satisfaction is the centre of the business
operation (Baidoun, 2004). Subsequently, there have been significant changes in the

organization's thinking.

The types of businesses that use the concept of TQM differ from large to medium and small
organizations, service-based organizations, and manufacturing organizations. Regardless of
their type or size, several businesses have realized the importance of enhancing the quality of
the provided services and products to adapt to the marketplace and achieve competitive
advantage and business excellence. Therefore, they have employed the TQM. Furthermore, the
TQM philosophy was generated by the top gurus of Quality Management, such as Walter A.
Shewhart between the 1920s and 1930s, followed by the "father of Quality control™ W. Edwards
Deming in the 1940s, who have developed the Deming theory and its 14 principles, followed
by one of the top quality gurus named Joseph M. Juran, who developed Juran's philosophy and
the quality improvement steps. Also, Armand V. Feigenbaum was one of the leading gurus of
TQM as he introduced the Total Quality Control TQC concepts and provided the three required
steps to improve the organization's quality. Without forgetting, one of the leading gurus, Philip
B. Croshy, developed the 14 principles for quality improvements and the four fundamental

approaches for quality management. Table (1) below briefly compares the quality gurus in

terms of definition, philosophy, policy, and mechanism.




Theory and Definition

Croshy Deming Feigenbaum Ishikawa  Juran IS0 9000
Quality Conformance  Three corners  What the Satisfactory  Fimess for Conformance
definition  to of quality: customer to the use to procedures
requirements  product, user, saysitis customer and
instructions specifications
for use
Philosophy ~ DefectFree  Constancy of  Full Company-  Project Documentation
pUIpOSE; customer wide approach; in  defines and
Statistical satisfaction  quality order of reflects
analysis at control importance  practice
economical
cost
Approach ~ Motivate the  Stafistical Systems Talk with  Quality Self audit with
people techniques approachto  data trilogy; independent
total quality planning, IeVIeW
conirol control and
improvement
Mechanics  Fourteen Fourteen The nine Seven Diagnostic ~ Three ISO
steps obligations of “M"s Statistical ~ andremedial 9000 standards
management tools journeys and two
guidelines

Table 1: Comparison between the quality gurus key elements (Richardson, 1997)

Organizations have often used TQM for quality improvement and service enhancement. Its
main aim was to satisfy the customers’ needs and demands and exceed their expectations.
Therefore, several countries have developed their awards for quality to endorse the
organizations to implement the TQM and achieve business excellence, particularly after the
improvement that has been noticed in the organization’s products and service quality and
productivity after the establishment of the Deming Prize award in 1951 in Japan. This step was
followed by the release of the Malcolm Baldrige National Quality Award MBNQA award in
the USA in 1987, which had a magnificent effect on increasing the level of competitiveness of
the companies in the USA. Several awards have followed this, such as The I1SO 9000
certification that was established in 1987, ISO 9001 and the European Quality Award (EQA)
established in 1992.




Achieving the ultimate results of TQM requires implementing the Total Quality management
principles efficiently; these principles are Customer Focus, Top Management Focus, employee
focus, Continual improvement, Process approach, Strategic approach, decision making, and
Supplier relationship; the below Figure (1) is a descriptive figure for the Total Quality
Management practices. Nevertheless, the implementation of TQM is sometimes unsuccessful
based on studies that some researchers did due to the issues in managing the functional
processes and ensuring the TQM elements implementation; also, it was confirmed that some
unsuccessful implementations are due to the lack of understanding of the organizations for the
performance and disregarding the fact that the commission is a strategic choice that is

influenced by objectives and needs of providing quality goods and services (Sharif, 2005).

Employee
focus

Supplier
Relationship

Customer
focus

Strategic Continual
approach Improvement

Figure 1: The Total Quality Management practices, Created by the author

It is essential for an organization to understand the customer's expectations and the factors that
are affecting it, the customer's perception and the determinants of the perceived service quality

and distinguish between these two elements to be able to achieve customer satisfaction and
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provide a quality service, according to Yarimoglu (2014), rate corresponds to happiness, the
higher the quality, the more satisfied are the organization's customers. It is also essential to
understand the service quality characteristics: Intangibility, Heterogeneity, Simultaneity, and
Perishability.

Furthermore, Service Quality has different models that researchers developed to analyse the
causes and problems and provide solutions for service improvement; these models are the Gap
Model, which Parasuraman and Zeithaml developed to analyse the gap, its size and category
and provide a solution for the reasons that caused the gap (Lovelock, 2007). The second model
is the SERVQUAL model, which requires the customers to answer questions about their
expectations and perception to understand their reviews (A.Parekh, 2012). This model has 22
features and five different dimensions. Similarly, the SERVPREF model has 22 elements and
five dimensions; however, the only difference between the SERVQUAL and SERVPREF
model is that this last focus only on the customer perception of the service quality (Yong J.K et
al., 2005).

To achieve the ultimate customer satisfaction, service quality has eight dimensions that
organizations need to draw attention to: reliability, assurance, responsiveness, tangibles,

empathy, access to service, financial aspects and employee competencies.

The Financial Services sector is one of the most significant sectors of the economy of any
region; it is leading the world in terms of earnings and equity; this sector is lately experiencing
substantial changes due to globalization and the economic environment that requires
fundamental changes to increase the competitiveness and achieve business excellence. The
financial services in the UK, particularly the banking service providers in the UK, play a vital
role in the economic and financial activities, as the UK banks mostly manage money and assets,

advise clients and facilitate the movement of the funds.

The financial services sector also plays a significant role in providing the marketplace with a
free flow of capital and liquidity and strengthening the country's economy, thus helping the

industry manage the risks and build confidence in purchasing power (Asmundson, 2020). This

sector is considered one of the largest sectors worldwide in terms of earnings. It has a wide

range of firms with different innovative features that allow it to reach out to its customers, and

it has a solid human capacity and many competitors (Christopher N.S., 2007).




Furthermore, in 2021 a report was released by the UK parliament (Ali Shalchi et al., 2021)
regarding the contribution of financial services to the UK economy, which have revealed that
the financial services sector contributed to the UK economy approximately £132 billion (6.9%
of total economic output). In the first quarter of 2020, there were 1.1 million jobs in the financial
services sector, contributing to the UK as per figure (2) below. The industry is considered the

largest in London, where half of the sector's production is generated.

Financial services economic output Jobs in financial services
% of total UK economy, 1990-2019 Thousands, Q12020

9% London
8% South East 130

North West
South West m
Scotland 84
East of England m
Yorks & The Humber
West Midlands
East Midlands
2% Wales
1% North East m

Northern Ireland p§l
0%

1990 1995 2000 2005 2010 2015 0 50 100 150 200 250 300 350 400 450

Source: ONS, National Accounts, series KL90, KKK9, KKPS Source: ONS, Workforce jobs, Q1 2019

Figure 2: The financial services economic output between 1990 and 2019 and the number of jobs in the UK financial
services sector, source (Ali Shalchi et al., 2021)

These features have exposed financial services to different global changes and many threats

and risks that must be managed to mitigate the threat's effect on the organization's general
performance (Colquitt, 2015). For instance, the financial services sector has been tremendously
affected by Brexit. The UK parliament's data has suggested that jobs and businesses have been
lost to other financial centers due to the UK leaving the EU market. Also, the UK government
informed about a radical overhaul of financial services regulations, which intended to make the
UK more attractive to overseas markets. Furthermore, the financial services sector was also
affected by the COVID pandemic. As per the parliament report, the economic output of the
financial services sector was reduced by 3% in November 2020, compared to the pre-covid
situation in February 2020. Also, the report revealed that 25,000 financial services employees
were furloughed (Ali Shalchi et al., 2021). Hence, the financial services organizations and
especially the retail banking sector have to be prepared for any risk that can encompass it,

whether it is internal or external, and work on building a solid structure for risk management
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and performance enhancement to be able to compete in the market and avoid loss (Abend,
2020).

1.2.2. The total quality management and service quality in the UK banking sector

The retail banking sector in the UK is the biggest employer of all the financial services sectors;
it enables individuals and businesses to manage their assets and payments and access products
such as loans, mortgages, and insurances (Higginbotham, 2019). The UK banking sector is
considered to be the most significant contributing financial services sector, compared to
financial services providers; as per Her Majesty’s Revenue and Customs (HMRC) report that
was released in December 2019, the HMRC has raised over £30.7 billion from the banking
sector (4.1% of all taxes collected that year), which was raised from income tax, national
insurance contribution, corporation tax, the bank payroll tax and banking Levy (HM Revenue
& Customs, 2020). The figure below shows the UK tax receipt from the UK banking sector.

UK tax receipts from the banking sector
£ billions

Corporation Bank Payroll Bank
PAYE Tax Tax Bank Levy Surcharge Total

2005/06 13.6 7.0 = = = 20.6
2006/07 159 7.3 = = = 232
2007/08 16.7 6.6 = = = 233
2008/09 14.0 3.9 - - - 179
2009/10 15.2 2.1 - - - 173
2010/11 17.5 3.5 - - - 24.4
2011/12 17.6 1.3 X K - 205
2012/13 17.8 2.2 X K - 216
2013/14 19.9 1.6 - c - 23.7
2014/15 202 2.3 - c - 252
2015/16 20.6 3.3 - z . 273
2016/17 21.4 4.8 - x c 303
2017/18 22.1 4.9 - g d 31.6
2018/19 21.8 4.7 N . 309
2019/20 21.2 5.0 . i 30.7

Figure 3: UK tax receipt from the UK banking sector, source (HM Revenue & Customs, 2020)

Since 2008, and after the financial crisis that hit the world, the retail banking sector has
experienced several changes; this crisis has pushed the banks to gain their customer's trust and
improve the quality of their customer's experience (Mordor Intelligence, 2020). However,

increase the number of new entrants to UK retail banking sectors, especially after the

technology facilitates the innovation and increases the number of banks that are working online

only (no building facilities), such as Monzo Bank and Sterling Bank that allows the account to

account a payment without an intermediate card or payment service, this step has a significant
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impact on opening the market and increasing the competition (Dooks, 2020). Also, UK retail
banks face daily threats, including data breaches and security incidents that might cause
customer abandonment and a drop in the rate of profits made by the organization and internal
threats that might be caused by employees and needs to be avoided at any cost. Furthermore,
the UK banking sector is being affected by global changes; as the author has previously
mentioned, the UK banking sector has been tremendously affected by Brexit, as a recent report
that Consultants EY released has shown that in October 2020, approximately 7,500 jobs and
about £1.2 trillion in assets had relocated from London to Europe since the 2016 Brexit
referendum. Dublin was the most significant destination for relocations, followed by

Luxembourg, Frankfurt, and Paris (Graham, 2020).

The concept of Total Quality Management differentiates based on the perception of the
stakeholder, as the customer's perception of the TQM in banks is focusing on meeting the
expectations or exceeding them and having a good experience and quality service; therefore,
banks have to realize the customer's expected value and needs to increase their level of
satisfaction and maintain their loyalty. On the other hand, the employee's perception of TQM
in the banking sector focuses on leadership, training and education, work-life balance,
communication, equal treatment, a safe and healthy work environment and good salary and
compensation; these elements do affect the employee effectiveness, thus, the organization
performance in total. Understanding the relationship between both perceptions is essential to

decrease the distance between these perceptions and achieve the organization's success.

The TQM approach focuses on quality customer service and achieving customer satisfaction,
especially in customer service-based businesses such as banks, where customers interact
directly with the service provider (Safakli, 2004). For that reason, implementing the TQM is
the ultimate solution for service quality improvement. In 2001, authors such as Mellahi and
Eyuboglu (2001) suggested that the requirements for a successful TQM implementation are the
management commitment; however, in 2003, other authors indicated that successful
implementation requires focusing on service quality and customer satisfaction loyalty (Kayis

B, 2003). On the other side, other authors have suggested training and education for employees

and management commitment for achieving ultimate TQM implementation (Vermeulen W,
2000).

The organizational performance definition was developed throughout the years. It was initially

seen as the firm's efficiency and measured by productivity, flexibility, and inter-organizational
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tension (Georgopoulos, B.S, 1957). It was also seen as the organization's ability to use the
available environment and access the limited resources; it was further described as the
effectiveness of the organization and its ability to maximize the returns and reduce the costs
(Katz, D. et al., 1978) and the ability of the firm to create a value for its customers (Omar T. et
al., 2019). However, in the 1990s, studies have proven the link between organizational
performance and employee performance quality (Adam, E.E, 1994). In the 21st century,
performance was defined as the ability of the organization to effectively and efficiently use its

resources to achieve the goals set by the organization (Omar T. et al., 2019).

It is essential to measure organizational performance. It helps analyse the current situation,
highlights the organization's issues, strengths, and weaknesses, and sets a plan for future
performance enhancement to reach its strategic goals and objectives. Measuring the
performance of organizations changed throughout the years, as initially, the focus was on cash
flow. The focus was switched to the low cost of production, quality, flexibility, and delivery
focus (Ghalayini et al., 1996). According to Kaplan (2020), the performance measurement
techniques were divided into four different styles, which are: The financial performance
measurements that include measuring one or a set of the following Key Financial Performance
Indicators: the operating cash flow, working capital, profitability, liquidity, return on

investment, Return on Equity, and Return on assets.

Furthermore, the performance can be measured using non-financial measurements in cases

where the financial measurements do not provide a complete picture of the changes and quality

(Borad, 2019). The non-financial performance indicators are the management of Human
resources, which can be investigated by measuring the production volume ratio, capacity ratio
and efficiency ratio. The second indicator is product and service quality, which can be analysed
by examining the number of complaints and collecting service quality surveys from the
organization's customers. The third indicator is brand awareness and company profile, which

can be investigated using customer service awareness surveys.

Additionally, performance can be measured using the Balanced Scorecard, which helps the
organization set targets connected with the organization's objectives and performance measures
(Kaplan, 2020). The balanced scorecard has four perspectives that should always be considered
in measuring performance: the financial perspective, the customer perspective, the internal
view, and the learning and growth perspective. The Fourth performance measurement is

Benchmarking, which is considered one of the leading performance measurements, as the
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organizations compare their performance with other organizations in the marketplace. This type
of comparison is called external benchmarking. However, internal benchmarking includes
comparing the performance of the same organization's individuals, departments, or branches
(Marr, 2020). The other benchmarking types include competitive benchmarking, functional
benchmarking, and strategic benchmarking. This process helps the organization identify the
gaps inthe performance and ensure that the action plan is set in place (Mohamed Z. et at., 1996).

It has also been widely used for continuous improvement (Kaplan, 2020).

Achieving successful long-term performance requires the organization to continuously measure
its performance using measurement models and set an action plan for performance
enhancement; these measurement models include the Balanced scorecard model, the Malcolm
Baldrige model, the Performance Prism model the Performance pyramid. As it is known, high-
performing organizations can generate long-term profits, create several employment
opportunities and help improve the income of individuals. Also, the organization's profitability
will increase employee return. Thus, the production level will be increased and the quality of

the service, therefore the customer satisfaction will be improved.

Nevertheless, the performance measurements can be affected by external factors that might
have significant impacts on the organizational performance and on the organization's ability to

reach the set goals; these factors can be either the economic and market condition or the

government regulations as such as the taxation system, fines and quotas and subsides (Kaplan,
2020).

Similarly, to TQM theory, Six Sigma theory is a quality management approach that focuses on
improving the process, products and services by eliminating defects, improving the customer
experience, reducing the total costs, limiting the usage of resources and improving the
organization's quality (I Six Sigma, 2020). Six Sigma has three main principles, which help
eliminate defects: Smaller is better, Larger is better and nominal is best (White, 2018). This
theory also has different methodologies, which are DMAIC and DMADV; these methods differ
based on the goals set by the organization's team. The DMAIC process helps the existing
processes achieve incremental improvement. However, the organization uses the DMADV
process to develop new strategies or products. Moreover, the Six Sigma implementation
includes different roles, which can be seen as follow: The Executive leadership, the Champions,
Master black belt workers, Black belt workers, green belt workers, as well as White belt, Orange

and yellow belt workers (White, 2018). According to several authors, the organization's success
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is always linked to its effective implementation of the Continuous Improvement Methodology
(CI). Both TQM and Six Sigma theories are the core of Continuous Improvement; the reason
for this circumstance is that they both provide the organization with a competitive advantage.
Also, both TQM and six sigma theories complement each other. This last can fit under the TQM
theory; the main difference between both theories is that Six Sigma focuses on financial data
compared to the TQM (Kwak et al., 2004).

1.3. The research problem situation: research gap, key questions and objectives

1.3.1. Research aim, objectives and questions

The overall aim of the study is to provide a comprehensive understanding of TQM and service
quality in the context of the banking sector in the UK and to propose a framework for
enhancing the implementation of TQM, service quality, financial performance, employee
satisfaction, and customer satisfaction in the banking sector in the UK. The study seeks to
contribute to the literature on TQM and service quality by focusing on the challenges and
opportunities for implementation in the UK's banking sector and proposing a new framework

for enhancing their implementation in this context.
The study objectives are as follows:

* To present the current scenario of TQM and service quality, specifically in the banking

sector in the UK.

* To examine the impact of TQM and service quality on employee satisfaction, commitment

to customer satisfaction, and organizational performance in the banking sector.

* To identify and analyse the challenges facing the implementation of TQM in the banking

sector in the UK.

* To assess the current state of the financial services industry in the UK, with a focus on the

banking sector.




* To propose a new framework for enhancing TQM implementation, service quality, financial
performance, employee satisfaction, and customer satisfaction in the banking sector in the
UK.

This study’s main question is:

What is the current scenario of TQM and service quality in the banking sector in the UK, and
how can their implementation be enhanced to improve financial performance, organisational
performance, employee satisfaction, and customer satisfaction and what recommendations can

be suggested for future performance enhancement?
The sub-questions are as follows:
* What is the current scenario of TQM and service quality in the banking sector in the UK?

* How do TQM and service quality affect employee satisfaction, commitment to customer

satisfaction, and organizational performance in the banking sector?
* What are the challenges facing the implementation of TQM in the banking sector in the UK?

* What is the current scenario of the financial services industry in the UK, specifically in the

banking sector?

* How can TQM implementation, service quality, financial performance, employee

satisfaction, and customer satisfaction be enhanced in the banking sector in the UK, and what

is a recommended framework for achieving this?

1.3.2. The research gap

Banks and financial intermediaries are the backbones of any economic system that channels
funds from surplus to those with a shortage (Luckett,1994:36). This fund channelling aims to
earn profit. Banks develop a network of branches to reach a maximum number of customers.
Branches are the points where banks offer their products. Banking products are almost the same
in any country, but how the product is provided and the quality matter. Total Quality
Management (TQM), a buzzword phrase of the modern age, assumes that quality can be

managed in every aspect of a company's business. Total Quality Management is viewed as a
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new culture and a way of thinking. So the approach intensely focuses on customer satisfaction,
accurate measurement of every critical variable in business operations, continuous
improvement of products, services, and processes, and work relationships based on mutual trust
and teamwork (Pearce et al., 2005). Total Quality Management is a structured system for
satisfying internal and external customers and suppliers by integrating into the business
environment, continuous improvement, and breakthroughs with development, improvement,
and maintenance cycles while changing the whole organizational culture (Cole et al., 1999)
Like other industries; quality improvement is taking place at a revolutionary pace in the banking
sector, (Rana,2005). Keeping in view the competitive environment in the banking sector, where
bank officers are trying their best to offer high-quality services to their customers, there is a
great need to develop a TQM model for commercial banking branch operations, highlighting
the different departments in the branch and the application of TQM principles to such
departments with proper assessment of the extent of the practice of TQM principles in our
chosen banks. Numerous authors have addressed other issues that are related to the TQM and
banking sector, such as (F. Talib, R. Zillur, 2012), (Alharth et al., 2017), (Cowling A, 1995)
(Kayis B, 2003) and (Mcdonald, 1998), etc. However, the previous studies were conducted in
different contexts, sectors, and TQM indicators or focused only on one subject, either the TQM
or the service quality; also, some of these studies have addressed only a limited number of TQM

practices.

For instance, a study carried out by Anu and Satish (2016) investigated the impact of TQM
practices implementation and its effect in improving the organization's performance in the
Indian context; the author of this study has developed a research model which linked the TQM
and the organizational performance in the Indian context and has identified the successful TQM
practices for performance enhancement. Similarly, authors such as Kaynak (2003) have linked
TQM practices to an organization's financial goals, stating that TQM programs are essential for
performance enhancement. Furthermore, a study by Salome N. Keli (2015) investigated the
effect of the TQM programs on the financial performance of manufacturing firms in the Kenyan
context; the research has proven that continuous improvement practice has the highest impact
on financial performance. Also, other researchers such as Anh Duy Nguyen & Cuong Hung
Pham & Long Pham (2016) have studied the effects of Total quality management on the
financial performance of construction companies in the context of Ha Noi; the study was trying

to link between the profitability of the organization and the TQM practices (employee

engagement, process management and supplier relationship), the study has proven a positive
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statistically relationship between these elements and confirmed that the organizations that

implement the TQM activities would positively increase their performance.

Moreover, a study was conducted by Abdullah Ahmed Daas (2010) that aimed to investigate
the impact of Total Quality Management improvement on the financial performance in
Jordanian commercial banks; this study's results have proven that recognition and rewarding
the employees have a direct effect on the bank's economic performance. Also, research was
carried out by Khair Al-Din Ali (2011) that aimed to assess the Total Quality Management in

the banking sector through a field analytical study in the province of Nineveh in Irag.

Similarly, other authors such as Dr. Ameen Al-basheer et al. (2015), who have researched the
dimensions of Total Quality Management and its impact on improving the financial
performance of the Jordan Islamic Bank, he has proven that there is a positive relationship
between the TQM dimensions and the financial performance of the Islamic bank of Jordan. He
has confirmed that TQM practices directly affect economic performance and customer
satisfaction. This study uses liquidity ratios to measure the financial performance of the Islamic

Bank of Jordan.

In addition, a study was carried out by Esin and Hilal Olcay (2014), which investigated the
impact of Total Quality Management practices and different performance measures (Financial
performance, Customer satisfaction, inventory, innovation, employee performance and

operational performance) of firms in Turkey, the study was also investigating the barriers that

are facing the TQM practices. This study used cross-sectional survey methodology and obtained

242 questionnaires from Turkey's Kocaeli-Gebze Organized Industrial Zone firms.

Furthermore, other investigators have proven a statistically significant link between the TQM
practices and employee engagement and satisfaction in the Libyan bank’s context, such as
Alharth et al. (2017). In addition, a study was conducted by Victor B Wayhane and Erica
Balderson (2010), investigating the impact of Total Quality Management on financial
performance and has revealed that Total Quality Management is statistically linked with the
organization's economic performance. Moreover, other authors such as Mohrman, Tenkasi
Lawler and Ledford Jr (1995) have investigated the link between the TQM and financial
performance. Also, Prajogo and Sohal (2006) and E. Sadikoglu (2004) have investigated using
financial performance measures (liquidity, Return on assets, income). Similarly, authors such
as G. Kampouridis and A.Ch. Yiannopoulos, G.I1. Giannopoulos, and S.A. Tsirkas (2015) have

investigated the relationship between total quality management and the financial performance
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of Greek companies in the structural construction sector during the crisis (over five years’

period of time).

This study is explicitly addressing the banking sector in the UK context because the banking
sector is one of the largest financial services sectors in the UK and one of the largest
contributing sectors to the UK economy as per the previously mentioned reports by Consultants
EY, which has revealed that in October 2020 approximately 7,500 jobs and about £1.2 trillion
in assets had relocated from London to Europe since the 2016 Brexit referendum. Also, this
sector is currently affected by several global changes, including Brexit, increasing the number
of competitors, affecting the marketplace, and the most recent pandemic, which has negatively
affected the sector. Furthermore, the UK context was selected to be investigated since the UK
is one of the most developed countries currently being affected by global changes. Based on a
report that was released by Matthew Toole (2019), the UK capital market and the UK's share
of the worldwide banking market were majorly affected by the Brexit, and the UK's share of a
shrinking global investment banking fee pool has been recorded 4.4%, which is considered to

be the lowest since the records began.

The researcher intends to study the phenomena and address alternative solutions for TQM
practices improvement and service quality enhancement, eventually leading to performance

enhancement.

This study has been established due to the need for a strategic shift in senior management
philosophy, which encourages and promotes a culture of total employee involvement towards
the attainment of service quality, which is one of the significant competitive challenges facing
the UK Banking sector. Also, an extensive literature review suggests that voluminous research
has been done on the quality of services and the relationship between service quality and
organisational performance through TQM. Still, only a limited number of studies on TQM and
service quality in the banking sector in the UK have been carried out. Researchers have
suggested the need for the present study to understand how banks can perform better and what
critical dimensions for success are so that they could be implemented to improve their financial

performance, fulfil customer requirements, and excel in the quality of service. This research

study will break the gap and suggest a developed framework for performance enhancement.

Furthermore, the increase in the number of competitors in the UK banking sector and the
changes in customer's needs and expectations require the banks to work on improving the

efficiency and effectiveness of their performance and raise the level of creativity to be able to
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compete and sustain in the marketplace and achieve competitive advantage. This is especially
after the changes in the country's current environmental, political, and socio-political situation
and the new government regulation rules that allowed new digital-based banks to join the
market in 2015. These digital-based banks use only apps, demonstrating that these banks'
expenditures are vastly lower than the high street banks. The physical bank card may or may
not be included, and they have the best foreign exchange rates compared to the UK high street
banks. Also, these banks are featured with free international currency withdrawal, a 24/7 online
or over-phone supporting team, easy-to-use, and several other features related to spending and
savings. Similarly to the high street banks, FSCS protected (Financial Services Compensation
Scheme). Also, it is currently using advertisements to increase the number of its customers
(Wilson, 2020).

1.4. The contribution:

This thesis aims to determine whether the working environment that bank employees perceive

relates to their affective responses and perception of the TQM implemented. More specifically,

the study extends and links previous works by researching the relationships between the TQM

and the organisational performance with various affective responses from the employees
(organisational commitment, job satisfaction and work motivation), as well as the perception
of the service quality that the bank provides to the customers of each bank. This study argues
that lack of innovative quality products and services might affect the UK high street banks'
future, as several previous studies have proven the impact of TQM implementation on business
performance and its impact on gaining a competitive advantage, building sustainable profits
and achieving the ultimate customer satisfaction through continuous improvement (Pelser,
2014).

This study highlights the contribution of the TQM in enhancing the organisational performance
generally and the financial performance specifically in the UK banking sector, as well as
highlighting the role of service quality in achieving customer satisfaction and business
excellence. Also, this study highlights the current scenarios of the TQM implementation in the
banking sector in the UK and the current scenarios of the service quality in the UK banking
sector. Most of the previous studies conducted in the TQM in the banking sector only addressed

two components (TQM practices) and identified the relationship between these two
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components. Also, other studies were born in the banking sector in different countries such as
Jordan (Da'as, 2010) and (Ameen Al-Basheer, 2015), Nigeria (Ojo, 2010), Libya (Alharth, et
al., 2017), Kenya (N.Keli, 2015), South Africa, Sweden (AGBOR, 2011), Malaysia (Tat, 2014),
Indian context (Anu P. Anil, 2016), the context of Ha Noi (Pham, 2016), Iraq (Ali, 2011),
Turkey (Olcay, 2014), Greece (G. Kampouridis, 2015) and only a few studies were conducted
in the UK banking sector. However, this study addresses five different practices of the TQM
and links these practices with the service quality and financial performance of the UK high

street bank.
This research is significant from theoretical, empirical, and managerial perspectives.

From a theoretical perspective, the study can contribute to the existing literature on TQM and
service quality by providing a comprehensive understanding of their current scenario and
challenges in the banking sector in the UK. By proposing a new framework for enhancing TQM
implementation, service quality, financial performance, employee satisfaction, and customer
satisfaction, the study can also offer a new perspective on how TQM and service quality can be

effectively implemented and managed in the banking sector.

From an empirical perspective, the study can provide empirical evidence on the impact of TQM
and service quality on employee satisfaction, commitment to customer satisfaction, and

organizational performance in the banking sector in the UK. By evaluating the challenges facing

the implementation of TQM in the banking sector in the UK, the study can also provide insights

into the factors that affect the success of TQM implementation in this context.

From a managerial perspective, the study can offer practical recommendations for UK banking
sector managers on effectively implementing TQM and service quality to enhance financial
performance, employee satisfaction, and customer satisfaction. The proposed framework can
also guide managers to develop and implement strategies for improving TQM and service

quality in their organizations.

Overall, this research can provide important insights and recommendations for academics,
practitioners, and policymakers in the banking sector in the UK and potentially in other

industries and countries facing similar challenges in implementing TQM and service quality.




1.5. Outline of the adopted research methods

In this research, the author has used the mixed method, which means that both quantitative and
qualitative data were collected from the participants. For quantitative data, the researcher used
two different samples. The research sample was illustrated as the method that investigators
utilize for selecting a specific number of people from a population (Mertens, 2005). For the first
sample, the author used the probability sampling method for the TQM survey questionnaires;
the total number of questionnaires that were distributed was 70 survey questionnaires that were
distributed to bank employees, who spent over three years working for the same banking service
provider (nine responses were rejected), the data analysis method that was used to analyse these
data was the SPSS software to test the hypothesis that was set by the author using one Tailed
T-test. Also, the researcher has used the correlation coefficients model to identify the

correlation between the TQM variables.

The second sample selected is the bank customers who have been dealing with the same
banking service provider for three years; the sampling method utilized for the SERVQUAL
(customer service) questionnaire survey is the probability sampling type is a stratified random
sample. The total number of questionnaires that were distributed was 50 questionnaires (five
responses were rejected). To analyse these data, the researcher has used SPSS software to test
the hypothesis set by the author using one Tailed T-test. Also, the researcher has used the

correlation coefficients model to identify the correlation between the service quality variables.

The respondents were a group of experts (five bank managers) selected to view the in-depth
opinions generated for TQM enhancements in the banking sector. For Qualitative data, the
investigator used non-probability sampling, particularly the theoretical sampling type for the
qualitative data collected from the focus group. The research methodology was discussed

further in Chapter 4.

1.6. The structure of study

The research presented in this thesis can be divided into two overarching phases; the first phase
is the Preparatory phase, which addresses the first four chapters and serves as a foundation for

the second phase. The second phase is the Cognitive and Concluding phase, which includes the




analysis and conclusions of the research paper and has been addressed in the fifth and sixth

chapters.

This thesis is divided into six chapters, as shown below. The first chapter provides the
introduction chapter, where the researcher introduces the study, the research background and
history, the problem statement or the Gap, the research objectives and research questions, the

contribution and significance of the research.

The second chapter is the literature review chapter, where the researcher has given a brief
explanation of the historical, cultural and social context of the TQM, the evolution of quality
management, discusses the concept of TQM, the gurus and their philosophies, the TQM
systems, tools, techniques and approaches, TQM implementation strategies, as well as the
barriers that are facing the implementation, followed by a brief explanation of the service
quality concept, its characteristics and dimensions, the researcher also provided an overview of
the financial services sector and the threats that are facing this sector; furthermore, a deep
discussion was established to discuss the financial services sector in the UK and particularly
the retail banking sector in the UK and the threats that are facing this sector. This was followed
by a brief illustration of the TQM concept in the banking sector, its impact, and its
implementation. The following discussion was regarding the organizational performance, the
measurement system, techniques and models and the external factors affecting the performance.

Lastly, a discussion about Six Sigma and lean theory.

The third chapter presents the study's conceptual framework, where the researcher has
introduced the dependent and independent variables of the research and the topics that should
be investigated and linked. Thus, the researcher presented the previous studies, the variables
investigated by several authors, and the theories built throughout the years. Based on this

information, the hypothesis was made.

The fourth chapter covers the research methodologies that were used in this research, including
a brief explanation of the mixed method research approach that the author utilized, as well as a
short description of the survey questionnaire methods and the focus group method that the

researcher used to investigate the phenomena, followed by a brief about the sampling method

the researcher used, the sampling size, the participants of the research, the data collection

methods and the justifications for utilizing these methods. Finally, the data analysis methods
used to analyse both the quantitative and qualitative data and the rationale for employing these

methods, the validations, reliability and limitations of the research followed it.




The fifth chapter presents the data analysis for both the qualitative and quantitative data; as in
this chapter, the researcher has suggested the study of the quantitative data using the SPSS to
test the hypothesis that was set by the author using one Tailed T -test to analyse both the TQM
survey questionnaire data as well as the Service quality survey questionnaire's data, also, the

researcher has used correlation coefficients model to identify the correlation between the TQM

variables and the service quality variables. On the other hand, the researcher presented the focus

group discussion, which was analysed using the content analysis method. Also, in this chapter,
the investigator analysed the financial data for some of the UK commercial banks for three

years, which were collected from the online financial statements of the UK banks.

The last chapter is chapter six, where the researcher summarizes the research analysis and
concludes the research outcomes. Also, in this chapter, the researcher has highlighted the
contribution of the research to the body of knowledge and practice, provided a list of

recommendations and suggestions for further studies, and highlighted the study's limitations.




Figure 4: The structure of the study (Created by the author)




Chapter Two: Literature review

This chapter provides a brief about the historical, cultural and social context of the TQM, as
well as explains the evolution of quality management; this chapter also discusses the concept
of TQM, the gurus and their philosophies, the TQM systems, tools, techniques, approaches and
TQM implementation strategies, additionally to the barriers that are facing the TQM
implementation. This chapter also discusses the service quality concept, characteristics, and
dimensions. Moreover, the researcher provides an overview of the financial services sector and
the threats in this chapter. Furthermore, a deep discussion was established to discuss the
financial services sector in the UK, particularly the UK's retail banking sector and the threats
facing this sector. This was followed by a brief illustration of the TQM concept in the banking
sector, its impact, and its implementation. The following discussion was regarding the
organizational performance, the measurement system, techniques and models and the external

factors affecting the performance. Lastly, a discussion about Six Sigma and lean theory.

2.1. The historical, cultural, and social context of the TQM

Total Quality Management has been considered one of the essential tools for leading and
developing work strategy and performance enhancement. Also, it has a central role in
achieving profitability by providing high-quality services or products (Alharth et al., 2017).
the roots of TQM can be traced before world war Il when several organizations adopted the
TQM techniques in the US, and the statistical theory was applied to product quality for the
first time in history (I'YIDA, 2012). This philosophy is generally attributed to Dr. W. Edwards
Deming, who teamed up with the researcher Walter A. Shewhart in the 1930s to develop a
statistically controlled management process that helps managers of different organizations
determine when to interfere in an industrial process. Deming further developed the concept of
TQM, Juran and Feigenbaum in Japan in the 1940s. In 1969, Feigenbaum's term "Total
Quality' for the first time at the first international conference on Quality control in Tokyo -

Japan; the period referred to the broader issues of an organization.




After Japan's success in the 1980s and 1990s in terms of employing quality issues, Total
Quality Management became well known and western companies started introducing their
quality initiatives (Robert R, 1993).

In the late 1980s, the United States developed the Malcolm Baldrige Award to encourage
companies to adopt the TQM model recognized internationally; similarly, in 1992, the
European Foundation of Quality Management adopted the EFQM Excellence Model for the
European Quality Award. Nowadays, the models of Total Quality Management are referred to

as Business Excellence models to distinguish between the old concepts and the new TQM.

2.2. The evolution of Quality Management

The quality management evolution has been interpreted into different eras or stages; each stage
focuses on specific principles, systems, tools, and techniques that help improve the phase. The

four steps are as below:

/ Total Quality Management \
Quality Assurance h

Quality Control )

J
Quality Inspection

.

Figure 5: Illustration of the concepts of quality inspection, quality control, quality assurance and total quality
management (From Bergman & Klefsjo, 2003)

2.2.1. The Quality Inspection

1910, The quality inspection phase started by the Ford Motor Company, when they hired a team
of inspectors to check one of their cars (Model Car 1); the main reason behind this idea was to

verify the quality of the product and then decide whether to scrap, or repair it or sell it for a

36




lower price (Garvin, 1988). During this period, the quality was directly linked with the

inspection. The focus was only on the products; as Dale mentioned in the journal article written

(2003), "At one-time inspection was thought to be the only way to ensure quality”. Quality

Inspection was also defined by the British Standard Institute (2000) based on BS EN 1SO 9000

as the " degree to which a set of inherent characteristics fulfils requirements”.

2.2.2. The Quality Control

Between the period of 1920s and 1930s, statistical Quality Control methods were developed by
Walter A.Shewhart (1931), soon later it was adopted by different manufacturing organizations
such as Ford car company, the main reason behind creating this stage was to recognize the
issues that are facing the process of manufacturing the product and control it at a very early
stage instead of waiting for the final product's inspection, the focus at this stage was only on
the product. Regardless of the Quality Control movement's success (Shewhart, 1939), some
other manufacturing companies continued working only on the Quality Inspection method
(Bergman, B. etal., 2003).

The tools and techniques that were used at this stage were: Statistical Quality Control (SQL),
inspection link to Quality Control, Sampling Acceptable Quality Levels (AQL), Average
Outgoing Quality Limit (AOQL), and Total Preventive Maintenance (TPM) (Syaiful Rizal H.
etal., 2019)

2.2.3. The Quality Assurance

In 1985, Ishikawa defined Quality Assurance as a tool to "assure quality in the product so that
a customer can buy it with confidence and use it for a long period with confidence and
satisfaction™. The Quality Assurance phase focuses on pre-production activities and depends on
quality standards (most notably 1ISO 9000); this phase was developed to avoid or at least reduce
the risk of failure and mistakes during producing a product or providing a service. In 1987, the
International Organization for Standardization developed the ISO 9000 model, which has been
adopted today by over 670 000 companies around the globe (ISO, 2004). According to Dale

(2003), QA is about a " Prevention based system which improves productivity and increases




productivity by emphasizing product, service and process design”. Unlike the previous phases,

this stage focused on the process instead of the product.

The tools and techniques that were used in this era were: Plan-Do-Check-Act (PDCA), which
was extended later on to Pan-Do-Study-Act (PDSA), Cause and effect Diagram, Failure Mode
and Effect Analysis (FMEA), Kaizen, Kanban, Jidoka and Just-In-Time (JIT) (Syaiful Rizal H.
etal., 2019).

2.2.4. The Total Quality Management

In the Total Quality Management phase, the focus was not only on the system or the products
and the service, but it exceeded the employees of the organization to achieve business
excellence; the TQM was defined by Bergman & Klesjo (2003) as “a constant endeavour to
fulfil, or preferably exceed customer needs and expectations at the lowest cost, by continuous
improvements work, to which all involved are committed, focusing on the processes in the

organization”.

2.3. The TQM and Service Quality

2.3.1. The Total Quality Management

Total Quality Management is believed to manage and enhance a business's effectiveness,
efficiency, cohesiveness, flexibility, and competitiveness (Pushpa, 2016). The British Standard
Institution defined TQM as “management philosophy and company practices which aim to
harness an organization's human and material resources in the most effective way to achieve
the organization's objectives” (Pushpa, 2016). Firstly, manufacturing companies only adopted
the TQM, which later spread to the service industry (banks, insurance companies, healthcare,
and educational institutions) (Todorut, 2012). Also, Cole and Moyab (1999) have stated in their
book TQM in Action’ that " The TQM is an integrated organizational approach in delighting
both external customers by meeting their expectations continuously through everyone involved
with the organizational working on continuous improvement in all products, services and

procedures along with suitable problem-solving methodology".




Managing quality is the job of every member of an organization. Moreover, Arora (2009) has
discussed the importance of the TQM in his book and described it as a way of managing for
effectiveness improvement, flexibility, and competitiveness of a business. Furthermore, John
McDonald (1998) described the TQM as the fundamental shift and the systematic analysis and
blueprinting of operation, a process of chronic improvement where control is embedded within

and is driven by the organization's culture.

Total Quality Management was also described by Cole & Mogab in their Book "TQM in
Action™ (1999) as "a structured system for satisfying internal and external customers and
suppliers by integrating into the business environment, continuous improvement, and
breakthroughs with development, improvement, and maintenance cycles while changing the
whole organizational culture”, this concept is focusing on satisfying customers based on

continues business improvement and cultural changes to adapt with the TQM system.

According to an article that was written by Hendricks and Singhal (2001) were they claimed
that the successful implementation of Total Quality Management would lead to enhanced
products and services; it will also reduce the organization's costs and increase the satisfaction
of their audiences, such as customers and employees, and that will lead to financial performance
enhancement. Many authors, like Katller and Armstrong (2004), agreed with this concept when
they described the TQM as an accepted technique developed to ensure performance and

survival in modern economies.

TQM was also defined by Deming (2012) as “organization activities involving everyone in a

company — managers and workers — in a requisite and integrated effort toward improving

performance at every level”. It can be seen clearly from the definition that Deming mainly

focused on his studies on the employees and manager’s relationship and its impact on the

organization's performance.

Other authors such as M. Jammal, S. Khoja and A. Abd and Aziz (2015) are on the other side
focused on analysing the general organization roles and the internal performance of the
production process. They defined Total Quality Management as " the continuous improvement
of administrative and productive processes through reviewing and analysing the results
achieved and searching for other means and methods to raise the level of performance and try
to reduce the time and effort for the completion of production processes by eliminating all
unnecessary functions for consumers and for the production process to reach the required level

of total quality".




Also, other authors believe that Total Quality Management (TQM) is a critical tool that leads
to the strategy of work development and performance enhancement to achieve high profits

through good quality services and products (Alharth et al., 2017).

Anita Rani (2017) described the TQM as "a philosophy that emphasizes continuous
enhancement as a process that places a premium on achievement of customers satisfaction™ She
also added that this process "requires the participation of all the members of the organization in
the development of shared mission, vision, plans and in the quest for continuous developments”.
It can be seen from the previous definition that Anita focused on her studies on achieving
customer satisfaction, and she highlighted the importance of directing and orienting the

organization's staff toward the organization’s mission, vision, and goals.

Most of the previous investigations indicated that the TQM practices have positively been
associated with productivity and organizational performance, such as Chenhall (1997), R. Mann
and D. Kehoe (1994). Other authors have indicated that TQM practices have a positive effect
on Quality performance (S.Curkovic et al., 2000), (S. M. Lee, 2003), (M. M. F. Fuentes, 2006);
and (Hong, 2008). Furthermore, other investigators have proven the link between TQM
practices and employee engagement and satisfaction (Alharth et al., 2017). Other authors have
demonstrated the connection between TQM practices and customer satisfaction (Rasheed,
2017), (Nguyen, 2019) and (Satish Mehra, 2008).

Several studies have also shown the importance of Total Quality Management and the
significant effect of implementing it right in organizations; therefore, Total Quality
Management has been defined in various ways and based on different variables. It can be
defined as a quest for excellence, creating the right attitudes and controls to make the prevention
of defects/errors possible and optimizing customer satisfaction by increased efficiency and

effectiveness (Mansour, 2007).

Total Quality Management was always viewed as a new organizational culture and a new way
of thinking. It can be observed from the previous definitions obtained from various researchers

of different decades that the TQM, in general, is a managerial way for effectiveness and

competitiveness enhancement. The approach has focused chiefly on client satisfaction, business

operations, continuous product development, services and processes, and employee-

management relationship and teamwork (Pearce, 2005).




2.3.2. The TQM gurus and their philosophies
To understand the theory of TQM, its principles, Tolls and Techniques, it is necessary to
consider the TQM philosophies that the top gurus of Quality Management generated; these

gurus are as below:
2.3.2.1. Walter A. Shewhart

Walter A. Shewhart was a statistician at Bell Labs during the 1920s and 1930s; he was one of
the first quality gurus that have studied randomness and recognized the existence of
variability in the process of manufacturing the products; he also developed the charts of
quality control to discover whether the variability is random or whether an assignable cause
has caused it. Walter's work created the base of the statistical process control used until today,

and he was referred to as the “grandfather of quality control.”
2.3.2.2. W. Edwards Deming

W. Edwards Deming was referred to as the "father of Quality Control™ He was a statistics
professor at New York University in the 1940s. He assisted several Japanese companies in
improving their quality. The Japanese highly regarded him to establish Deming Prize, an
annual award for organizations demonstrating quality. Thirty years later, the philosophy

started to be adopted by American organizations (Jammal M. et al., 2015).

In the past, the low quality of products used to be blamed on employees and their lack of
productivity, which led Deming to conduct research that pointed out that only 15% of the
quality issues can be blamed on employees. In contrast, 85% are caused by the process,
system, and poor management. Deming stressed the idea of improving the quality through
organizational change that should come from the upper management (Deming, 1986); he also
emphasized the concept of improving the quality of products or services quality by decreasing
the uncertainty and variability in design during the production process (Evans et al., 2000). He
then outlined 14 Points,” which are principles that can guide organizations in improving their
quality (Flood, 1993).

According to Montgomery et al. (2011), The Deming Philosophy is an essential framework

that helps enhance quality and productivity. The 14 principles of this philosophy are as below
(Deming, 1986) (Dale, 2003) (Montgomery et al., 2011):




1. Create constancy of purpose to improve products and services.

2. Adopt a new philosophy. The Management must know their responsibility, act accordingly,

and take the required steps for a leadership change.

3. Eliminate the dependence on inspection of the quality and build quality products and

services from the beginning.

4. Ending the practice of awarding the business based on the low price and improving the

quality of suppliers to reduce the cost.
5. Continuously enhance the system of production and service
6. Introduce modern methods for job training

7. Introducing new methods for supervision and leadership that will affect the process directly

and workflow and will guide the employees throughout

the process

8. Drive out the fear to enhance the effectiveness of work.

9. Break down the boundaries between the organization’s departments to work as one team.
10. Eliminate the usage of slogans as they create disputation between the employees

11. Eliminate quotas, numerical goals, and management by objectives. Replace it with

leadership.
12. Eliminate barriers that deprive employees of their pride in artistry.

13. Encouraging the employees to self-empowerment by introducing education and training

programs
14. Involve all the employees in making the needed transformation.

These principles were created to help the organization achieve its quality goals; they focus on

upper management's commitment towards quality and their role of providing a whole

supporting system that includes all the employees. Deming also stressed that this
improvement could only be achieved with an organizational change led by upper

management.




Adding to this, Deming created seven deadly diseases of management that he believed that
was preventing from the effective implementation of his philosophy (Montgomery et al.,
2011); these barriers are as below:

1. Lack of constancy of purpose. They need a shared model that the employees follow and

embrace.
2. Focusing on short-term profits instead of focusing on the vision for the organization.
3. Evaluating the performance, merit ratings, and annual appraisals

4. Changing the management every time is considered a deadly disease as the new
management will come with recent leadership changes that will take some time for the

employees to adapt to it.

5. Using only visible data and information in decision-making, with little or no consideration

given to what is unknown or cannot be known.
6. Excessive medical costs.
7. Excessive legal and warranty costs.

Deming created another framework, the Deming PDCA cycle; this framework is a process of

enhancement, where the actions of an organization can be measured and compared with the

desired expectations (Montgomery et al., 2011).

Figure 6: The PDCA cycle, created by (Gongalves, 2018)




The Four Elements of the PDCA can be subdivided into the necessary step-by-step problem-

solving activities (Goetsch et al., 2010); these four elements are as below:
- Plan: Set objectives for the organization and develop plans to attain them.
- Do: Set the goals into action.

- Check: measure and analyse the outcomes of the change to decide what was learned from

this action and determine whether further actions are needed.
- Act: Make any essential amendments to the plans and repeat the cycle.

This process requires several cycles to resolve complicated problems (Montgomery et al.,

2011). Its purpose is to function in a never-ending loop.

Deming believed in several concepts, such as reducing variations can achieve continuous
improvement. He also thought that customers were the most significant element in the
production process. He stated that everyone is responsible for achieving their needs and

exceeding their expectations.
2.3.2.3. Joseph M. Juran

Dr. Joseph Juran is considered one of the top-Quality gurus that have had the most significant

impact on Quality Management. His Philosophy was like Deming's philosophy. However,

there were some differences; for example, Deming stressed the fact that improving the quality

requires management changes, whereas Juran emphasized the fact that there is no need for
significant changes in the organization and the only changes that should be made are in terms
of embedding the Quality Management in the organization and focusing on the senior
management roles (Dale et al., 1999). Juran (1992) defined Quality as "Fitness for use",
taking into account the customer's intention for the use of the product rather than focusing
only on the technical specification (Stefanatos, 2000). Juran also believed that 80% of the
defects were primarily caused by factors that the Management could have avoided (Flood,
1993).

Juran's Philosophy was concluded in three different philosophies, which can be seen as follow
(Goetsch et al., 2010):




Juran's basic steps for progression are: Continually achieving structured improvements,
starting training programs for the staff, and establishing commitment and leadership roles for

higher management.
Juran's Trilogy, which was summarised in three functions for Quality, which are:

Quality Planning, which includes identifying the organization’s customers, the product or

service requirements and setting up goals for the organization
Quality control includes using statistical methods to meet the quality standard.

Quality Improvement, which means that the enhancement must be continued to assure

delivering the best quality of products and services to the customers
Juran's ten steps to quality improvements include:

Building awareness among the employees and managing the need for enhancement.
Set goals for enhancement.

Trying to meet the set goals of the company.

Training the staff and higher management.

Implement projects that aim to sort out the organization's problems

Report the organization’s progress.

Give recognition to staff for their efforts.

Discuss the organization’s outcomes.

1.
2.
3.
4.
5.
6.
7.
8.
9.

Keep the score.

10. Maintain momentum by building improvement into the company‘s regular systems.

2.3.2.4. Armand V. Feigenbaum

Armand was the first guru to introduce Total Quality Control (Mohanty, R. and Lakhe, R,
2000). He promoted the idea of a work environment, where high-level management and
employees should cooperate and commit to improving the quality of the organization’s

products and services and learning from each other's successes (Feigenbaum, 1999).

Armand introduced Quality as " Total composite product and service characteristics of
marketing, engineering, manufacture and maintenance through which the product and service

in use will meet the customer's expectations™ (Feigenbaum, 1999).




He also introduced the QTC as "Total quality control’s organization-wide impact involves the
managerial and technical implementation of customer-oriented quality activities as the prime
responsibility of general management and the main-line operations of marketing, engineering,
production, industrial, finance, and service as well as of the quality- control function itself"
(Feigenbaum, 1999).

Armand introduces a three-step process to improve the organization's quality. These steps

include (Fotopoulos et al., 2010):
- Quality leadership.

- Quality technology.
-Organisational commitment.
2.3.2.5. Philip B. Crosby

"For Crosby, quality is interwoven with conformance to requirements, and he emphasizes

prevention instead of estimate™ (Antastasiadou, 2015).

Crosby started his concept with the statement "Quality is free” (Crosby, 1979) and "Do it the
right first time" (Bendell et al., 1995). Crosby (1979) stressed the importance of avoiding the

defect in his book. He argued that organizations should not accept defects or consider the idea

of inevitable defects in producing the product or providing the services. He believed all
defects could be prevented first (Mohanty et al., 2000).

Therefore, Crosby developed 14 principles for quality improvements; these principles are as

below:

1. Management should be committed to improving the quality of products or services.

2. Establish a team for quality improvement in the organization

3. Measure the non-conformities and identify the existing and potential issues in the process
4. Assess the quality cost

5. Provide training for the management and the staff to make them aware of the importance of

the quality

6. Try to solve any problem facing the process by taking an immediate action




7. Setting up a new program for zero-defect (avoiding the defect at any cost)

8. Providing training and educating the supervisors and staff to be aware of their

responsibilities towards the organization’s quality
9. Host a zero-defect day to highlight the importance of quality in the process
10. Support employees to set personal and team goals and plan to achieve them.

11. Support employees to communicate with the management and highlight the issues faced

to achieve the set goals for quality improvements.

12. Recognition for all the employees who are contributing to the quality improvement

process

13. Employ quality councils to guarantee continuous communication for quality

improvement.
14. Repeating all the steps above stresses that quality improvement is a never-ending process.

Dale concluded Crosby’s quality philosophy (2003) with four different fundamental

approaches for quality management; these approaches are as below:
- Quality is conformance to the requirements.

- The measurement of quality is the cost of quality.

- The only performance standard is zero defects.

- The system for achieving quality is prevention, not an appraisal.

Contrary to the other philosophers, Croshy stressed that improving the quality requires the
management to change the organizational culture and attitude rather than using statistical
methods (Evans et al., 2000).

In his book "The Art of Making Quality Certain" (1979), Crosby has highlighted two mistakes
that can increase the cost of quality; the first mistake is a lack of knowledge, which can be

avoided by training and educating the employees. The second mistake is lack of attention,

which can be avoided by creating a personal commitment program and stressing the

importance of details. He also noted the importance of changing the way of thinking for the

management to prevent defects and achieve quality improvements.




2.3.3. The Total Quality Management system, tools and techniques

The Total Quality Management Award approaches:

Recently, many countries have started implementing quality award approaches to promote the
awareness of quality within the organization. Several authors, such as Ghobadian and Woo
(1996), have highlighted the importance of quality award approaches which can be concluded
in: improving the competitiveness between the organizations, thus improving the quality of
products and services. Also, the quality approaches have the leading role in raising the
organizations' awareness and success and encouraging the continuous improvements of
products and services. Moreover, these approaches encourage organizations to use self-
assessment methods to understand the requirements and achieve quality improvements and

customer satisfaction goals.

"When using this model, an organization uses the criteria of a quality award to recognize
areas for improvement. Under this approach, TQM implementation focuses on meeting
specific award criteria. Although some argue that this is not an appropriate use of award
criteria, some organizations use this approach, which can result in improvement (Westcott,
2013).

The most known quality management award approaches that emerged and impacted quality

management are:
Deming Prize:

The award was established in 1951 to recognize Dr. Deming's efforts and contribution to the
quality industry. It was defined by the Union of Japanese Scientists and Engineers (2020) as
"an annual award presented to an organization that has implemented TQM suitable for its
management philosophy, scope/type/scale of business, and management environment”. The
Award is given to companies that have made great efforts to enhance the quality of the

process and have significantly enhanced their performance.

According to Kumar (2007), the ten Quality Criteria or topics that have to be addressed by the

applicants to be eligible for the Deming Prize are:

Policies of the organization and its goals and vision and the level of social responsibility,

organization and the application of TQM framework, information and how effective it is




being used in the organization, standardization, the continuous improvements in terms of
human resources, the effective utilization of the quality assurance, The maintenance, the
continuous improvement, effects and organization powers (core technology and vitality) and
finally, the organization's plans and how it contributes to achieving the company's objectives
(Pfeifer, 2002).

This award has created a significant organization in the global market. Thus, the quality of

products and services and productivity were improved, and the cost was reduced. Also, this

Prize was awarded to over 200 organizations worldwide (The Deming Prize Guide, 2019).
Malcolm Baldrige National Quality Award (MBNQA)

President Ronald Reagan established it in August 1987 to enhance the practices of Quality
Management and increase the competitiveness of the companies in the USA. " This award
was created to promote quality awareness, identify the requirements for quality excellence

and share information about successful quality strategies and benefits" (Paulo S. et al., 2011).

The Malcolm Baldrige Award's main aim is to support the awareness of quality performance
excellence as a significant factor for competitiveness, to identify the achievements of the
corporate in the USA, and to promote the strategies that these organizations used to realize a

successful performance (National Institution of Standards and Technology, 2019).

The award criteria for Baldrige's performance for excellence program were identified as seven
categories with a maximum total score of 1000 (NIST, 2019). The seven categories are
Leadership, Strategy, Customers, Measurement, analysis and knowledge management,

Workforce, Operations, and Results.

Leadership
Strategic planning 85
Customer focus 80
Measurement, analysis, and knowledge management 90
Workforce focus 85
Customer focus 85
Results

Table 1: Performance Excellence, created by (NIST, 2019)
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Figure 7: Baldrige criteria for performance excellence categories, Created by (NIST, 2019)

Each category includes items that are the basic requirements that should be achieved by the
corporate to compete for the award (Masood A. et al., 2006). According to the National
Institution of Standards and Technology in the USA, the organizations that have been
rewarded with the Malcolm Baldrige National Quality Award have realized several benefits in
terms of increasing the sales of their products and services and increasing the level of
engagement of their employees and achieving a high level of productivity and customers
satisfaction and increase the ROE and ROA and achieving a rise in the revenues (National

Institution of Standards and Technology, 2019).
The European Quality Award (EQA)

The European Quality Award was established in 1992 by the European Foundation for
Quality Management (EFQM), with the support of the European Organisation for Quality and
the European Commission. "The purpose of this is to enhance the position of Western
European companies in the world market by accelerating the acceptance of quality as a
strategy for global competitive advantage and by stimulating and assisting the development of

quality improvement activities" (Bohoris, 1995).

On the other hand, different authors have indicated that the main aim of this award is to
support the implementation of effective strategies for TQM in European organizations. They
also highlighted the importance of this award in strengthening international competitiveness

between European organizations (Ghobadian A. et al., 1996).




The EFQM excellence model allows the corporate to be assessed internally and compare the

outcomes with the competitors. Using the EFQM excellence model helps the organization

define its purpose, create its own culture within the organization, build strong leaders, and
transform the organization; it also helps the organization address the challenges and predicts

the future using the systematic method of self-assessment (EFQM, 2020).

The EFQM excellence model includes nine criteria; five are considered "organization area";

however, the other four are considered "results”. The criteria are as follows (Base UK, 2010):

* The organizational area includes Leadership & Constancy of Purpose, People Development
& Involvement, the Organisation strategy, Partnership Development, Processes, products, and

services

* The results include Results Orientation of people, Customer Focus results, Corporate Social

Responsibility results and Key performance results
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Figure 8: EFQM Excellence model, created by (NEF consulting, 2020)




1SO 9000 Certification

ISO 9000 was established in 1987 by the International Organization for Standardization

(I1SO); it is defined as "a set of international standards on quality management and quality

assurance developed to help companies effectively document the quality system elements
needed to maintain an efficient quality system. They are not specific to any industry and can

be applied to organizations of any size" (1SO, 2019).

According to some authors, such as Stevenson and Barnes (2002), the main point of the ISO
9000 standard is to provide a time-tested framework to assist organizations in launching and
following a systematic approach to managing organizational processes for rendering
consistent quality. The ISO family is the same across the globe. However, it has been
introduced by different names depending on the country. Each country has its entity
authorized by 1SO to manage the standards of the products, knowing that the 1SO is adopted
by 165 countries worldwide (1SO, 2020).

ISO 9001 sets out the criteria for a quality management system and is the only standard in the
family that can be certified to. This standard is based on several quality management
principles; these principles are as follows (1SO, 2015): Customer Focus, Leadership,
Engagement of People, Process Approach, Improvement, Evidence-based decision-making,

and Relationship management.

ISO 9000 has helped organizations in enhancing their organizational performance, as well as
improving the decision-making process and achieving effectiveness and efficiency in
administrative operations and performance; also, it enhanced the drive for innovation in the
organizations, and it increased the level of customer satisfaction, loyalty and value. The 1SO
also helped improve the organization's ability to focus on critical processes and opportunities,

optimize employee engagement, and enhance personal development (1SO, 2015).
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2.3.4. TQM practices

Total quality management practices are considered the basics of the TQM (Ali Mohammeda et
al., 2013). Implementing them efficiently can help organizations achieve business excellence

(DeFeo, 2019). The principles can be summarised below:

2.3.4.1. Customer focus

The first and most essential practices of the TQM are the attention granted by the organization
to its customers, as the service or product's Quality should satisfy and exceed the customer’s
expectations (Isac, 2013). Therefore, organizations should understand current and future

customer needs and measure them using customer feedback, reviews, return rates and

satisfaction surveys (DeFeo, 2019). The main advantages of applying this principle are (Ali
Mohammeda et al., 2013):

¢ Increase the efficiency of the organization's performance and resources, thus

increasing the revenues and market share.




Increase the customer's loyalty
Achieving the goals that were set for the organization
Measuring the customer's satisfaction and acting accordingly to exceed their

expectations (Nagaprasad H. et al., 2012)

2.3.4.2. Top management focus

Top management helps the organization establish a unity of goals, values, and direction. Their
primary mission is to create and maintain an environment where employees can fully
participate in achieving their individual and organizational goals (Ali Mohammeda et al.,
2013). Applying this principle helps the organization in terms of the following:

e Helping the staff to understand the organizational goals and objectives

« Strengthening the communication process within the organization

e Addressing and highlighting the needs of the management, employees, and customers.

o Developing a better vision for the organization's future

2.3.4.3. Employee focus

According to Joseph A DeFeo (2019), every person in the organization is responsible for
assuring the quality of the provided products and services. Nevertheless, employees can
contribute to the rate only if they feel empowered to make their own decisions and are
equipped with the right work environment, training, and education. Employees' involvement
in the quality process will enable their abilities to be fully used for the organization's benefit
(Witjaksono, 2012). The advantages of applying this principle are as follows:

e Motivate the employees, thus helping them to build commitment towards the

organization

Providing an opportunity for employees to present their creativity, which will benefit

the organization
Checking the individual performance of the employees and supporting them to
continue improving their abilities

Recognizing the employee's efforts helps build an excellent team




2.3.4.4. Process approach

According to the TQM concept, quality products come from a quality process (Isac, 2013).
This means that the quality process is a crucial step for a quality product or service, and a
TQM system will only succeed with a clear focus on operations and process-led thinking. Any
defect in the process will eventually cause the final product or service problems. Therefore, it
is advised to effectively monitor every step of the process to assess, maintain and improve the
quality. The benefits of applying the process management principles are (Ali Mohammeda et
al., 2013):
e Reducing costs and saving time by monitoring the process will help the organization
avoid defective products.
Improving the quality of the process and the quality of the final product or service
Focus on the process and provide the employees with opportunities for improvements.
Identifying the essential activities to achieve good-quality results
Managing key activities through establishing responsibility and accountability within

the organization and upon the employees

2.3.4.5. Strategic approach

A strategic approach is critical to quality management, as it outlines an organization's plan to

achieve its goals and objectives (DeFeo, 2019). It also Identifies and manages the system of
interrelated processes and contributes to corporate effectiveness and efficiency. The
advantage of applying this component is as follows (Ali Mohammeda et al., 2013):
e Integration and harmonization of the process will help the organization in achieving
the desired results
Focusing the organization's efforts on the key processes
rebuilding the system in a way that will direct the organization toward its objectives

Gaining the confidence of the interested parties.

2.3.4.6. Continual improvement
Customers' expectations tend to change and rise. Therefore, it is essential to remember that
customers are not only assessing the quality of the products or services provided, but they are

also comparing it with the competitor's services and products (Abohimed B, 2001). It is




concluded that organizations should continuously improve their products and services to
achieve a competitive advantage. Continual performance improvements should be an
objective for every organization seeking business excellence and delivering high-quality
products and services to all stakeholders. The advantages of this principle are as follows:
e Improving the organization's capabilities and enhancing the performance
e Working on achieving the organization's strategic and objective goals through
improving critical activities.

Respond quickly to opportunities as well as to problems and defects.

2.3.4.7. Decision making

The practical decisions made by the organization's senior management can be assessed only
by using available facts such as data analysis (sales), the revenues made, customer retention
rates and reviews. The advantages of applying this component are as follows (Ali
Mohammeda et al., 2013):

e Precise the organization's decisions

e evaluate the outcomes of the decisions that were made previously

o Enhance the ability of the organization to review the opinions and conclusions and

overcome the obstacles

Ensuring the accuracy and reliability of the data

2.3.4.8. Supplier relationship

"Supplier relationship management (SRM) is the systematic approach of assessing suppliers'
contributions and influence on success, determining tactics to maximize suppliers'
performance and developing the strategic approach for executing these determinations. It
helps create positive buyer-supplier relationships and determines which activities to engage

with each supplier." (Rouse, 2019)

Supplier Relationship is considered an essential component for TQM, as the management of

an organization needs to select suitable quality suppliers to avoid any product defect or
service issues. Selecting Quality suppliers requires the organization to allow the purchasing
department to identify suppliers for low-cost and high-quality products. An unrealistic

deadline can cause a failure in the selection (Islam A. et al., 2012).




Suppliers must engage in quality practices and meet the required quality standards. Therefore,
the advantages of applying this component are as follows (Isac, 2013):

o Creating value for both the organization and the supplier in the market

e The optimization of costs and resources

o the flexibility in reacting to customer and market change and adapting quickly.

« Building a good relationship with the supplier helps the organization achieve short-

term and long-term profits.

The Principles of Total Quality Management were created to seek the satisfaction of external
customers, as well as senior management, employees, and suppliers of the organization and
ensure the continual improvement of the quality process and achieve the organization's goals
and objectives, as the organizations have many opportunities to drive customer experience

beyond products, with customer service being a prime example.

2.3.5. TQM system implementation strategies:

Successful organizations know that customer satisfaction significantly impacts their financial
performance and their situation in the marketplace. Therefore, the organization must establish
and create an environment supporting a quality culture, which requires a structured and
systematic process. Following is the generic Strategy Model for implementing the TQM
system (Syed lliyas A. et al., 2016):

1. Top management and leaders need to be aware of the TQM and committed to it, as it is one

of the essential strategies for an organization.

2. The corporate needs to measure the current culture followed by the organization, the level
of satisfaction of their customers, and the effectiveness of the existing quality management

systems.

3. The organization's leaders or top management must identify its core value and

communicate its principles with its employees to spread the knowledge.

4. The TQM master plan needs to be developed based on the above 1,2 and 3 steps.

5. The organization needs to identify the customer's needs and demands and align with the

employees to meet those demands.




6. The top management needs to set a plan for the process that needs to be followed to meet

the customer's demands.
7. The Top Management must form teams to improve the process.
8. The TQM needs to be driven by the commitment of both employees and top management.

9. Top Management needs to contribute to the process by planning, providing training to

employees, and guiding them throughout the process.
10. Daily process management and standardization take place.
11. evaluating the progress of the process and revising the plan if required.

12. Collecting employee feedback and establishing the reward and recognition process. (Syed
Iliyas A., et al., 2016).

2.3.6. Establishing and implementing the TQM

"TQM is not a “quick fix,” “off-the-shelf” solution to competitiveness for any organization."

(Sharif, 2005). The TQM is believed to be an integrated, continuous and professional system

that requires commitment from employees, leaders and customers to meet everyone's needs.

Effective TQM requires more than statistical techniques, training, and slogans; the TQM
systems require attention to detail and process and commitment, employee engagement, and
benchmarking to achieve the desired results. Several organizations failed in implementing the
TQM, as they have focused only on implementing techniques such as the chart technique and
just-in-time technique and have not adopted the Main philosophies of the TQM, which
requires employing the employee's empowerment and customer focus (Chang, 1993; Maital et
al., 1980; Salazar, 1994) (Sharif, 2005).

The TQM principles are sound, and the failure lies in implementing TQM in some
organizations. Therefore, it is essential to focus on the following steps for establishing and
implementing a successful TQM system, which will help the organization run the process

effectively.




Before implementing the TQM, the organization needs to manage different functional
processes to ensure several elements, such as customer satisfaction, achieve the target. Also,
the organization needs to ensure that the implementation is a strategic choice influenced by
the objectives and needs of providing quality goods and services. The steps for implementing

the TQM are as follows:

Design& Build: This step was developed to create a structure of TQM, build a process, and
plan the implementation. It must be driven by the organization's needs, customers' needs, and

market demands.

Deploy & Deployment: In this step; the process is divided into sub-processes and given to
employees or departments, along with providing education, training tools, and metrics to

assist in deploying TQM.

Control& Measure: These two elements are achieved through routine and systematic audits
of the TQM. This step differs from one organization to another, depending on the

organization's size, potential risk, and environmental impact.

Review & improvement: In this step, the organization has to determine the efficiency and
effectiveness of the goals that were set in each process and communicate the outcomes of the

process to the employees and develop; also, the organization needs to create new practices

and procedures based on the results of the collected data.

Implementing Total Quality Management affects every aspect of an organization's
performance. The two main benefits of the successful implementation of the TQM are:
meeting the customer's demands, thus, increasing the sales and the profits; the second benefit
IS meeting the organization's needs, which will eventually lead to expansion, growth and

creating more profits.

2.3.7. The barriers affecting the implementation of the TQM

Much research has been conducted to identify the challenges facing the implementation of the
TQM. According to several types of study, such as Whalen and Rahim (1994), the main

barrier that is affecting the TQM implementation is the Lack of top management commitment;
other researchers, such as Ellram (1991), have agreed with them, emphasizing the importance

of the total management commitment to the process. According to other researchers, such as
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Brigham (1993) and Kanji (1996), the implementation is affected by the need for more

leadership in the manufacturing and service industry.

On the other hand, Dowlatshahi (1998) and McDermott (1994) have declared that the high
rate of turnover and absenteeism at the management level is highly impacting the
implementation of TQM; this barrier can be affected by the fact that some employees and
managers are unable to adapt to the work environment, or it can be due to lack of reward, or

training, or cultural differences or it can even be due to the salary (Lawrence et al., 1994).

Another barrier is the attitude of employees towards quality; many researchers have urged on
the importance of changing the mindset of employees towards quality, stating that leadership
and management commitment are highly impacting the employee's mindset and their ability
to change and adapt to the quality culture (Rivers et al., 1999) other researchers also have

emphasized on the impact of this barrier on the customer's satisfaction (Faisal T. et al., 2011).

Lack of training and education also affects the implementation of the TQM. A thriving TQM
environment requires committed, educated, and well-trained employees and management to
fully engage in the implementation process and improvement activities (Ljungstro M. et al.,
2002).

Moreover, research conducted in the Mauritanian Food industry by Danyen and Callychurn

(2013) summarised that implementing TQM is affected by inadequate human resources

development and management, lack of strategic quality planning, and scarce resources.

Also, the lack of coordination and communication between the department of the organization
is one of the critical barriers, as the relation and contact affect the organization's performance
and determine the extent of TQM implementation (Amar K. et al., 2002). Other critical
barriers that affect TQM implementation are the employee's resistance to change and the lack

of continuous improvement culture (Al-Zamany et al., 2002).

2.3.8. The Service Quality

The Expectation and the factors that are affecting the customer’s expectations

The Customer's expectation can be defined as the customer's wish to get the standard service
provided by the service provider. It differs based on the time of purchase, the location, word

of mouth and previous experiences with the service provider (Sarmin S. et al., 2010). Also,
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other authors, such as Parasuraman (1994), have stated that service quality can only be

measured by measuring expectations.

The Customer's satisfaction depends mainly on the customer's expectations, which can be
superior, inferior, or moderate; it can be summarised that the level of expectation determines
the level of satisfaction; this last can be measured only by comparing the level of previous and
current experiences (M.S., 2008). Before purchasing, customers can have earlier expectations
about the service quality and behaviour, which will impact their satisfaction, which can be

changed after receiving the service (Sarmin S. et al., 2010).
The factors that affect the customer's expectation are as follow (Lovelock, 2007):

Word-of-mouth communications: A significant factor in determining a customer’s
expectation. Most customers would spread the word after receiving positive and negative

experiences, which will eventually change their behaviour towards the service provider.

Personal needs: The customer's demands differ from one person to another, depending on the

person's character.

Previous experiences: It is one of the most critical determining factors as it affects the

customer's future behaviour and depends on whether the incident was positive or negative.

External Communication: External communication has a significant impact on customers'
behaviour, such as Advertisements, TV Programs, social media and networks; all these

platforms are directly impacting the customers' expectations

The Perception and the Determinants of the perceived service quality

Since the customers are the service-based organizations' primary concern, these businesses
must be more knowledgeable about their perceptions, needs, and demands (Sarmin S. et al.,
2010).

Customer perception refers to the customer's opinion about the business or the provided

service, and it defines their feelings towards the brand, including the direct or indirect

received experience; determining the customer’s perception helps the organization to improve

the customer's experience and achieve the competitive advantage (Stec, 2019).




Measuring customers' perceptions requires the organization to collect qualitative and
quantitative data. The organization needs to look at the resources such as product usage and
inducted interviews with the customers, which will help absorb the customer's perception.
Also, the organization should adopt a customer feedback tool to collect the required

information about the customers.

According to a report published by Walker (2013), by 2020, the customer's experience and
perception of the services and goods the brand provides will have priority over the traditional
competitive advantages such as pricing, usability, and features. Suppose the organization
needs to invest in improving its customer’s experience. In that case, the organization will risk
falling behind, as leaders of other organizations use customer care surveys to invest in new
technologies and treat them as their top priorities for business improvement (Jeff B. et al.,
2020).

According to a journal article that was published by Salim Haddad (1998), " perceived quality
is a combination of five categories: (1) technical competence of the service provider (2)
interpersonal relationship between customer and service provider (3) availability of resources

in time (4) accessibility (5) effectiveness of service.”

Abrecht and Zemke introduced the determinants of the perceived service quality in their book
"Service America" (1985); the determinants are (1) the care and concern: the customers

always tend to seek attention and receive friendly behaviour from the service provider. (2)

Spontaneity: The service provider should always deal with and solve any issue that may

spontaneously face the customer. (3) Problem-solving: The service provider should always be
trained and have enough knowledge to solve any issue that may face the customers. (4)
Recovery: The service provider should take the complaints seriously, pay attention to the

customer's problem, and seek a solution to help the customer perceive the quality well.
The customer satisfaction

Customer satisfaction is considered a positive indication that customers express their
acceptance of the provided service. It is working as a critical factor for customer retention,
which will eventually lead to building the customer's loyalty and increasing the profits for the
organization (Sarmin S. et al., 2010). Research has proven that loyal customers tend to spread

word of mouth and support the business in creating a larger audience (Philip Kotler, 2009).




According to an article that Micah Solomon wrote in Forbes magazine (2018), customer
satisfaction is considered one of the underpinnings of the special relationship referred to as
true customer loyalty. It is based on four predictable factors, which are as follows: (1) A
perfect product or service that is defect-free and functioning perfectly. (2) The product or
service is delivered by a caring, friendly person and good manners. (3) Timeliness: An
appropriate timeline is essential in a world of technology with many market competitors, as
customer experiences guide their expectations. (4) The support of a practical problem
resolution process: Service breakdown and other service issues that face the customers are
considered crucial moments in a business relationship. Therefore, solving these issues will
significantly impact the business's success and should be considered an organizational goal. A

practical problem resolution will help build the customer's loyalty.
Comparison between the customer's expectations, perception, and satisfaction

If the perception level is higher than the expected level, then the perception is positive, which
will eventually lead to a high level of satisfaction; however, if the level of perception is equal
to the expectation level, then the perception is that the moderate customer is satisfied.
Conversely, if the perception level is lower than the expectation, that will lead to negative
results and customer dissatisfaction. The organization has to improve its services to avoid
failure (Gronroos, 1990).

Perception > Expectation = Highly satisfied
Perception = Expectation = Satisfied
Perception < Expectation = Dissatisfied
The concept of Service Quality

Service Quality was defined by Jaina (2018) as "the manner of treating the customers at the
time of delivering the service". It is also considered the combination of different experiences
through the interaction between the customers and the staff in the organizational environment
(Jamesb, 2011).

According to Yarimoglu (2014), quality corresponds to satisfaction; the higher the rate, the

more satisfied the organization's customers are. Recent studies conducted by researchers such
as Angelova and Zekiri (2011) have proven that organizations that have realized the service

quality will eventually achieve sustainability and competitive advantage, and these studies



https://www.forbes.com/sites/micahsolomon/

have also demonstrated that the most critical success factors for an organization to develop

and grow in the marketplace are service quality and achieving customer satisfaction.

Other researchers, such as Rauch, Collins, Nale, and Barr (2015), have declared that
evaluating an organization requires the management to compare their performance with
customer expectations and the other competitors in the same industry's performance. From all
the previous definitions, it can be concluded that service quality is how an organization can
meet or exceed its customers' expectations. It helps the organization improve the customer's

experience, achieve customer satisfaction, and increase profits (Miklos Pakurar et al., 2019).
The characteristics of the service

Yarimoglu (2014) authored an article about the dimensions of service quality, stating the
characteristics of services, which are as follows: Intangibility, which means that the service
that is provided cannot be seen, touched, or smelled. Therefore, it is challenging to be
evaluated by customers. Heterogeneity, meaning that the provided services will be different,
can challenge the quality of service. Simultaneity implies that the service is produced and
consumed simultaneously; thus, it is formed in the interaction between the salesperson and the
consumer. Perishability indicates that the provided service cannot be saved, stored, resold, or

returned to the service provider (Miklos Pakurar et al., 2019).

The Gap Model

Gap Analysis Model is considered one of the most popular models for service quality;
Parasuraman and Zeithaml developed it. The main reason behind creating this model was to
analyse the causes of the problems and assist the service providers with support to improve
the service (Miklos Pakurar et al., 2019). This model focuses primarily on identifying the gap
in service quality and trying to repair it as early as possible. The gap's size directly affects
service quality, and the organization has to be prepared with strategies to identify the gap and

tackle the reasons that caused the gap (Lovelock, 2007). The holes have been divided based

on the category they belong to:
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Figure 10: Seven Service Quality Gaps (Lovelock, 2007)

1. Internal gap: These gaps are related to the function of the internal department of an

organization, and it is as follows:

Standard gap: This gap occurs only if the provided service standards do not match the

Management expectations and affect customer expectations.

Delivery gap occurs when there is a conflict between the delivery standards and the service

production.

Internal communication gap: This represents the need for more communication between the

salesperson and the organization's direct service provider.

2. External gaps: These gaps occur when the customers and organization are the primary

concern, and it is as follows:

Knowledge gap: This gap represents the mismatch between the perception built by the

management of an organization and its customer's expectations.




The perception gap represents the difference between the actual delivery and customer

perception.

Interpretation gap: It represents the gap between the understanding of the customer for the

promises given by the service provider and the actual promises of the service provider.

Service gap: This gap occurs when there is a mismatch between service perception and

customers' expectations regarding the quality of the service.

Avoiding these gaps can be done through communication between the Top management,
middle management, employees, service providers (salesperson), and consumers. Also, the
organization should provide training and education to their salesperson to avoid
disappointments. Moreover, the organization should keep its promises and be more accurate
(Sarmin Sultana and Shohel Rana, 2010) (Lovelock, 2007).

The SERVQUAL model and the SERVPERF model

Parasuraman et al. (1988) presented the SERVQUAL model as a multi-item scale developed
to assess service quality; this model was defined as "the degree and direction of a discrepancy

between customers' service perceptions and expectations”. This model requires the customers

to answer questions about their expectations and perceptions and understand their reviews
(Prakash A. et al., 2012).

"SERVQUAL is based on the confirmation/disconfirmation model (the gap between
expectation and perception) widely adopted in the customer satisfaction literature” (Yong J.K
et al., 2005). Also, it is considered an essential measuring tool for service quality assessment,
as an organization needs to get the customers' opinions about the quality of their products and
services and their performance. This can be used as a guide for making accurate decisions and
changing to improve the quality of service provided. Expectation and perception measurement

is the pre-condition of service quality evaluation (Howey, 2001).

SERVQUAL model originated from the Gap model, and both models are required to
investigate consumer expectations. Understanding the situation of service quality in an

organization and the level of promise and performance requires understanding the gap score,
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which allows measuring the difference between the expectations and the perception, which is:

Q= P-E (Sarmin S. et al., 2010). The gaps can be interpreted as follow:
Perception score > Expectation score = Superior Perception level
Perception score < Expectation score = Inferior Perception level

Perception score = Expectation score = Moderate Perception level

This Model contains 22 features, divided into five dimensions (Parasuraman A. et al., 1988);
these dimensions are as follows: Tangibles, which represent the employees' appearance, the
physical facilities and equipment and the communication materials. Reliability includes the
ability to provide the service dependably and accurately. Responsiveness represents the
employees' willingness to help and provide the needed support to customers. Assurance: The
employee can inspire confidence and trust. Empathy is defined as the level of care an
individual can give in providing the service (Zeithaml, 2008). This Model is the most
effective in comparing the different organizations providing the same service; this can help
the organization identify its strengths and weaknesses and assess the service process to

improve the quality.

Afterward, Cronin and Taylor (1992) developed the SERVPREF model, which is considered
to be a multi-item scale model that consists of the same 22 features and five dimensions of the
SERVQUAL model to define the service quality (Prakash A. etal., 2012). The only
difference between both models is that the SERVPERF model focuses only on the customer
perception of the service quality (Yong J.K et al., 2005).

The dimensions of the service quality

The service Quality was divided into eight dimensions that impact customer satisfaction,
including the five sizes of the SERVQUAL model and three other dimensions added to meet

the need for service quality. These dimensions are as follows:
Reliability:

Parasuraman et al. (1994) stated that reliability is the ability of an organization to perform the

service excellently, fulfil its promises from the first time, and focus on the results to improve

the service quality.




Assurance:

It was defined by Parasurman et al. (1994) as the courtesy and knowledge that employees can
have and their ability to transfer confidence and trust to the consumer. Also, other researchers
indicated that assurance is the staff's behaviour and capacity to provide a friendly, courteous,

and competent service to their consumers.

Responsiveness:

It was defined by Parasurman et al. (1994) as the willingness of staff to guide the consumers
and provide them with attention, promoting services and responding to all their requests in

accordance.
Tangibles:

It was defined by Parasurman et al. (1994) as the physical facilities that help the customers
assess the service's quality; these facilities include the equipment, people, communication
materials, tools, and machinery. It also consists of the representations of the service, such as
statements, cards, the speed of the service, the efficiency of the transactions, and the external

appearance of the bank and its employees. Etc. (Miklos P. et al., 2019).
Empathy:

It was defined as the need of a customer to feel that they are a priority for a service-providing
business; it also can be defined as the ability of an employee to give the service with care,
providing the customers with individual attention, providing the necessary assistance to their
customers and making the customer feel the uniqueness. Parasurman et al. (1994) have stated
that " quantitative studies that have identified service quality model dimensions have used

security, credibility, and access to measure empathy™ (Miklos P. et al., 2019).
Access to Service:

Recent research has shown that accessibility significantly impacts customer satisfaction and
loyalty (Flavian C. et al., 2014). It was defined by Yarimoglu (2014) as the ability of a

customer to access the service easily by telephone call, email, or social media contact, and the

waiting time for receiving the service should be convenient. Also, the location and working

hours should be suitable for consumers.




Financial Aspect:

Organizations constantly seek to provide competitive prices and interest rates to attract
customers. Therefore, the financial aspect has been considered one of the most significant
dimensions influencing customer behaviour (Miklos P. et al., 2019). It can be defined as the
price of the service, the interest policy, or the pricing policy for service providers such as

banks.
Employee’s competencies:

Haddad (2017) stated that employees' competencies include their knowledge about work,
skills and abilities, values, motivation and self-control. These competencies are among the

most common areas of managing people (Omotayo et al., 2014).

In Conclusion, the Service Quality concept emerged from the Total Quality Management
philosophy, and it is treated as an essential criterion for effective TQM implementation. It can
be classified into customer service quality, online service quality, banking service product

quality, and automated service quality (Alharth et al., 2017).

2.4. The financial Services sector

Financial services were defined by the International Monetary Fund (2020) as " the processes
by which consumers or businesses acquire financial goods.". As noted previously, the financial
services sector is considered to be the sector that provides financial services to individuals as
well as organizations; this segment of the economy includes different financial firms such as
accounting firms, retail banks, insurance companies, life and pension companies, and asset
management companies as such as real estates (Scottish Government, 2010). Financial services
are one of the most significant sectors of the economy of any region; it is leading the world in

earnings and equity market capitalization (Asmundson, 2020).

Organizations in the financial service sector mostly manage money and assets advising clients

and facilitating the movement of funds. Financial services play a significant role in providing

the marketplace with a free flow of capital and liquidity and strengthening the country's
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economy, thus helping the sector manage the risks and building the confidence of purchasing

power (Asmundson, 2020).

"Financial services are fundamental to economic growth and development. Banking, savings
and investment, insurance, and debt and equity financing help private citizens save money,
guard against uncertainty and build credit while enabling businesses to start up, expand,
increase efficiency and compete in local and international markets" (Christopher N.S. et al.,
2007). As previously indicated, this sector is one of the largest sectors in the world in terms of
earnings. It includes many firms such as merchant banks, credit card companies, stock
brokerages, insurance corporations, etc. These types of organizations have different features
that allow them to reach out to customers and organizations easily and control the way the
market is operating; these features include expertise, excellent reputation and geographic
location, as well as the ability to use strategies to build the economy and build human capacity™
(Christopher N.S. et al., 2007).

2.4.1. Threats to the financial service

Financial services are constantly exposed to global changes, including economic, geopolitical,
technological, socio-political, and environmental changes; these changes will eventually
reveal the financial service organization to risks that must be managed to mitigate the effect of
the threat on the general performance of an organization. Therefore, these organizations must
be prepared with the tools and capabilities to respond immediately to the threats (Colquitt,
2015).

The global financial crisis that hit the world between 2007 and 2010 arose due to easy credit
conditions, predatory lending practices, and low-risk pricing (Colquitt, 2015). This crisis
taught the firms to focus on risk management and regulatory compliance (Protiviti and North
Carolina State University’s ERM Initiative, 2019).

According to an article that VValerie Abend published (2020), Most of the attacks facing the
world of financial services are cyber-attacks, and the security teams in the financial services

sector are meeting high demands from their organizations to defend themselves electronically

from any unexpected threat. The report has also stated that cyber-attacks have increased

dramatically during the global pandemic due to firms’ reconfiguration of supply chain

companies and the search for new digital experiences meant to enhance the customer's




experience. Also, the remote workforce experience has increased the possibility of internal
cyber-attacks. Accenture published a report (2020) that has identified the threats that are

affecting the industry, which are as follows:

Supply chain attacks: Financial services have complex yet interdependent supply chains,
which expose the organization to broad, target-rich attacks. “The attacks primarily involved
technology service providers (TSPs), including managed service providers (MSPs) and cloud
service providers (CSPs)” (Abend, 2020)

Credential and Identity theft: Social engineering is considered to be the most dangerous threat
to financial organizations, as most organizations experience frequent and sophisticated
phishing and different type of social engineering attacks; the social engineering attack
includes the theft of customers as well as the employees and the third party credentials, and it
occurs through account takeover and synthetic identity fraud (Accenture Security, 2019). This
type of breach will eventually cause a threat of competitors using the data in innovative ways,

including simultaneous multiparty access and network abuse.

Data theft and data manipulation: Threats generally target data with the motivation of
robbery; however, in some cases, the data theft is motivated by the political or ideological
situation, and its primary goal is destruction and disruption, and it is mainly led by

competitors to incorporate data manipulation for financial gain and cause disturbance in the

financial system and the market (Accenture Security, 2019).

Emerging technologies: Financial services organizations look for emerging technologies to
adapt to environmental changes and deliver quicker and better service. However, this may
expose the firm to the threat of adversaries, who will try to exploit this emerging technology

and use it as a part of their malicious campaign (Accenture Security, 2019).

Disinformation and misinformation: Competitors can use misinformation to target customers,
as the financial services industry is based mainly on the customer’s trust. Taking the faith of

competitors will eventually cause a loss for the business (Abend, 2020).

Third-party agreements: Most financial service institutions rely on partnerships to decrease
the costs associated with regulation compliance (Morris, 2018). However, the organization
exposes itself to risk, as a threat to the partner or the vendor will eventually cause a danger to

the organization.




Internal attacks: A financial service organization needs to select its employees wisely,
according to a report published by the IBM cybersecurity intelligence index in 2016 (Morris,
2018), stating that 60% of the threats were internal; the same report indicated that the
financial services industry is one of the most targeted industries by the cyber criminals and
three-quarters of these threats were intentional; however, only one quarter was due to human
error. This type of attack can be undetected for an extended period, causing harm to the firm,
and the employees can lead it due to dissatisfaction. In this situation, the organization should
focus on its employees and provide a good working environment to increase their satisfaction.
Thus productivity; also, the organization needs to identify its valuable assets and limit the
number of employees that have access to these assets and implement access control policies to
limit exposure, as well as provide security awareness training programs to employees and
training them on phishing the attacks and providing them with tips for spotting the threats
(Morris, 2018).

The internal attacks also include bribery, corruption, which is the most common in the
industry, as well as frauds, including senior management, such as money laundering and

annual fraud risk assessments (PWC, 2014)

According to IBM (2020) report published recently, over 8.5 billion records were breached in
2019 more credentials were stolen. Also, the same report indicated that ransomware attacks
increased by 67% yearly in the final quarter of 2019. The ransomware was more innovative
than ever, targeting North America, Europe, and Asia. Therefore, organizations must allocate
their resources, understand relevant threats, and increase their security strategies by securing

credit customers' credentials.

In other words, financial services firms must be prepared for any risk that can encompass it,
whether known, unknown, or unknowable and build a solid structure for risk management to

avoid destroying their name in the market and losing their customers (Abend, 2020).

Moreover, according to research that was conducted by PWC organization (2014) on the

financial services sector, including 1,330 financial services firms from 79 different countries

for the period between 2011 and 2014, the research was conducted to identify the main threats

that are affecting the sector, the results have indicated that most of the threats were internal.




The threats included in the reports are asset misappropriation, cybercrime, money laundering,

accounting fraud, bribery and corruption, as shown below.
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Figure 11: The threats to the financial services (PWC, 2014)

Furthermore, the same report has indicated that the threats and frauds were primarily committed

by junior management and middle management, followed by senior management, as the below
as shown (PWC, 2014).

M Senior management
Il Middle management

B Junior staff members

B Other

Figure 12: Seniority of internal fraudsters in the financial services sector (PWC, 2014)




2.4.2. The financial services sector in the UK

According to a report that Insider Career published, the financial services sector is a
significant contributor to UK income and employment, and over a million people in Britain
are directly employed in financial services, and a further million in related services; thus, the
financial services generated most of the UK’s trade surplus in 2012. Also, the Financial Times
published a report (Cadman, 2016) that indicates that Britain's service industry recorded
consecutive growth and accounts for almost 80 percent of the economy. Also, the Office for

National Statistics underlined how services are at the heart of development.

Moreover, the City UK (2016)launched a report in March 2016, demonstrating the critical
role the financial services play in supporting the job growth plan, employing over 7% of the
UK workforce, producing almost 12% of total economic output, contributing £66bn in taxes
and generating a trade surplus of £72bn. Foreign companies have invested around £100bn into
the UK financial services sector since 2007 — more than in any other industry. Most
Importantly, the industry is spread nationally, with over 2.2 million employees, two-thirds of
which are outside London. These employees have helped raise living standards by sustainably
spreading high productivity and value-added employment nationwide. The value-added to the

economy per financial and related professional services worker is £87,000, compared to the

£52,000 annual average for workers in other sectors.

On the 25th of April 2018, the Parliamentary Business (Rhodes, 2018) published a report
regarding the financial services sector's performance in 2017. The results stated that in 2017,
the financial services sector contributed £119 billion to the UK economy, 6.5% of total
economic output. The industry was largest in London, where 50% of the sector’s output was
generated. The UK financial services sector was the eighth largest in the OECD in 2016 by its
proportion of national economic work. Luxembourg’s financial service sector was the largest

in the OECD, contributing 27% of the country’s economic output.
There were 1.1 million financial services jobs in the UK, 3.2% of all jobs.
Exports of UK financial services were worth £61 billion in 2016, and imports were worth it.

£11 billion, so there was a surplus in the financial services trade of £51 billion.




44% of financial services exports went to the EU, and 39% of financial services imports came
from the EU.

The sector contributed £27.3 billion in tax in the UK in 2016/17.

Financial services economic output as a % of UK total
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Figure 13: The Financial Services economic output as % of UK total (Rhodes, 2018)

2.4.3. The retail banking sector in the UK

Retail banking, in general, can be referred to the banks that provide products and services to
different types of customers, such as personal customers and businesses; these products and
services can be provided through other channels from the bank's branches to the online and
internet banking as well as phone call services. The service varies from one customer to another
based on the type of customer being served, the product that the bank offers (daily activities,
mortgage, loan, credit cards) or the size of the business if the customer is a business account

holder (Competition and market authority, 2015).

The primary role of the retail banks includes accepting deposits, providing loans and residential
mortgages to customers, providing insurance, providing payments and supporting customers
with daily bank transfers. The main customers of the retail or "high street banks" are individuals
and small SMEs. The larger SMEs are being served by commercial and corporate banks

(Competition and market authority, 2015).




The UK finance and banking sector is considered to be one of the most significant contributors
to the economic success of the UK and one of the major exporters of financial services in the
world, and it has a significant impact on attracting overseas investments to the UK (UK finance,
2019).

The retail banking sector in the UK is the biggest employer of all the financial services sectors;
it enables individuals and businesses to manage their assets and payments and access products
such as loans, mortgages, and insurance (Higginbotham, 2019). Since 2008, after the financial
crisis that hit the world, the retail banking sector has experienced several changes; this crisis
has pushed the banks to gain their customer's trust and improve the quality of their customer’s

experience (Mordor Intelligence, 2020).

The UK bank's activities can differ from one bank to another; below can be seen the description

of each bank'’s products and services:

Brief about the bank

Barclays Barclays bank provides personal and corporate banking services and products to
Plc individuals and businesses. Barclays bank products and services can be divided
into four units personal banking services, residential mortgages, corporate and

wealth businesses management (Barclays Plc, 2019).

Lloyds Lloyds bank is considered one of the leading retail banks in the UK that provides

Banking a wide range of products and services, including personal banking, saving

Group accounts, loans, residential mortgages, insurance and credit card services; Lloyds

(LBG) bank is also offering its customers a wide range of long term investment service
(Lloyds Banking Group, 2019).

HSBC HSBC bank is one of the main retails and wealth management banks in the UK

Bank Plc that provide services and products such as daily transaction activities, saving
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services, credit cards, loans, insurance, broking and investment services; also,
HSBC bank offer financial advisory services to its client (HSBC Holding Plc,
2019).

Royal

Bank  of
Scotland
(RBS)

The RBS provides a wide range of UK banking products and services to its
customers, including individuals and businesses, such as daily transactions online
and telephone banking, credit card services, loans, and insurance services (RBS
Plc, 2019).

Santander
Bank UK
Plc

The Santander UK bank is one of the central banks in the UK that provides a wide
range of products and services to individuals and businesses; these products and
services include daily transactions, online and telephone banking, credit card

services, loans, mortgages, insurance, saving services (Santander bank UK, 2019).

Nationwide
Building
Society

The Nationwide Building Society is considered as one of the leading UK retail
banks in the UK that provide products and services to both individuals and
businesses, which includes: current and saving accounts, mortgages, loans,
insurance services and investments services (Nationwide Building Society,
2020).

Table 3: A brief about the UK Banks and building societies (Created by the author)

Based on the report that was published by Mordor Intelligence (2020), the UK retail banking

sector is considered to be the largest in Europe and the fourth largest in the world; this sector
includes over 300 banks and 45 building societies, with over 9000 branches, 70,000 ATM in

the UK and over 2.2 million employees. The central bank names in this sector are HSBC Bank,

Barclays Bank, Royal Bank of Scotland Bank as well as Lloyds Bank; these banks manage over

75% of the UK current accounts and 85% of the business account, holding over £5 trillion in

total assets and employing over 560,000 people (Mordor Intelligence, 2020).
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Figure 14: UK bank's market share (Statista, 2020)

As the above graph shows, the main contributor to the market share is LIoyds Bank with 27.78%
(the market share increased in 2015 after the merger with Halifax Bank of Scotland), followed
by Barclays Bank and Royal Bank of Scotland with 18.52% of the market share. The third
contributor is HSBC Bank with 12.35% of the market share, followed by Santander with
10.29%, then Nationwide, TSB, and Co-operative with 6.17%, 4.32%, and 2.06%, respectively
(Economics Online, 2020).

In 2019, the economic output for the UK was 1.3% since 2018, recording the lowest annual rate
since 201; it was driven by the low rate of business investments and low household consumption
due to the low wage growth rate. Conversely, unemployment has fallen dramatically to 3.5%,
and the household saving ratio hit 5.8%, reaching the highest rate in three years (Dooks, 2020).

During 2019, the customers' and businesses' confidence measures weakened due to the

uncertainty caused by the UK's decision to withdraw from the EU, knowing that the UK had a
trade deficit in goods of £138.8 billion, based on the report of UK Finance "The UK banking

sector has historically generated a Balance of Payments trade surplus. In 2017 and 2018 (the
latest figures), the surplus was €31.8 billion, reflecting one-quarter of the UK’s total trade
surplus in services. The 60% of the banking sector surplus is generated from trade with Europe,
27% with the Americas and 13% elsewhere.” (Dooks, 2020). Based on the same report, the UK
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banking sector contributes 5.5% to the UK tax revenues, £46.7 billion, which can be split

equally between UK-headquarter banks and foreign-headquartered banks in previous years.

On the other side, Technology has facilitated innovation and invited new entrants to the UK
banking sector. Also, market developments have enabled the sharing with the consumers'
consent to allow the account to account for payment without an intermediate card or payment
service; this step significantly impacts the market's opening and increases the competition
(Dooks, 2020).

2.4.4. The threats to the financial services and banking sector in the UK

The threats to the financial services and banking sectors are increasing daily. Recent reports
have shown that 35% of data breaches were in the financial services industry (The Defence
Works, 2019).

The banking sector breaches are increasing significantly. According to a report by the UK law
firm RPC, the number of successful attacks on financial services increased by 480% in 2018,
reaching 145 from just 25 in 2017. The retail banking sector saw the highest increase from
just one in 2017 to 25% in 2018 (Breavington, 2019). Customers are known to rate banks
based on their service and data protection. Any security incident might cause customer

abandonment and a drop in the organization's profit rate.

In 2018, several UK banks were forced to close down their system due to attacks that cost a
fortune to be fixed; some of these banks were Royal Bank of Scotland, Santander and
Barclays, as well as Tesco Bank; this last was fined 16.4 million pound in 2018 by the FCA
after an incident of cyber-attack that led to taking 2.26 million pound from a current account
of a customer (The Defence works, 2019) (Breavington, 2019). According to a report
published by Kaspersky (2019), most threats and cybercrimes are attacking banks, fintech

organizations, currency exchange organizations, and ATMs. The threats can be through:

Identity Theft: Through breaching the data, hijacking personal information and transferring

it to the dark web. A report by Javelin research stated that social media users had a 30%
higher risk of being attacked by hackers due to their data being exposed to the public (IPSOS,
2020).




Synthetic Fraud: It can be identified as the theft of real and fabricated information and the
creation of a fictitious identity such as National Insurance number, Date of birth, address,
contact number, and email address; the primary victim of this type of fraud is the banks, as
based on a report that was published by The wall street Journal (Peter R. et al., 2018), a record

of 355 million dollars outstanding credit card debt is owned by people who does not exist.

Authorized push payment frauds: It is a scam where a customer is tricked into a financial
transaction. The attacker uses in this situation different social engineering tactics and emails.
The victim will receive an email, message, or phone call requesting them to pay for a service
they are using, and the transactions will be made to the fraudster's account. The UK bank's
faster payment system has facilitated this kind of fraud as the fraudster receives the payment

immediately and can move the amount quickly (The Defence Works, 2019)

Phishing: According to Kaspersky's report (2019), more than 30% of phishing campaigns
target the financial sector. "Banks and other financial institutions hold our money and provide
us with credit. Cybercriminals use this trusted relationship to trick customers into revealing

login credentials, payment card details, and other personal data.” (The Defence Works, 2019).

Moreover, one of the main threats that can face the banking sector in the UK is the inequality
that employees face at their workplace and the gender or race pay gap. Recent reports have
shown that the gender pay gap in UK banks and financial services is 20% (Campbell and
Fletcher, 2020). In other words, have addressed that 75% of the UK companies with over 250
employees paid a higher average salary than their female colleagues, and more firms have
awarded higher bonuses to men than women (Fawthrop, 2019). Also, The Guardian released
another report (2019) stating that UK banks face accusations due to the gender pay disparity,
especially after declaring that the HSBC bank is the worst performer for 2019 with a 61%
gender pay gap in the organization. Furthermore, accusations are chasing Lloyds bank after
the reports released by the Guardian (Makortoff, 2020), which have disclosed the ethnicity
pay gap, as the bank revealed that their black staff is paid 20% less than their black staff
peers. All the previous reports mainly affect the banks' external big image and employees'

motivation, performance, and engagement in the organization.

The main steps that need to be taken by firms to avoid these types of attacks are building
more resilience systems with an effective security system; also, providing security awareness

training to employees to prevent any external aggression and creating a culture of security

awareness (The Defence works, 2019). Also, the organization should work on their




employee's satisfaction level to avoid any internal attacks and provide the organization with

appropriate security technologies that help secure the firm.

2.5. The concept of TQM in the banking sector

To decrease their distance, realizing the relationship between customer and employee

perceptions about TQM in the banking sector is essential.
A. The customer perception of the TQM in banks:

The banking sector is considered one of the most significant sectors in the UK that serve all
people from different strata of society, with different expectations about banking service
quality. Usually, customers build a picture of banking quality based on the service's
expectations and experience. Therefore, banks must realize that the customer's expected value
increases their satisfaction and maintains loyalty. The customer's expected value is related to
several factors, such as banking services values (accessibility, accuracy, flexibility, the ease of
performing), bank staff values (which include professionalism, qualifications, and service
speed), Image value (the bank reputation, reliability), Money expenses values (reasonable
costs for the service, interest and loan), time and energy expenses values such as an advanced

and efficient network of branches, working hours and waiting time.

Customers evaluate these factors depending on two scales: the element's importance and the

expected satisfaction level, and the results may defer from one customer to another.

B. Employee's perception about TQM in the bank

Human resources are the most critical component of any organization’s success, especially in
the service sector, as the employee has full responsibility for building a relationship with
customers and maintaining their loyalty; on the other side, workers cannot provide an
excellent value to customers unless they have a good level of "quality of work-life"(QWL), it
refers to the methods that focus on levelling up the worker's satisfaction and developing their
skills instead of focusing on the quality of services provided. The ways that can help for QWL

improvement can be reasonable compensation, safe and healthy environment for work,




employee's proper protection, improving the employee's skills and capabilities, and
constitutional organization of word; All these methods can directly affect the employee's

effectiveness. Thus, the organization outputs (Alharth et al., 2017).

2.6. The impact of TQM in the banking sector

"The TQM is essential to achieve quality. Providing the best service can be considered a
prerequisite to survive and succeed in the banking sector since the performance of banks is
significantly and positively linked with the service quality” (Talib et al., 2012). The benefits of
TQM on the organization’s performance have encouraged the banks to focus more on the

quality of services, as it plays a significant role in ensuring a bank's survival in the market.

Nowadays, there are many aspects of banking services quality, such as technology-based
services, improved products and e-services. The conceptual categories of banking service
quality are customer service quality, banking service product, and online services (Talib et al.,
2012) (Jun, 2001).

2.7. TQM implementation in the banking sector

The TQM approach is about total customer service and customer satisfaction; it primarily
applies to service industries, including banks. The customer service industry is susceptible to
quality and service delivery, especially in the banking sector, as customers interact directly
with the service provider (Safakli, 2004). therefore, adopting TQM in the banking sector can
be one of the best ways to improve quality service. In 2001, A paper was published in the
TQM journal by Mellahi and Eyuboglu (2001) that has examined six different case studies of
the implementation of TQM in the Turkish banking sector; the results have shown that the
requirements for successful TQM implementation are: the commitment of the management
team to TQM, highly competent management team as well as formal national bodies to

introduce o and provide assistance to TQM.

In 2003, a paper was published, that inspected the implementation of TQM in the Australian
and Korean banking sectors; the study resulted in a developed model that links service

quality, customer satisfaction, and customer loyalty (Kayis B, 2003). However, a third paper
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was published regarding the significance of training and education for the TQM in banks of
South Africa; the results showed that none of the organization organizations possesses a well-
developed TQM training, strategy and plan; also, this paper introduced the significance of the
management commitment and the level of observance of the TQM principles and method
(Vermeulen W, 2000). Similar studies on TQM and service quality in the banking sector have

concluded with different results previously discussed in this chapter.

2.8. The organisational performance

The definition of a firm's performance has developed throughout the years. In the 1950s,
performance was seen as organizational efficiency in achieving its goals and objectives, using
its resources and means without excessive effort. The performance criteria used in the 1950s
were productivity, flexibility, and inter-organizational tension (Georgopoulos B.S., 1957). In
the 1960s and the 1970s, performance was defined as the organization's ability to use the
environment to access new and limited resources (Yuchtman E. et al., 1967). Organizational
effectiveness also defined performance was defined as "the effectiveness and efficiency of an
organization were similar, and both were crucial components of the global organizational
performance that can be assessed through maximizing the entire returns of all kinds" (Katz D.
etal., 1978). In the 1980s, Porter (1986) stated that performance is linked directly with the

ability of an organization to create value for its customers (Omar T. et al., 2019).

However, In the 1990s, researchers linked organizational performance with the employee's
performance quality, stating that a high-quality version requires providing the necessary and
up-to-date knowledge and skills to employees, which will help them adapt to the market
changes and increase the quality of the organizational performance (Adam, E.E, 1994). On the
other side, Harrison and Freeman (1999) stated that "an effective organization with a high

standard of performance level is the one that keeps the demands of its stakeholders satisfied".

In the 21st century, the definition was slightly changed, as the performance was defined as the
capability and the ability of a firm to exploit its resources efficiently and achieve the
objectives previously set by the organization (Omar T. et al., 2019). Also, it was illustrated as
the outcomes obtained in management, finance, economics, customer satisfaction, marketing
and external products that provide the organization with competitiveness, effectiveness, and
efficiency (Omar T. etal., 2019).

Bartoli and Blatrix (2015) stated that organizational performance should be achieved through

piloting, evaluation, efficiency, effectiveness, and quality. In conclusion, performance was
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defined differently throughout the years. However, the central common point of all the
previous definitions is that performance was always seen as efficiency, effectiveness, and

SUCCess.

2.8.1. The performance measurement system and its techniques

The main aim of the performance measurement is to enable the comparison of an
organization's performances in different periods (Omar T. et al., 2019). In the 1980s, when
performance measurements emerged, the focus was on cash flow. The organizations used that
last to measure their performance and compare it with the other organizations' performance.
After a few years, the focus shifted to another measure: the low cost of production, quality,
flexibility, and delivery focus (Ghalayini A.M. et al., 1996). According to several researchers,
the performance measurement system should help the organization assess the employees' and
suppliers' contributions to the organization. Also, it helps determine the level of support the
stakeholders provide to the organization to reach its goals and objectives. Moreover, this
system helps the organization achieve its strategic objectives by building and implementing a
process that contributes to its objectives. Finally, the system allows the organization to assess

and monitor strategic planning (Atkinson A. et al., 1997).

Furthermore, researchers such as Davis and Albright (2004) argued that the main advantage

of applying the performance measurement system is enhancing the implementation strategy

and improving the organizational performance. Other authors, such as Krstic and Skulic

(2013), have added that the recent performance measurement models require the organization
to use financial and non-financial measures and the business strategy to measure

organizational performance (Jasmina B. et al., 2016).

According to loan and Cecilia (2010), the performance measurement is part of any managerial
control system; they have also added that "the strategic planning and control decisions require
information on how different subunits of the company works" Moreover, they have stated on
their article that "to be efficient, performance indicators and remunerations should motivate
the managers and the employees at all business levels and make a sustained effort to

implement the strategies and to achieve the business objectives".

According to Kaplan (2020), performance measurement is “the monitoring of budgets or
targets against actual results to establish how well the business and its employees are
functioning as a whole and as individuals" They also added that the measurements are linked

to the organization goals and objectives, whether it is for short term or long term. This last




depends on the type of business that is being operated. The primary function of the
performance measurement system is to evaluate whether the organizational strategy is
attained and if the set objectives are being achieved. According to Kaplan (2020), the

performance measurement techniques can be divided into four techniques; it is as follow:

2.8.1.1. The Financial Performance Measurements

The financial performance was defined by Dr Veena K.P and S.N. Patti (2016) as " the
organisation's financial condition during a certain period that includes the collection and use of
funds measured by several indicators of capital adequacy ratio, liquidity, leverage, solvency,
and profitability”, it can also be defined as the organisation's ability to manage all of its existing
resources (Didin F. et al., 2018).

Financial performance has always been considered the organisation's overall financial health
during a specific period; it has also been seen as a function of two components: effectiveness
and efficiency (loan P. et al., 2010). The financial performance analysis was illustrated as the
process of determining the operations and economic characteristics of an organisation from the
accounting and financial statement point of view; the main aim of this analysis is to determine
the efficiency and the overall performance of the management of a specific organisation based

on the financial records and reports. The research focuses mainly on measuring the

organisation's liquidity, and the profitability and other economic indicators ensure enough

returns to the shareholders to maintain the organisation's market value (Amalendu B. et al.,
2011).

On the other side, the financial statements were defined as the financial records covering the
cash flows, balance sheets, profit-loss, capital changes, and retained earnings (Poongavanam S.

etal., 2017). The Key Financial Performance Indicators are as follow:




Key
Financial
performance

indicators

Operating

Cashflow

Working
Capital

Profitability

It is essential to monitor and analyse an organisation's cash flow to understand
the ability of a firm to pay for its operating expenses. Comparing the operating
cash flow and the total capital employed allows the organisation to understand
the business financial health and make better capital investment decisions
(Gerber, 2020).

The working capital can be defined as the cash that is available immediately. A
business needs to have working capital to cover its short-term financial liabilities
(Gerber, 2020).

The main goal of an organisation seeking profits is to maximise its profitability.

It is essential to understand that a business needs to generate profits to return to
investors and grow by investing the received profits (Kaplan, 2020). The ratios
that are being used to monitor the achievement of the organisation objectives are

as follow:

- The Return on Capital Employed: It is used by investors to get the estimated
return from the investment they made (Kaplan, 2020), it can be calculated as

follow:

Return on capital employed (ROCE) = operating profit + (noncurrent

liabilities + total equity) %




Liquidity

- The Return on Sales: It can be considered as the percentage of the operating
profits to the revenue; the higher the income, the higher is the profitability, or the

lower is the cost and expenses (Kaplan, 2020), it can be calculated as follow:
Return on sales (ROS) = operating profit + revenue %

- Gross Margin: It can be defined as the gross profit, the higher the gross margin,
the more profitability is the organisation, or the lower cost is the production

(Kaplan, 2020), it can be calculated as follow:

Gross margin = gross profit + revenue %

An organisation needs to have the cash flow to manage and meet short-term

financial obligations (Kaplan, 2020). The Liquidity ratios are as follow:

- Current Ratio: This ratio helps the organisation to measure its ability to meet
the short-term liabilities due or within one-year time; it can be calculated as

follow:
Current ratio = Current assets / Current Liabilities

- Quick Ratio: It is like the current ratio; however, due to lack of liquidity, the
organisations need to cut the inventory costs to increase their liquidity (Kaplan,

2020), it can be calculated as follow:

Quick ratio = (Current assets — inventory) / Current liabilities




Return
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Investment
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It is one of the most important measures for financial performance as it combines
all the elements of profitability, revenue, costs, and investment into one indicator.
The higher is the ROI, the higher is the revenue, or the lower is the cost or the

investment (loan P. et al., 2010). It can be calculated as follow:

Return on Investment (ROI) = Profits / Investments

The ROE measures an organisation's net income in contrast to each unit of
shareholder equity (net worth); in other words, it compares the organisation's net
income to its total wealth to indicate whether or not the net income is appropriate
for the organisation's size. The primary role of the ROE is measuring the level of
profitability in a firm and quantifying its general operational and fiscal
management efficiency. The higher level of the ROE indicates the level of

optimisation of the investment and the ability of the business to grow further

(Gerber, 2020). It can be calculated as follow:

Return on Equity = Net Income / Average Shareholders’ Equity

It is a financial ratio that helps organisations analyse the profitability; it is used
to examine the previous performance of an organisation or compare the
performance with other similar organisations; this measure helps investors,
analysts and managers to view the level of success of the organisation

(McCamish, 2020). The Return on Assets can be calculated as follow:

Return On Assets % = Net Income / Asset

Table 4: Key financial performance indicators (Created by the author)




More than just financial performance indicators are required, as measuring the financial
performance indicators and linking them with short-term goals may increase performance.
However, it will not serve the long-term goals of an organization. Also, the financial
performance measurement needs to convey the whole picture regarding the factors affecting
an organization's long-term profitability. Therefore, it is always advised to use non-financial

measures (Kaplan, 2020).

2.8.1.2. The non-financial measurements

The financial indicators will never address the performance in total. Therefore, it is always
advised to consider the influence of non-financial indicators on business performance as it
provides deep insights into the inner workings of a business. It also helps frame the company's
financial results (CROWE, 2018); for instance, the financial measures do not provide the
whole picture for the cash flow drop or the lack of liquidity. However, the non-financial
action helps the organization to investigate these changes. Also, these indicators assist the
organization in understanding the quality of the provided products and services (Borad, 2019).
The Non-financial performance indicators have a crucial role in ensuring the success of a

business in several areas (KFKB, 2020):

The management of Human Resources: The organizations started viewing the employees as

an asset. Therefore, it is essential to measure this to consider the level of employee
engagement and satisfaction (CROWE, 2018) and the turnover, absentee rate, percentage of
joy, and the rate of competencies (KFKB, 2020). Also, the organization can measure the level
of productivity to examine labor efficiency; this last can be analysed through The production

volume ratio, which can be calculated as follow:

actual output measured in standard hours,

*100

Production volume ratio = ;
budgeted production hours

The Capacity ratio can be calculated as follow:

actual production hours worked,

100

Capacity Ratio =

budgeted production hours




The efficiency ratio can be calculated as follow:

actual output measured in standard hours

Efficiency ratio = *100

actual production hours worked

Product and service quality: The initial issue that occurs with an organization's products or
services will always impact long-term performance. Therefore, it is essential to investigate the
quality of the products or services and compare it with the competitors through the customer
service quality survey or customer satisfaction survey (KFKB, 2020). Moreover, investigating
quality includes examining the number of customers' complaints, the accuracy of delivering
the product or service, the growth in sales, product and service improvements, the cost of

research and development, cleanliness and tidiness (Kaplan, 2020).

Brand awareness and company profile: An organization needs to build a company profile
and enhance performance by building customer loyalty, providing high-quality products and
services, and building name awareness in the market. These areas can be investigated using
customer awareness surveys (KFKB, 2020); also, the organization should focus on the
competitive advantage factor to make the provided product or service unique and use the

technology to improve performance (Crowe, 2018).

2.8.1.3. The balanced scorecard

Kaplan and Norton developed the balanced scorecard concept in 1993 at Harvard; it was

defined as "the device for planning that enables managers to set a range of targets linked with

appropriate objectives and performance measures” (Kaplan, 2020). Omar and Zineb also
defined it (2019) as the tool organizations use to describe, elaborate, and implement their
vision and strategy into fixed targets and a clear set of financial and non-financial
performance indicators. It was also stated that " The Balanced Scorecard translates the
mission and the organizational strategy into a set of performance indicators that offers a

model for the performance measurement system.” (Horvath, 2004).
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Figure 15: Balanced Scorecard (Kaplan, 2020)

The four perspectives of the balanced scorecard are:

The financial perspective: (How do we look at shareholders?) This perspective focuses
primarily on satisfying the shareholder value. The measures that should be used to measure
this perspective are the return on capital employed and the return on shareholders' funds
(Kaplan, 2020) (Omar T. et al., 2019).

Customer perspective: (How do customers see us?) The customer's view can be measured in
a business by examining customer satisfaction with timelines and the level of customer

loyalty to the organization (Kaplan, 2020) (Omar T. et al., 2019).

Internal perspective: (What must we excel at?) This perspective aims to measure the
organization's outcomes regarding technical excellence and customers, including costs and

quality measurements (Kaplan, 2020) (Omar T. et al., 2019).

Learning and growth perspective: (Can we continue to improve and create value?) focuses
on an organization's need to enhance the existing product service continually. These
techniques are being used to develop new technologies that meet the customer's needs;
measuring this perspective can measure the rate of revenue attributed to the latest products
(Kaplan, 2020) (Omar T. et al., 2019).

2.8.1.4. Benchmarking

Benchmarking was defined as the reference point that some organizations utilize to compare

their performance with other organizations' performance in the marketplace; the benchmarking

includes comparing the process, the operations or the products and services; the benchmarking
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can be internal (comparing the interpretation of one department with another or one branch with
another) or external by comparing the organization's performance with the competitors in the
marketplace, firms mostly use this comparison reach the level of customer satisfaction, costs

and quality of the provided products and services (Marr, 2020).

On the other side, Mohammed and Paul, in their book "The link between Benchmarking and
performance measurement” (1996), have stated that "Benchmarking is not the measurement
itself but a process of establishing performance gaps and as such ensuring that an action plan is
put in place to close identified gaps and measured to verify™. It can be seen from the previous
definition that the authors have focused chiefly on identifying the gaps in the organization's

performance and setting up a plan to tackle the problem.

Also, Kaplan (2020) has illustrated benchmarking as a technique or tool that organizations are
widely utilizing for continuous improvement through collecting data and targeting the
comparators internally or externally. It can be seen from the previous definition that it is focused
on collecting data regarding the comparators, comparing it and identifying the best practices to
be adopted by the organization for better performance and continuous improvement. There are

several types of benchmarking; these types are as follows:

Internal benchmarking: In internal benchmarking, the interior units, departments or even
individuals of an organization are used to compare the performance, process and practices
against other parts of the business; it is mainly used in large companies (Marr, 2020). The
second type of benchmarking is Competitive Benchmarking; in this type, the benchmark is the
most successful competitor of the organization. The comparison can be an instance through the
customer service, quick response, and quality of the products and services provided. Etc.
(Kaplan, 2020). The third type is Functional Benchmarking; in this type, the organization is
comparing its function with other organizations' similar functions even if the other
organizations are not its direct competitors, for instance, comparing the processes of selling,
order handling and products dispatching between a grocery shop and a restaurant (Kaplan,
2020). The last type is Strategic benchmarking; the main aim of this type is to achieve decisions

for strategic actions and organizational change through a collaborative benchmarking process,

which requires organizations in the same industry to provide their performance data to a third-

party trade organization to calculate average performance figures for the whole industry, this

step will eventually help the organization to assess its performance (Kaplan, 2020).




2.8.2. The performance measurement models

Nowadays, several organizations adopt the same strategies or provide related products or

services to the market. Therefore, it is essential to obtain a way for successful long-term

performance, which can be through measuring the performance and setting an action plan for

future performance enhancement and continuous improvement. The performance measure

models that the organizations are using are as follows:
The Balanced Scorecard Model: It was previously explained in part 2.8.1
The Malcolm Baldrige Model: It was previously described in part 2.3.3

The Performance Prism Model: The performance prism is a technique established to be
more flexible, focusing on the firm's needs (Neely, 2004). This model has five different
perspectives, which are: Stakeholder satisfaction (the stakeholder's needs), The Strategies (the
strategies that the organization is using to satisfy the stakeholders), The Process (The process
that the organization is using to apply its design), The Capabilities (The competencies that the
firm needs for the process), the stakeholder contribution (The needs of the firm from its

stakeholders to develop its capabilities) (Cristian I.1. et al., 2014).

Stakeholder satisfaction

| 4 Capabilities

¢ Processes

| e Strategies

/ Stakeholder contribution

Figure 16: The Performance Prism Model, (Cristian I.1., Silvia A., 2014)
It can be concluded that the performance prism model is a technique used by the management
of an organization to influence their thinking when the key questions that need to be asked are
established (Cristian I.1. et al., 2014).

The Performance Pyramids: This model was established by Cross and Lynch in 1992; the

central role of this model is connecting the organization's strategy with its operations by
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translating objectives from the top-down (based on customer priorities) and measures from
the bottom-up (Tangen, 2004).

Corporate

g 5 vision
Objectives

ﬂ Market Financial Business U

units
Measures

Business
Flexibility Productivity \ operating
systems

Customer
satisfaction

Departments and

Quality Delivery Cycle time Waste Saorkcanlens:

Operations

External Internal
effectiveness effectiveness

Figure 17: The Performance Pyramid, (Tangen, 2004)

The Performance Pyramid includes four different levels of objectives that directly impact the

external effectiveness of the organization; these four levels are as follows: 1—defining the

organization's vision, thus, translating the idea into business unit objectives. 2. Setting short-

term goals for the organization, including cash flow and profitability. 3. Day-to-day
operational measures include customer satisfaction, flexibility, and productivity. 4. The key

performance measures include quality, delivery, cycle time, and waste (Omar T. et al., 2019).

In conclusion, a high-performing organization can generate long-term profits and employment
opportunities and improve income. Also, the financial profitability of an organization will
enhance the level of employee return and the level of production and quality in the
organization, thus increasing the level of customer satisfaction. This process can only be
fulfilled by measuring the organization's performance, which will eventually help identify the
organization's strategy, analyse the internal and external situation of the organization, and set

an action plan for performance enhancement and continuous improvement.




2.8.3. The external factors affecting the performance measurements

External factors may significantly impact the organizational performance and the ability of an
organization to reach the objectives that were set. These factors must be carefully monitored
to ensure that the forecast remains accurate in the organization (Kaplan, 2020). The elements

are as follows:

Economic and market conditions: The performance measures must be flexible and not
affected by economic changes and market conditions. Also, the organization should consider
the competitor's actions, which will eventually affect the organization, such as reducing the

competitor's prices or establishing a successful advertising campaign.

Government regulations: The government can have a direct impact on the private sector
companies by introducing rules and regulations that may affect the business, such as a
Taxation system (The main aim of taxation is decreasing the consumption of a product or
service), Fines and quotas (the main objective of quotas is limiting the production and avoid
exceeding), Subsides (providing training to the organization's employees) (Kaplan, 2020).
Financial performance is the company’s financial condition over a certain period that

includes

2.9. The TQM and financial performance

Total Quality Management (TQM) is a broad-range management philosophy of continuous
improvement for products and services; it focuses on enhancing the customer satisfaction level
and organizational performance by identifying the customers' needs and achieving their
expectations (Olcay, 2014). Recently, the level of awareness towards Total Quality
Management has increased dramatically and become a well-established field of research due to
the high level of competition and increase in the level of customer demand and change in their
expectations and technology improvement; these changes have pushed several authors to
investigate the relationship between the Total Quality Management practices and the financial
performance. Some of the studies conducted have proven a positive relationship. However,
other studies were harmful or have established a non-significant relationship between TQM
practices and financial performance. These studies were conducted in different contexts,

sectors, and countries using other indicators (Anu P. Anil, 2016).




For instance, a study was carried out by Anu and Satish (2016) have investigated the impact of
the TQM practices implementation and its effect in improving the organization's performance
in the Indian context; this primary study purpose was to develop a conceptual research model
that helps to bridge the gap between the TQM practices and the performance of the organization.
Also, the study has identified the required TQM practices for successful implementation and
highlighted the performance measures and implementation barriers. Similarly, authors such as
Kaynak (2003) argued that several behavioural processes related to TQM, such as work
commitment, motivation, employee satisfaction and engagement are essential for achieving the
organization's financial goals; he added that TQM programs eventually help enhance the
performance as it has a direct influence on the continuous improvement, which results in quality
products, services and processes that improve the efficiency and effectiveness of the

organization.

Furthermore, research carried out by Salome N.Keli (2015) investigated the effect of Total
Quality Management programs on the financial performance of manufacturing firms in the
Kenyan context; this research focused on different TQM practices and have proven that the
continuous improvement practice has the highest impact on the financial performance in these
firms. Also, other researchers such as Anh Duy Nguyen & Cuong Hung Pham & Long Pham
(2016) have studied the impact of Total quality management on the financial performance in
construction companies in the context of Ha Noi; the study trying to link the profitability of the
organization and the TQM practices (employee engagement, process management and supplier
relationship), the study has proven a positive statistically relationship between these elements
and confirmed that the organizations that implement the TQM activities would positively

increase their performance.

Moreover, a study was conducted by Abdullah Ahmed Daas (2010) that aimed to investigate
the impact of Total Quality Management improvement on the financial performance in
Jordanian commercial banks; this study's results have proven that recognition and rewarding
the employees have a direct effect on the bank's economic performance. Also, research was

carried out by Khair Al-Din Ali (2011) that aimed to assess the Total Quality Management in

the banking sector through a field analytical study in the province of Nineveh in Iraqg; this study

resulted in proving that the customer satisfaction level was low even though the bank employees
were providing a good quality service, this research suggested focusing on the marketing efforts

and improving the level of technology in the bank and focusing on one group of age.




Similarly, other authors such as Dr. Ameen Al-basheer et al. (2015), who have researched the
dimensions of Total Quality Management and its impact on improving the financial
performance of the Jordan Islamic Bank, he has proven that there is a positive relationship
between the TQM dimensions and the financial performance. He has confirmed that rewarding
and recognizing the employees, Top Management commitment, Continuous improvement,
training and education, employee engagement, and customer satisfaction, all the previously
mentioned dimensions directly impact the financial performance of the Islamic Bank of Jordan.
This study has also stressed a statistically significant relationship between Total Quality

Management and the bank’s liquidity ratio.

In addition, a study was carried out by Esin and Hilal Olcay (2014), which investigated the
impact of Total Quality Management practices and different performance measures (Financial
performance, Customer satisfaction, inventory, innovation, employee performance and
operational performance) of firms in Turkey, the study was also investigating the barriers that
are facing the TQM practices. This study used cross-sectional survey methodology and obtained
242 questionnaires from the Kocaeli-Gebze Organized Industrial Zone firms. It was proven that
the TQM practices significantly affect the organization's performance outcomes; it has also
revealed that the firms are facing a lack of employee engagement practices, commitment, and

inappropriate organizational structure. This study has also proven that leadership practice is not

significantly related to organizational performance. However, education, training, inventory,

innovation, top management commitment, social responsibility and customer satisfaction have
a statistically significant relationship with the organizational and financial performance of the

studied firms in Turkey.

Furthermore, other investigators have proven a statistically significant link between the TQM
practices and employee engagement and satisfaction in the Libyan bank’s context, such as
Alharth et al. (2017). In addition, a study was conducted by Victor B Wayhane and Erica
Balderson (2010), investigating the impact of Total Quality Management on financial
performance and has revealed that Total Quality Management is statistically linked with the
organization's economic performance. On the other side, other authors have proven statistically
negative or insignificant results, such as Mohrman, Tenkasi Lawler and Ledford Jr (1995), who
have confirmed a weak link between the Total Quality Management dimensions and financial
performance. Also, Prajogo and Sohal (2006) and E. Sadikoglu (2004) have proven that there
is no significant relationship between Total Quality Management and financial performance

measures (liquidity, Return on assets, income). Similarly, authors such as G. Kampouridis and
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A.Ch. Yiannopoulos, G.I. Giannopoulos, and S.A. Tsirkas (2015) have investigated the
relationship between total quality management and the financial performance of Greek
companies in the structural construction sector during the period of crisis (over five years period
of time); the study has revealed that the organizations that have adopted the 1SO 9001 to
overcome the problem have presented notable degree of adjustment in terms of Liquidity.
However, the organizations that adopted the TQM tactics during the crisis period did not

improve and were influenced by recessions based on the profitability and efficiency results.

2.10. The service quality and organizational performance and the financial

performance

In the last few decades, Service quality has been linked with organizational performance in
most of the studies that were conducted by researchers, including different sectors such as the
travel and tourism sector, the healthcare sector, the financial services sector, the banking
sector as well as the education and hospitality sectors. Throughout the years, several authors
have investigated service quality, such as Cheruiyot & Maru (2013), Tkaczynski (2013),
Solomon et al. (2015) and Izogo and Ogba (2015) and have proven that service quality has
been playing a significant role in the improvement of the customer satisfaction and building

the customer loyalty as well as impacting the business performance in total.

The previous studies have linked service quality and business performance; the service quality
did not impact some organizational performance. Therefore, the investigators focused only on
the influence elements (Nair, 2016). The first service profit chain model was introduced by
Heskett, Heskett, Jones, Love man, Sasser, and Schlesinger (1994), as they linked the
revenues of the organizations and the service quality perceptions and employee efforts; this
study has opened the door for researchers to study the relationship between these elements
further. For instance, a survey conducted in the hospitality industry in Qatar has proven that
travel and tourism directly contribute to the country's GDP. Therefore, Qatar has launched the
"Qatar National Tourism Strategy 2030", which will help increase the GDP from 2.6% to
5.1% by 2030 (UNWTO, 2015).

Also, other researchers such as Elizabeth Duncan and Greg Elliott (2002) have investigated
the relationship between customer service quality and the financial performance of Australian

empirically retail financial institutions over five years and have proven that all the financial




performance measures, such as interest margin, expense/income, ROA, and capital adequacy,

all the previous steps are positively correlated with the customer service quality.

Furthermore, a study conducted by Zahra and Edris (2016) to investigate the banking sector in
Iran has proven that the provided service quality has a positive effect on the financial
performance of the studied banks; it has also confirmed that with the enhancement of the
service quality through customer loyalty and satisfaction, the financial performance of the
banks was increased eventually. Also, an investigation that was done by Mohmoodi and
Astemal (2014) has proven that there is a positive link between electronic service quality and
profitability; it has also confirmed that the increase in electronic service quality and customer
satisfaction can catch the attention of potential customers and can help the organization to

increase its revenues, thus, improve the financial performance.

Moreover, other studies conducted in banks have revealed the link between service quality
and the banks. It was concluded that improving the service quality will eventually increase the
organization's profitability (Hari P. et al., 2016). In addition, a study conducted in Nigerian
banks has proven that adopting e-service quality directly impacts the return on equity of
Nigerian banks. However, the same research has proven that there is no link between e-
service quality and the return on assets in Nigerian banks (Chibueze, 2013). Also, a Meta-
analysis study was established by Tafa Mosisa (2020) to examine the link between service

quality and financial performance in the banking sector; this study gathered 40 previous

studies from journal articles and reviewed and discussed them, used statistical tools to test the

relationship between the service quality and the financial performance and concluded that the
service quality has a direct positive and significant influence on the customer satisfaction and

customer loyalty and financial performance of the banks.

However, other studies have revealed a weak or no significant relationship between service
quality and financial performance. The survey conducted by Ahmad, Rehman, and Safwan
(2011) found that service quality has a weak effect on the bank's profitability. Also, another
study was conducted in the USA, using five regions; the study was established by Raju and
Lonial (2002) to examine the relationship between service quality and financial performance
in the healthcare industry have proven that there is no significant link between the elements of

service quality, marketing and the financial performance of the sector.




2.11. Six Sigma theory & Lean and TQM:

The Six Sigma approach was developed in the 1980s by Bill Smith and Motorola based on
quality management fundamentals. The letter sigma is a statistical symbol that refers to a
standard deviation. Motorola used the term Six Sigma to refer to a defect-free process, which
means 99.99966%, allowing only 3.4 defective features for every one million opportunities
(White, 2018). Motorola initially set this goal for its manufacturing process, and within only
five years of the Six Sigma approach implementation, the organization achieved over US $2.2
Billion in savings (Hamid T. et al., 2012). Furthermore, in the early 1990s, General Electric
(GE) and Jack Welch (The CEO of GE) adopted this approach. They have recognized the
positive impact of the Six Sigma approach on their organization and have therefore donated
one million dollars to Motorola. Later, this approach was adopted by over 500 large
organizations (LSS, 2020) (White, 2018).

Sigma
Level

Defects per
Million

Yield

6

3.4

99.99966%

230

99.977%

6,210

99.38%

66,800

93.32%

308,000 69.15%
690,000 30.85%

Table 2: Sigma levels (LSS, 2020)

The Sigma level can be calculated using the below equation (C.S.S.C, 2018):

(Number of opportunities—Number of defects

)* 100 = Yield

Number of opportunities

Jack Welch illustrated the Six Sigma approach as "a quality program that, when all is said and
done, improves your customer’s experience, lowers your costs, and builds better leaders." (I
Six Sigma, 2020). It can be seen from the previous definition that the six-sigma approach was
seen as a quality management approach that helps organizations to improve its process,

products and services by eliminating defects, which will eventually enhance the customer's
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experience, reduce the costs and the usage of the resources and improve the organization's

quality.

The Six Sigma approach is considered one of the most effective problem-solving
methodologies that help organizations improve their business and achieve better
organizational performance. It was defined by researchers such as Hahn, Doganaksoy and
Hoerl (2000) as a disciplined and statistical approach that helps the organization to improve
the product or service and helps improve the process quality. On the other side, other
researchers such as Harry and Schroeder (2000) have viewed the six-sigma approach as a
business process that assists the firm in enhancing its bottom line, reducing waste, decreasing
resource usage, and achieving customer satisfaction by planning and monitoring the daily

business activities.

2.11.1. Six Sigma principles

The Six Sigma approach's main aim is to identify and eliminate defects. Therefore, three
principles have been developed; these principles are one. More minor is better, which means
that the organization targets zero defects. 2. Larger is better, which represents the target of
100%. 3. Nominal is Best, representing the middle ground (White, 2018).

2.11.2. Six Sigma methodologies

The Six Sigma approach has two different methodologies, which are DMAIC and DMADV;
these methods differ based on the goals that were set by the team of the organization
(C.S.S.C, 2018); the methodologies are as below:

DMAIC process is considered an improvement system that helps existing processes that are
falling behind to achieve incremental improvement (I Six Sigma, 2020). This methodology
includes five phases which are: 1. Define, which requires defining the problem, the targeted
customer, the project requirements, the organization's primary goals, and the customer's

expectations. 2. Measure, which requires gathering data regarding the current performance. 3.

Analyse, which requires analysing the process to identify the roots of the defects. 4. Improve

means enhancing the process by eliminating the defects' root causes and providing an
innovative solution and improvement plan. 5. Control, which requires controlling the process

to avoid defects in the future.




DMADYV process: This methodology was defined as an improvement system that
organizations use to develop new processes or products; it is used in organizations requiring
incremental improvement. This Methodology includes five phases that can be seen as follow:
1. Define, which requires the organization to set realistic goals for customer needs and
strategy. 2. The measure includes identifying the customer's critical quality requirements and
translating them into plans. 3. Analyse requires analysing the customers' options and
estimating the project's total life cycle. 4. Design, which requires designing the process at a
high level. 5. Verify, which requires verifying if the final product or process is approved by
all the customers (White, 2018).

2.11.3. Six Sigma implementation roles

The critical roles of implementing the Six Sigma approach include the Executive leadership,
from the organization's CEO to the executive managers, who are working on developing the
vision of implementing Six Sigma. Also, it includes the Champions, who can be found in the
upper management, and their responsibility requires acting on executive leadership's vision and
acting as a mentor to black belts. Furthermore, the roles include Master black belt workers, who
ensure consistency in the Six Sigma strategy. It also includes Black Belt workers responsible
for executing the Six Sigma Strategy. The last role is Green Belt workers, and their
responsibility includes learning the Six Sigma methodology and maintaining their other job
responsibilities. Other belts might be found, such as white belts, orange and yellow, where the

employees are under training and are not involved in the process (White, 2018).

The success of any organization is directly linked with its effective implementation of the
Continuous Improvement methodology (ClI). Both TQM and Six Sigma are considered the core
of CI, based on the business's competitive advantage. According to most researchers, the

definition of TQM and Six Sigma differs; however, the aim is similar (Anderson et al., 2006).

they also complement each other and can be integrated, where six sigma can fit under the

umbrella of TQM to form a better methodology that overcomes the shortcomings of the
individual methods. Moreover, Six Sigma has additional data analysis tools, focusing more on
financial data than the TQM (Kwak et al., 2004).




2.12. The identified gap in knowledge

This study has been established due to the need for a strategic shift in the TQM practices and
service quality in the UK banking sector, which includes the top management focus practice,
employee focus practice, continual improvement practice, customer focus practice and TQM
concept introduction, to achieve business excellence and the attained organizational
performance. As mentioned in this chapter, the UK banking sector faces increased competitors.
The changes in customers' needs and expectations require the banks to increase efficiency and
effectiveness and raise creativity to compete and sustain in the marketplace and achieve
competitive advantage. This is especially after the changes in the country's current
environmental, political, and socio-political situation and the new government regulation rules
that allowed new digital-based banks to join the market in 2015. Therefore, strategic changes
are required to implement TQM practices to help organizations sustain and compete in the
marketplace.

Moreover, it has been noticed that the previous studies that other authors conducted have
investigated the impact of TQM practices on organizational performance; these studies have
investigated the effects of only two to three courses and disregarded the different practices,
which may also impact organizational performance. Also, some of these studies have proven a
positive relationship between these two elements, such as the studies that were established by
Chenhall (1997), R. Mann and D. Kehoe (1994), Ameen Al-Basheer, George N. Shawagfeh,
Belal A. Mathani, Muhammed Al-Jabari (2015), Victor B Wayhane (2007), Anu P. Anil and
Satish K. P (2016), Curkovic S. et al. (2000), (S. M. Leg, 2003), (M. M. F. Fuentes, 2006), and
(Hong, 2008). etc. However, other studies have proven negative or insignificant results, such
as the studies that G. Kampouridis conducted, A.Ch. Yiannopoulos, G.I. Giannopoulos, and
S.A. Tsirkas (2015), Mohrman, Tenkasi Lawler and Ledford Jr (1995), Prajogo and Sohal
(2006) and E. Sadikoglu (2004). etc.

Therefore, it is required for the author to investigate the impact of TQM practices and service
quality in the UK banking sector using the quantitative data collection method; the researcher
is also required to conduct an in-depth focus group session to investigate the impact of these
practices on the organizational performance and conclude the successful implementation

practices for better financial performance and identify the barriers and challenges that may face




this implementation and suggest a framework for development and to fulfil customer

requirements and excel in the quality of service.

2.13. Conclusion

Banks and their privacy, sensitivity and how they can be affected by the mistakes is in dire need
of applying quality with its systems, methods and tools, which helps to detect errors promptly
to address them, avoid repetition by knowing the root causes of mistakes, and take necessary to
remove these reasons by controlling all internal processes. Quality tools and methods can help
banking institutions continuously develop and improve their performance. This is necessary for

the current competitive environment of striving for the best.

Quality is not a concept that is seen as a single unit but a multidimensional concept and aspects;
these dimensions must be first identified, then focused on, studied and analysed to ensure that
they are available in the desired form to achieve the best service to avoid neglecting of any

dimension that may affect the reputation of the institution and its competitive position.

This chapter deeply discusses the TQM in the banking sector in the UK, focusing only on retail

and commercial banks. It analyses the current scenarios of TQM in banks, service quality, the

financial service industry in the UK, and the implementation of TQM and SIX sigma theory.




Chapter Three: The conceptual framework
The author formulates the figure below, and it is considered a contribution to the study; this
figure identifies the study's conceptual framework and highlights the dependant and

independent variables.

< Employee Focus >
Communicatio Teamwork Leadership Employee
n engagement
Rewards and Training and
recognition education
.| Employee
satisfaction
Clear vision Evaluating the Setting plans Monitoring
and goals process the process
< T > . Organization
op Management Focus Service _g _
> Financial
Quality performance
Corrective Cost Analysing the Providing
- resources and
plans Minimization activities | Customer
tools > Satisfaction
< Continual Improvement
Handling Handling the
Customer customer's customer's
survey queries complaints
<«——Customer focus
TQM concept Introduction to —
employees
< TQM Implementation » <«—— Overall Performance >

Figure 18: The conceptual framework of the study, Created by the author
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In this study, the researcher divided the variables into dependent and independent variables,

which can be seen as follow:

3.1. The independent variables:

The independent variables that were defined in this research are four principles of the TQM as

well as suggestions for quality improvement; the variables can be seen as follow:

3.1.1. Employee focus:
The employee’s focus includes several elements that need to be improved for better

organizational performance; these elements are as follows:

3.1.1.1. Leadership:

Leadership plays an essential role in Total Quality Management; it is considered the backbone
of any enhancement strategy. Leaders provide unity of purpose, and they help their employees
in creating a direction for the organization that should be towards achieving goals and aims for
individuals as well as for the corporate; they also help in creating an environment where
employees are wholly involved, guided and valued, this will help to increase the employee’s
efficiency, and they will work on achieving the organization's objectives in terms of customer's

satisfaction and financial performance.

3.1.1.2. Teamwork

Several researchers researched to identify the relationship between Total Quality Management
and Teamwork; the research concluded by finding the effect of teamwork on the job,
organizational characteristics and quality of working life (Peter H. et al., 2000). Also, the
researchers reported that teamwork provides various solutions for different problematic
situations, exposing the problem to a greater diversity of knowledge, skills, and experiences.
It also helps boost the decision-making skill of the team members and increase their

opportunities in the organization.

In Summary, Teamwork is directly helping in improving the employees' skills, knowledge,
and experiences, thus enhancing their performance, satisfaction and engagement, customer

service, and organizational financial performance.




3.1.1.3. Communication
"During times of organizational change, as well as part of day-to-day operation, effective
communications play a large part in maintaining morale and motivating employees at all levels.

Communications involve strategies, method, and timeliness” (Mahesh K. et al., 2013).

Communication is considered to be a link between all the elements of Total Quality
Management; it represents the common understanding of ideas between the sender and the
receiver of the message, and the success of Total Quality Management requires good
communication upon the organization and between the organization members, suppliers and
customers. Top management and leaders must communicate the information related to the TQM

process with their employees. Communication can be divided into two different ways:

* Downward communication, where leaders and managers share ideas and precise information
related to the TQM process with their employees (The communication is within the

organization)

* Upward Communication, where the lower-level employees communicate with the top
management by providing their suggestions, insights, and constructive criticism for effective

TQM (The communication is within the organization)

* Sideways communication, where departments communicate to enhance performance and

improve customer and supplier professionalism.

In Summary, communication helps the organization to discuss ideas and insights and improve

the performance within the organization and employee engagement and satisfaction.

3.1.1.4. Training and education

"As at the heart of TQM is the concept of intrinsic motivation-involvement in decision-making
by the employees, it means more responsibility, which in turn requires greater skill. This must
be achieved through training.” (Syed, 2008).

The type of training that employees should receive depends on the organization's requirements,

needs, and kind. The areas are shared among all types of training: problem-solving and




communication skills offered to the trainees and quality awareness training, statistical process

control, safety, and technical aspects of the job (Syed, 2008).

The types of training given to individuals can differ from one corporate to another, depending
on the organization's needs and style; some include involvement, while others apply the taught

training. The training was divided into two types (Diaz, 2002):

* Unsystematic Training: means that employees are responsible for their training; this type is
considered to be a cost saver as it saves the organizations from different hidden costs such as
lost production hours, longer learning times, poor utilization of the machinery which will cause

the machinery to be damaged and work mistakes, etc.

* Systematic Training: This can be divided into four steps, which are: identifying the type of
training required, planning the appropriate training programs, implementing the training
making sure that individuals have enough support to learn the skills embodied in the training
goals to gain in efficiency, and finally, evaluating the effectiveness of the training programs to

enhance the performance in the light of experience. (Diaz, 2002)

In Summary, Training individuals can help the organization improve employees' performance,

engagement, and satisfaction and increase customer satisfaction and financial income.

3.1.1.5. Employee engagement:

"Engagement is consistently shown as something given by the employee which can benefit the
organization through commitment and dedication, advocacy, discretionary effort, using talents
to the fullest and being supportive of the organization's goals and values.” (Gemma R.S. et al.,
2009). Based on the previous definition, employee engagement can be described as the sense
of attachment and involvement of employees in the corporate, including investing themselves
in performing better and acting as business advocates. Engagement can boost the organization's

profits, increase retention, achieve a higher level of productivity and improve the efficiency

within the organization as well as complete customer satisfaction, innovation and bettering the

quality of service; it has also been proved that employee engagement helps in reducing the
training time and experience fewer defects and reduce the number of work incidents (Rogel,
2018).




The employee's engagement can vary from one individual to another based on the personality
characteristics, age, education, qualification, level of Training, the organization's environment,
top management involvement, Leadership and level of communication within the organization

and between the employees.

Employee engagement was also defined as a workplace approach that results in employees
giving their best performance in the proper environmental condition and committing to the
organization's vision and goals, thus, contributing to the organization's success and enhancing
their well-being (MacLeod, 2019). As the previous definition shows, employee engagement is
a key to successful businesses and has directly impacted them. However, recent reports have
shown that only 15% of employees are engaged with their work (SMARP, 2021). Therefore, it
is essential to focus on enhancing employee engagement elements to improve overall

performance.

3.1.1.6. Rewards and recognition:

Jamie King defined rewards and recognition (2018) as "the employee's activity to acknowledge
exceptional performance and encourage specific values or behaviours”. Other authors have
added that the employee's recognition is a well-timed acknowledgment of an individual or team
member, which praises their effort or behaviour; this recognition can be for their outstanding
performance or steps for achieving the organization's goals. However, the reward was
considered a tangible form of appreciation the organization provides to individuals (Jones,
2019). Throughout the years, the rewards and recognition approaches have proven to enhance
the organizational values as well as the team efforts and performance and raise customer
satisfaction, as recent reports have proven that 90% of their employees stated that the
recognition has positively impacted their engagement and motivation level (Jones, 2019).
Similarly, a study by Glassdoor (2018) showed that 80% of employees are willing to work
harder for an appreciative manager, and 70% informed that they feel better about themselves

and their efforts if their manager appreciated them and thanked them more regularly. Therefore,

the employees must be rewarded and recognized by their employers to perform better and

contribute to their overall performance.




3.1.2. Top management focus:

Several types of research have supported the insight of Strong top management commitment,
and it was described as a cornerstone in the TQM philosophy (Olusanjo, 2019). Many
researchers have studied the relationship between Top management commitment, employee
performance, and organizational performance. It was concluded that "the result of Top
Management commitment is higher quality performance, thus, higher profits” (Saraph J.V. et
al., 1989) (Anderson J.C. et al., 1994). The top management'’s focus includes the management's
efforts in providing a clear vision and goals to the organization, their ability to set plans and
actions for improvement, and their ability to evaluate the process of delivering the service and

enhancing performance.

Top management focus is a method in the Total Quality Management implementation that helps
the organizations to establish their values, goals and systems to meet and exceed the customer's
expectations and enhance the general performance of employees and the organization as well
by creating a process a strategic vision, which concentrate on the customer's needs and

requirements.

3.1.3. Continual improvement:

The continual improvement was illustrated by Maggie Millard (2018) as the model that reflects
the idea that firms should undertake incremental improvements to the provided services,
products and processes. The continual improvement was also defined as the practice of
consultancy re-examining how an organization works to bring ongoing incremental
improvements to work strategies. This methodology is essential to scale processes and achieve
efficiency and higher profits (Rever, 2020). The previous definitions show that continual
improvement is critical for business success, inefficiency and financial performance. Therefore,

organizations need to set plans for immediate actions and reactions and set goals for cost

minimization and better resource utilization to achieve the ultimate continual improvement

level.




3.1.4. Customer focus

Customer focus is considered the organization's ability to react to present issues and the
approaches taken to better future experiences; it concentrates mainly on the proactive steps

taken by the corporate to engage customers and improve their experience.

The benefits of positive customer focus include higher customer retention, which leads to higher
profits. Previous studies have shown that 61% of customers boycott a company after receiving
a poor customer experience. Also, one of the benefits of positive focus is building customer
loyalty and customer return, which is highly valued by businesses for generating consistent
revenue. Moreover, positive customer relations help make customer satisfaction, as having a

solid customer relationship can act as an insurance policy for the organization.

Positive customer relations can also provide the organization with insight into its customer's
problems, which can create a channel for communication by relaying customer feedback; this
step will help the organization interact with its customers and build trust (Fontanella, 2020).
The customer focus element can be improved by collecting customer surveys understanding the
customer perspective towards the organization's products and services, and handling customers'
queries and complaints promptly; these steps will help improve the company's big image and

achieve business success.

3.1.5. TQM concept introduction to the employees:

Steps that need to be followed, starting from the commitment of employees and managers to
building customer relations, communicating the organization's vision, mission and goals, as
well as the plans and actions that need to be taken for better business performance. An
organization needs to introduce the TQM concept to their employees to make them aware of
the process. Also, the organization needs to provide training programs to their employees, work

on improving the teamwork in the organization, focus on the customer’s needs, and investigate

the process to provide better plans for continual improvement.




3.2. The dependant variables:

3.2.1. Employee satisfaction:

"Employee satisfaction is the extent to which employees are happy or content with their jobs
and work environment." (Custom Insight, 2020). As seen from the previous definition,
Employee satisfaction is essential for an organization that wants to reduce employee turnover
and provide a part of the overall solution for organizational performance enhancement.
However, employee satisfaction should be looked into deeply. In some situations, the
employees can be delighted with their jobs by doing the bare minimum required to keep their
job, and they are not adding any value to the organization. Therefore, the employees need to be
satisfied to join the organization. They have to be fully engaged to add value to the organization

and achieve higher financial performance and customer satisfaction.

3.2.2. Customer satisfaction

Customer satisfaction was defined by Philip Kotler (2017) as a "person's feeling of pleasure
or disappointment, which resulted from comparing a product's perceived performance or
outcome against his/her expectations.”. It can be summarised from the previous definition that
customer satisfaction is a function of perceived performance and expectations, which is linked
to the consumer's belief about the product or service experience; this expectation can be
influenced by the experience of purchasing the product or service, the product's performance,
word of mouth, the other customer's reviews, the competitors and the marketers promise
(Rajeev, 2018).

Customer satisfaction is essential for the organization as it helps build customer retention and

loyalty and increase its financial profits.

3.2.3. The Service quality

Service Quality was defined by Jaina (2018) as "the manner of treating the customers at the
time of delivering the service". It is also considered the combination of different experiences
through the interaction between the customers and the staff in the organizational environment
(Jamesb, 2011). Several researchers have supported the idea that service quality is directly

affecting customer satisfaction and overall business performance, especially in service-based
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businesses also; other researchers have proven that achieving organizational service quality will
eventually lead to sustainability, competitive advantage, and business success (Yarimoglu,
2014) (Angelova B. et al., 2011). Therefore, an organization must improve service quality to

meet and exceed customer expectations and gain satisfaction.

3.2.4. The organisational financial performance

It is essential to measure whether or not the new initiatives of the TQM have been successful,
and one of the most important measures is the financial performance of the organization, as
most technologies and organization's investments are justified based on their impact on the
economic and accounting measure, not operational measures. Also, financial performance is
the only measure that can be used by the corporate to reflect whether the organization's
strategy, implementation and strategy are generating profits and contributing to its value in
the marketplace (Moballeghi, 2011). Therefore, financial performance is considered the most

critical measure for the efficiency of the performance.

The measure used in this research to measure financial performance is the Return on Assets,
the Return on Equity, and the Liquidity Ratios; these measures will be used as financial

performance indicators.

The Return on Assets was defined as "Return on assets (ROA) is an indicator of how

profitable a company is relative to its total assets. ROA gives a manager, investor, or analyst
an idea of how efficiently a company's management uses its assets to generate earnings."
(Hargave, 2020).

Conversely, the Return on Equity (ROE) measures financial performance calculated by
dividing net income by shareholders' equity. Because shareholders' equity equals a company's
assets minus its debt, ROE is considered the Return on net assets. ROE is viewed as a

measure of a corporation’'s profitability about stockholders' equity.” (Hargave, 2020).

Finally, the Liquidity ratio was defined as "Liquidity ratios are an important class of financial
metrics used to determine a debtor's ability to pay off current debt obligations without raising

external capital. Liquidity ratios measure a company's ability to pay debt obligations and its
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margin of safety by calculating metrics including the current ratio, quick ratio, and operating

cash flow ratio.” (Hayes, 2020).

The financial performance depends mainly on the activities and actions the organization

selects, the set plans, and the process followed to achieve business excellence.

3.3. Hypothesis

Most of the previous investigations indicated that the TQM practices have positively been
associated with productivity and organizational performance, as Chenhall (1997), R. Mann
and D. Kehoe (1994). Other authors have indicated that TQM practices have a positive effect
on Quality performance (Curkovic S. et al., 2000), (Lee S.M., 2003), (Fuentes M., 2006); and
(Hong, 2008). Furthermore, other investigators have proven the link between TQM practices
and employee engagement and satisfaction (Alharth et al., 2017). Other authors have
demonstrated the connection between TQM practices and customer satisfaction (Rasheed,
2017), (Nguyen, 2019) and (Satish Mehra, 2008).

On the other side, other authors have proven the link between TQM practices and financial
performance, such as Ameen Al-Basheer, George N. Shawaqgfeh, Belal A. Mathani,
Muhammed Al-Jabari (2015), Victor B Wayhane (2007), Anu P. Anil and Satish K. P (2016)
etc. However, other authors have proven negative or insignificant results, such as G.
Kampouridis and A.Ch. Yiannopoulos, G.l1. Giannopoulos, and S.A. Tsirkas (2015) have
investigated the relationship between total quality management and the financial performance
of Greek companies in the structural construction sector during the period of crisis (over five
years period of time). Also, other authors have proven a statistically negative link between
Total Quality Management and financial performance, such as Mohrman, Tenkasi Lawler and
Ledford Jr (1995), Prajogo and Sohal (2006) and E. Sadikoglu (2004).

The banking sector in the UK is highly competitive, and Total Quality Management (TQM) has
emerged as a critical tool for improving organisational performance and customer satisfaction.
TQM encompasses various practices, including employee focus, customer focus, continual
improvement, and top management focus. This research aims to investigate whether UK banks

have adopted these TQM practices and the challenges they face in their implementation. The

research will focus on five sub-hypotheses related to TQM practices adoption in UK banks. The
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findings of this study will provide insights into the effectiveness of TQM practices in the UK
banking sector and how they contribute to organisational performance and customer

satisfaction. The researcher proposed the following hypothesis and sub-hypothesis:
H, = Null Hypothesis

H,; = Alternative Hypothesis

Hypothesis 1: TQM practices are adopted in the UK banking sector

Sub-hypothesis 1.1.

H, The UK banks do not adopt the continual improvement practices
H; The UK banks adopt the continual improvement practices

Sub-hypothesis 1.2.

H, The UK banks do not adopt the Customer focus practices
H; The UK banks adopt the Customer focus practices

Sub-hypothesis 1.3.

H, The UK banks do not adopt the employees focus practices

H,; The UK banks adopt the employees focus practices

Sub-hypothesis 1.4.

H, The UK banks do not adopt the Top management focus Practices
H; The UK banks adopt the Top management focus Practices

Sub-hypothesis 1.5.

H, The UK banks do not introduce the TQM concepts to their employees
H; The UK banks introduced the TQM concepts to their employees

Moreover, several studies and investigations were conducted to study the link between service
quality and customer satisfaction as such as the study that was conducted in Sweden by Jenet

Manyi Agbor (2011), the investigation that was conducted in Malaysia by Anantha Raj A.
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Arokiasamy and Huam Hon Tat (2014), and the study that was conducted in Nigeria by Olu
0jo (2010) and a survey that was conducted by Ching Chang, Su Yueh and Yi-Ting (2013). On
the other hand, other authors have investigated the relationship between service quality and
customer loyalty, such as Ni Luh Desiyanti (2018). Other investigators focused on the link
between the expected service quality and the perceived service quality, such as Basman al
Dalaeen (2016). Furthermore, other researchers such as Daniel Nukpezah & Cephas Nyumuyo

(2009) have investigated the link between service quality, customer loyalty and profitability.

Also, several studies were conducted to investigate the relationship between service quality and
business performance, such as the study conducted by Girish Nair (2016). Other authors were
investigating the link between the service quality and financial performance as such as
Elizabeth Duncan and Greg Elliott (2002), P.S Raju and S.C Lonial (2002), Jeevan Jyoti, Jyoti
Sharma and Sumeet Kour (2017), and Tafa Mosisa ljara (2020). Most of the previous studies
positively linked the service quality with the other elements. However, some authors have
argued that service quality has either a negative or insignificant effect on business performance

or financial performance.

The UK banking sector has undergone significant changes in recent years, with an increased
focus on service quality and customer satisfaction. One approach to achieving high levels of

customer satisfaction is through the implementation of Total Quality Management (TQM)

practices, which emphasize a customer-focused approach to service delivery, therefore, the

researcher developed the following hypothesis to examine the phenomenon. The hypothesis

and sub-hypothesis that were created are as follows:

Hypothesis 2: The Level of Customer Evaluation of the Service Quality is high in the UK

banking sector.

Sub-hypothesis 2.1. The customer’s evaluation of the assurance in the UK banks

H, The customer’s evaluation of the assurance in the UK banks is not high
H; The customer’s evaluation of the assurance in the UK banks is high

Sub-hypothesis 2.2.

H, The customer’s evaluation of the empathy in the UK banks is not high

H; The customer’s evaluation of the empathy in the UK banks is high




Sub-hypothesis 2.3.

H, The customers evaluation of the employee competences in the UK banks is not high

H; The customers evaluation of the employee competences in the UK banks is high

Sub-hypothesis 2.4.

H, The customers evaluation of the reliability in the UK banks is not high
H; The customers evaluation of the reliability in the UK banks is high

Sub-hypothesis 2.5.

H, The customers evaluation of the responsiveness in the UK banks is not high
H; The customers evaluation of the responsiveness in the UK banks is high

Sub-hypothesis 2.6.

H, The customers evaluation of the tangibles in the UK banks is not high
H; The customers evaluation of the tangibles in the UK banks is high

This study aims to investigate the adoption of TQM practices in the UK banking sector and the
level of customer evaluation of service quality in this industry. Hypothesis 1 suggests that TQM
practices are adopted in the UK banking sector, with several sub-hypotheses focusing on
specific TQM practices. Hypothesis 2 focuses on the level of customer evaluation of service
quality, with sub-hypotheses examining different dimensions of service quality, including

assurance, empathy, employee competences, reliability, responsiveness, and tangibles.

Understanding the adoption of TQM practices and the level of customer evaluation of service

quality in the UK banking sector is essential for banks to develop strategies to improve their

services and meet the changing needs and expectations of customers. This study aims to

contribute to the existing literature on TQM practices and service quality in the banking sector,

providing insights for bank managers, policymakers, and researchers.




Chapter Four: Research methodology

4.1. Introduction

This chapter represents the different tools and methods the researcher used to complete this
dissertation. This chapter discusses the methodological approaches that support the impact of
TQM in the banking sector in UK research. It started with the research methodology
definition and explanations, followed by the researcher's research approaches and justification
used for selecting this specific approach. The researcher also discussed the research design
chosen for this research with a brief explanation. Furthermore, the researcher presents the
research methods used in this research, as well as the sampling, the selection of participants,
the data collection methods, and the data analysis methods. Finally, the researcher introduces
the validation methods used to validate the research outcomes and the reliability and will

provide a brief explanation of the limitations faced during this dissertation.

The Research Methodologies were defined as the broad approach to a research investigation,
which the researcher has selected to investigate a topic or questions of interest; the author also
added that in the research planning process, it is essential for the researcher to choose the
correct research methodology as it helps to address different research questions (Ellis, 2014).
Other authors such as Sam Goundar (2012), have viewed the Research Methodologies as "a

collective term for the structured process of conducting research™.

However, other researchers such as S. Rajasekar, P. Philominathan et al. (2013) have viewed
the research methodologies as "a systematic way to solve a problem™ They also added that the
research methodology is considered to be a science of studying the process of building and
carrying out a research. It was also illustrated as "the procedures by which researchers go
about their work of describing, explaining, and predicting phenomena are called research
methodology. It is also defined as studying methods by which knowledge is gained. It aims to
give the work plan of research™ (2013). The research methodology is an essential component
for any research from the previous definitions. It helps the researcher identify the tools used to

achieve valid answers to the research question.

Furthermore, the research methodology helps the researcher create a theory or a framework
related to the conducted research by indicating the logic of the development of the process
and providing principles for organizing, planning, designing, and conducting research

(Remenyi et al., 1998). Also, the Research methodology was illustrated by Leedy & Ormrod
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(2001) as "the general approach the researcher takes in carrying out the research project”. In
other words, the research methodology is used by the researcher to plan at the right point in
time, enhance the research and provide a platform for the researcher to map out the study and

work in solid plans (Goundar, 2012)

4.2. Research design

A research design was illustrated as "the procedures for collecting, analysing, interpreting,
and reporting data in the research study” (John C. et al., 2017). Research Design was also
defined by Saunders, Lewis & Thornhill (2012) as a general plan for answering the research
questions. Moreover, other authors have confirmed that research design is intended to provide
a proper structure for a study and it involves several interrelated decisions; they have also
insisted on its significant role in regards to the research approach since it helps the researcher
to determine how to obtain the relevant information for a study (Aaker A. et al., 2000). It can
be concluded from the previous definitions that the research design is an overall plan that
connects the research problems with relevant and achievable empirical research, and it sets
procedures on the required data to collect and analyse data to answer the research questions
(Boru, 2018). The research design has several types used in different research strategies.
According to Franck (2013), the most extensively used types are the descriptive research

design, the explanatory research design and the experimental research design.

4.2.1. Descriptive research design

The descriptive research design was illustrated as a method that describes a population,
situation, or phenomenon that the researcher is studying according to other authors; it is a
method that describes a phenomenon and its characteristics (Nassaji, 2015). Similarly, authors
such as Leech (2016) have defined the descriptive research design as a method that adjoins
information that cannot be measured, directed toward human society's nature and character.
This research design focuses more on the "what" of a research subject or problem rather than
"why" the research problem exists. Therefore, the main tools mainly used in this type of
research are the observation and survey tools (Gall M.D. et al., 2007). Generally, in such

research, the investigators might collect qualitative data, which will be eventually analysed

119




quantitatively, using statistical analyses, percentages, or averages to determine a statistical

relationship between the research variables.

4.2.2. Explanatory research design

The Explanatory research design is set out to explain and account for the descriptive
information, meaning that, while the descriptive design asks "what" for research problems, the
explanatory asks "why" and "how" questions (Grey, 2014). In other words, the descriptive
research design is a method that helps the investigator to identify the actual reasons for a
phenomenon to occur and its search for causes and motives and provide evidences to support
the explanation or the prediction; it also helps the researcher to discover and report the
relationship between the variables of the phenomenon being studied (Boru, 2018). This research
design aims to explore a new universe that was not studied earlier (Md. Inaam Akhtar, 2016).
This type of research design does not involve comparison and change factors (Trivedi D.P. et
al., 1998).

4.2.3. Exploratory research design

The investigators typically conduct the experimental research design when insufficient
information about a specific phenomenon and the problem needs to be clearly defined
(Saunders M. et al., 2007). This type of design aims not to find the final answers but instead to
explore the phenomenon and investigate the research topic with different levels of depth (Boru,
2018). The Exploratory method was also described as a primary research stage that helps the
investigator achieve new insights into a phenomenon. Also, this type of design allows the
investigator to formulate a problem for proper investigation or to develop a hypothesis.
Researchers frequently use this type of design to investigate a situation where little information
is available (Md. Inaam Akhtar, 2016).

The research design used by the author

This study employed a mixed method, which means that the author used qualitative and

quantitative approaches to study the phenomenon. Hence, this study employs the Exploratory
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research design to provide the investigator with a more excellent prospect of exploring the
banking sector in the UK, specifically the commercial banks. This research design will help the
researcher explore the impact of Total quality management in the UK banking sector and the
service quality in these banks. Utilizing the Exploratory research design helps the investigator
prioritize the feasibility of the research to determine the relationship between the study variables

for this particular study (Boru, 2018).

4.3. Research philosophy

Pranas Zukauskas defined Research Philosophy et al. (2018) as "the development of research
assumption, its knowledge and nature”. It is mainly based on philosophizing the knowledge
and insights of the researcher and turning them into a product of intellectual activities. Other
researchers have assumed that the research philosophy is a method that allows the researcher
to generate ideas into knowledge in the research context (2018). Furthermore, authors such as
Mark Saunders, Philip Lewis, and Adrian Thornhi (2009) have illustrated the research
philosophy as the system of beliefs and assumptions related to knowledge development; they

have also added that these assumptions shape the understanding of the research questions.

The Research Philosophy was divided into three major philosophies: Positivism,

interpretivism, and Pragmatism.

4.3.1. Positivism research philosophy

The positivism research approach is mainly associated with experiments and the quantitative
type of research; it is also considered a form of progression of empiricism (Ryan, 2018), this
type of philosophy, according to Phillips and Burbules (2000), believes that knowledge should
be objective and free from the investigator's values and beliefs. In other words, the positivism
research philosophy refers to testing the hypothesis based on the existing literature and theories
(Ormston R. et al., 2014). In positivism, the investigator utilizes objective data collection
approaches. The results obtained are quantifiable, and the data collected are analysed using
statistical methods. According to authors such as Cohen, Menion and Morrison (2013), the
positivist approach is mainly used in research when the author is interested in deducing the

results in numbers to summarise the quantifiable results. It can be concluded that positivism is




a philosophy that uses observations, evaluation, examination and testing of scientific facts using

statistical tools.

4.3.2. Interpretivism research philosophy

Interpretivism research philosophy opposes positivism, known as Anti-positivism (Flick,
2014). Interpretivism argues that truth and knowledge are subjective, culturally, and historically
based on people's experiences and understanding (Ryan, 2018). In this type of philosophy,
researchers can never be separated from their values and beliefs. This will eventually inform
how the data will be collected, interpreted, and analysed. Hence, the interpretivism philosophy
can be illustrated as a process of formation and reformation of the experiences and beliefs of
individuals or a society, which will lead to variant opinions and ideas due to the variation in

behavioural aspects of each individual (Ritchie, 2013).

4.3.3. Pragmatism research philosophy

Pragmatism research philosophy combines both positivism and interpretivism within the scope
of single research, and it depends on the nature of the research questions. Unlike other
philosophical tools, pragmatism can integrate more than one research approach and strategy
within the same study (Wilson, 2010). The pragmatism philosophy, according to Denscombe
(2008) and Mitchell (2018), is considered to be "the philosophical partner" of the mixed
method. Also, other authors such as Johnson, Onwuegbuzie & Turner (2007) have stated that
the pragmatism philosophy is an advanced philosophy that provides epistemology and the logic
for combining quantitative and qualitative methods. According to Creswell (2014) point of
view, pragmatism is an oriented philosophy that helps the researcher solve practical problems
in the real world rather than building on assumptions about the nature of knowledge (Maarouf,
2019). In other words, pragmatism leads to "action-oriented" research procedures (Cameron,
2011).

The research philosophy used in this research

Based on the nature of the study, the author has selected the pragmatism research philosophy,

as the researcher has used both subjective and objective approaches to generate more

comprehensive results regarding the impact of Total Quality Management in the banking sector

in the UK. This philosophy was also selected to reflect individuals' beliefs, points of view,
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concepts, knowledge, and behaviours. Moreover, this philosophy allowed the researcher to
investigate the phenomena using qualitative and quantitative methods (Kelly, 2020).
Pragmatism research philosophy is simply oriented toward solving practical problems in the
real world rather than being built on assumptions about the nature of knowledge (Creswell,
2014; Hall 2013; Shannon-Baker, 2016). This means that pragmatism leads to "action-oriented"
research procedures (Cameron, 2011). This research philosophy is particularly useful in fields
such as the financial services sector, education, healthcare, and social work, where the ultimate

aim is to improve people’s lives.

However, pragmatism also has limitations; one of the main criticisms is that it may prioritize
practical solutions over theoretical rigor (Cameron, 2011). This means that researchers may be
more focused on developing practical solutions rather than refining theories. On the other side,
one of the key strengths of pragmatism is that it helps lead researchers to more innovative and
effective solutions that are grounded in real-world experience and knowledge (Wilson, 2010),
which means that it will help the researcher to find effective solutions for TQM practices
enhancement and implementation challenges. Another strength of pragmatism is its flexibility

(Mitchell, 2018); this means that pragmatist researchers are open to using a wide range of

research methods, including both quantitative and qualitative approaches, to generate practical

solutions to real-world problems.

4.4. Research method

The Research methods were defined by Sam Goundar (2012) as the set of procedures, schemes,
and algorithms that the investigator uses during the research study; these methods are planned,
scientific and value-neutral; he also added that these methods help the researcher to collect the
samples, gather the data, analyse it and find a solution for the investigated problem. Similarly,
other authors such as S. Rajasekar, P. Philominathan and V. Chinnathambi (2013) have
illustrated the Research method as a set of theoretical procedures that helps the researcher in
collecting data, especially the scientific research methods that provide explanations based on
the collected facts and the only reasons that will be accepted are the ones verified by

experiments.




Likewise, other authors such as Peter Ellis (2014), have viewed the research methods as a
compromise between the usual methods associated with the methodology questions, the nature
of the questions and the practical considerations. He also stated that the research methods are a
"set of tools and techniques by which the data needed for the research study is captured”. In
broad terms, Peter was trying to define the methods with an explanation of their role in the
research; for instance, the quantitative approach requires the researcher to involve counting
methods such as a questionnaire survey; however, in the other type of research that requires
clinical settings, the researcher should use methods that are concerned with the opinions and

beliefs as such as the interviews, and focus groups (Creswell, 2007).

According to Carrie Williams (2007), the research methods can be divided into three standard
procedures, Quantitative, Qualitative and mixed methods. The researcher needs to select the
process based on the research questions. For instance, the researcher must choose the
quantitative method if the research questions request numerical data. On the other hand, the
qualitative approach needs to be selected to respond to research questions requiring textural
data. However, the researcher can use the mixed methods method if the research questions

require numerical and textural data (Williams, 2007).

Similarly, other authors, such as Creswell (2009), have confirmed that the research methods
are: Quantitative (structured), Qualitative (unstructured) and mixed practice; he also added that
all the research should involve an explicit, disciplined, and systematic method to achieve the

best outcomes.

According to Sam Goundar (2012), the word qualitative implies emphasizing the processes and
meanings, which cannot be measured in terms of quantity, amount, intensity, and frequency.
He also added that " Qualitative researchers stress the socially constructed nature of reality, the
intimate relationship between the researcher and what is studied, and the situational constraints
that shape inquiry.". However, the Quantitative method always stresses measuring and

analysing the causal relationship between the research variables, not the process.

Furthermore, other researchers such as S. Rajasekar et al. (2013) have stated that the

quantitative method is a quantitative measurement that applies statistics to help the researcher

investigate what, where, and when of a decision making. However, qualitative research focuses




only on the qualitative phenomenon that involves quality; it is mainly exploratory and used by

the researchers to investigate the why and how of making the decision.

Moreover, authors such as Mohajan (2017) have confirmed that the quantitative method
supports the positivist paradigm, and the qualitative approach supports the naturalistic
paradigm. Previously, quantitative research has been considered more accurate and precise;
however, recently, the qualitative method gained more credibility in the modern classic study,
which does not deny that both ways are appropriate for conducting research and can contribute

significantly to the investigation.

The quantitative research method is the hypothesis-testing method as the researcher post-
positivist claims to develop knowledge and employs strategies such as surveys (Creswell,
2003). Some researchers such as Field & Morse (1996), believed that this method "adopt a
person-centered holistic and humanistic perspective to understand human lived experiences
without focusing on the specific concepts". It can be summarised from the previous definitions
that the Quantitative method involves collecting data of information that can be quantified or
measured and is subject to statistical treatment to support other knowledge claims (Creswell,
2003).

On the other hand, the qualitative research method was viewed as a holistic method that
involves discovery (Williams, 2007). Creswell also described it (1994) as "an unfolding model
that occurs in a natural setting that enables the researcher to develop a level of detail from high
involvement in the actual experiences”. Other authors have viewed the qualitative method as a
purposeful technique that allows the researcher to describe, explain, and interpret the collected
data; it was also described as a less structured description method as it helps the researcher in
formulating and building a new theory (Leedy P. et al., 2001). Furthermore, the Qualitative
method was described as a highly effective model in terms of enabling the researcher to develop
a level of details from being involved in the experience; it is an observational experience as the
researcher will be posing questions that attempt to explain, contrarily to the quantitative
method, where the researcher will be posing direct questions and will be strictly outside of the

phenomena that are being investigated (Creswell, 2003) (Leedy P. et al., 2001).

Alternatively, the mixed method was established in the mid to late 1900s (Tashakkori, 2003),

and several researchers such as Johnson and Onwuegbuzie (2004), were against utilizing this
method. Their defence was that the qualitative and quantitative methods were incompatible.

Therefore, their associated processes cannot and should not be mixed. With the mixed research
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method, researchers started having the chance to collect different qualitative and quantitative
data, which means numerical and narrative data and analyse them in the same research study to
respond to the research questions (Williams, 2007). The main aim of using the mixed method
is to maximize the strengths and weaknesses of the research methods (Johnson, 2004).
According to Carrie William (2007), combining the qualitative approach and the quantitative
strategy and using suitable data analysis methods will allow the researcher to design a research
study, thus, will help test and build theories. After several debates among the researchers, it has
been confirmed that the qualitative and quantitative methods are not only compatible but also
complementary underpins for the research studies (Williams, 2007) (Tashakkori, 2003)
(Creswell, 2003) (Johnson, 2004).

Research Method Used in This Study

In this research, the author uses the third category, the mixed method approach, to fulfil the
research objectives and respond to the research questions. The Quantitative research method
was used in this research. The researcher tests the objective theories through a questionnaire
survey by examining the relationship between the study variables, which can be measured.
These variables are the TQM components and the employee performance in UK banks. Also,
the researcher is measuring the service quality or, in other words, the customer satisfaction

level. Thus, analysing the data using statistical procedures. Furthermore, the researcher will use

the qualitative method by employing a focus group session, including the bank employees to

validate the research outcomes.

The reason for selecting the mixed method approach is to overcome the weaknesses and
limitations of both qualitative and quantitative methods and focus on both methods' strengths.
Also, the researcher selected this method because the research was conducted to investigate the
level of impact of TQM in the banking sector in the UK and the influence of the survey quality
to achieve the requested results and build an optimal framework for TQM enhancement; the
researcher has to rely on both methods to generate more rich data and accurate outcomes.
Moreover, the mixed-method approach was used by several researchers who tried to investigate
the TQM concept, impact, and implementation, such as Saraph (1989), Chang and Wiebe
(1996), Lagrosen (2003), Salaheddin (2009), Vecchi and Brennan (2011), Salman D., Rami H.,
Adnan A. (2010) and Elfituri A. (2012).




In addition, using the mixed method approach will provide the researcher with more
understanding of the topic that is being investigated, as the quantitative method will allow the
researcher to generalize the outcomes of the research; however, the qualitative approach will

provide the researcher with more in-depth information and will lead to more ideas.

4.5. Research approach

The Research approach was identified by Haradhan M. (2017) as "a plan of action that gives
direction to conduct research systematically and efficiently™. However, other researchers such
as Greene, J.C (2006) have viewed the research approach as a set of research plans and
procedures that include a wide range of steps from assumptions to straightforward methods
such as data collection, data analysis, and interpretation. The research approach can be divided

into deductive, inductive, and abductive research approaches.

4.5.1. Deductive research approach

Yilmaz (2013) illustrated the deductive research approach as an approach, where the hypothesis
statements are developed about the existing literature and questioned previous theories
following a generalized pattern. Other authors have confirmed that this approach is being
utilized to determine the relationship between two independent variables in a generalized way
(Garner, 2013). It can be summarized that the hypothesis in the deductive approach is created
based on the existing literature and theories to test the research idea. Investigators have
confirmed that researchers utilize the reasoned approach to explore a known fact or theory that
is relevant to the research topic to test the hypothesis of the research. It follows a distinct pattern,
starting with appropriate reasoning or explanation and ending with new hypothesis statements,
which will be tested using different statistical tools to confirm whether the generated hypothesis

IS proven or not, thus, approving or rejecting the theory (Eriksson P. et al., 2015).

4.5.2. Inductive research approach

The Inductive research approach was illustrated as a collection of theories and observations that
the researcher forms after a profound statement and critical explanation of the study facts
(Bryman, 2015). This approach starts with a general explanation or observation, following a

distinct pattern to build a conclusion in line with the hypothesis statements (Gioia, 2013). It is
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essential to understand that the main aim of the inductive approach is to establish an
understanding of the gathered data via different meanings and follow distinctive patterns to
build a theory (Ormston R., 2014). It is also essential for the researchers to know that they are
allowed to use the existing literature, theories and knowledge to structure the aim and objectives
to investigate the phenomenon, knowing that the research conclusion will be derived by taking
all the experiences to deduce a new theory based upon the formulated hypotheses (Depoy E. et
al., 2015).

4.5.3. Abductive research approach

According to Dubois A and Gadde (2002), the Abductive Approach can explain, develop, or
change the theoretical framework before, during, or after the research process. In fact, an
abductive approach is a moderate approach that includes inductive and open research settings
and hypothetical and deductive attempts to verify the hypothesis. The abductive method also

consists of a pragmatic approach to advancing the social sciences (Friedrichs, 2009).

The research approach selected in this study

Based on the nature of the research, the author has selected an Abductive research approach to
investigate the impact of TQM in the banking sector in the UK. An Abductive approach was
utilized as this research will condense extensive and varied data into a summary, and it will
establish a link between the research objectives and findings. It will help develop a framework
for performance enhancement for banks and the banking sector in the UK. Also, the author
selected the Abductive approach as it overcomes the weaknesses of both deductive and
inductive approaches by adopting a pragmatist perspective. The reasoned approach was
criticized for the lack of clarity in terms of selecting the theory that needs to be tested via
formulating a hypothesis; on the other hand, the inductive approach was criticized as "no

amount of empirical data will necessarily enable theory building™ (Saunders M. et al., 2012).

4.6. Sampling

The sampling was defined differently by prominent researchers on social research methods.
MD Glicken described it (2003) as "the process of selecting a smaller group of participants to
tell us essentially what a larger population might tell us if we asked every member of the
larger population the same questions”. Also, other authors have illustrated sampling as the
method that investigators utilize for selecting a specific number of people from a population

(Mertens, 2005). Moreover, the sample was defined by Bineham Guy (2006) as the group of
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people or objects or items that have been selected for measurement from a larger population;
the sample should eventually represent the population to allow the researcher to generalize the
findings from the sample of the research to the population as a whole, he also added that the
main aim of the sampling is to conclude the people from the selected sample, as investigating

the whole population is not practical and never economical.

Similarly, other authors such as Fink (2003) illustrated the sample as "A proportion or subset
of a larger group called a population...A good sample is a miniature version of the population
of which it is a part — just like it, only smaller.”. Furthermore, authors such as Robson (2002)
linked the sampling with other research components stating that "Sampling is linked with the
external validity, or generalisability, of research findings, considered high in probability
samples, which allow results to be generalized from the sample to the population™. The
successful representation of the population always requires a sample frame to be selected

precisely and adequately to generalize the research outcomes (Leedy PD, 2005).

The sampling was divided into two different methods or techniques: Probability sampling

method and the non-probability sampling method. The Probability sampling method is mainly
used in quantitative research; it is suitable for studies where the investigator is trying to
generalize the findings for a population whose size can be determined, and the random sample
selected from the people can be accessed (Lynch, 2010). Paul Lavrakas (2008) stated that
"Probability sampling is used when a researcher seeks a strong correspondence between their
research population and the sample drawn from it". The Probability sampling method was
divided into different techniques: Simple random sampling, where the researcher randomly
selects units from the sampling frame, and the units have equal opportunities of being
selected. The second technique is a systematic sampling; in this technique, the investigator
determines units from the sampling frame by selecting one random unit and then each
subsequent team at a standard range, for instance, selecting every fifth unit on the list after the
initially chosen unit. The third technique is a stratified random sampling; in this technique, the
researcher typically selects sub-groups into the broader population and then samples these
groups randomly or systematically within these to make sure that each sub-group is
represented in the sample (Lynch, 2010). The final sampling technique is Cluster sampling; in

this technique, the population is divided into different clusters, and each group is named a




single unit. Generally, this technique is used when the time and money sources are limited
(Acharya, 2013).

However, the Non-probability sampling method is a technique that is primarily being utilized
in qualitative research; the main aim of the non-probability sampling is constructing a sample
that can generate the most valuable insights that can be gained by the researcher into that
study's particular focus (Lynch, 2010). The Non-probability sampling method was divided
into diverse types: Theoretical sampling, where the researcher selects the sample to
investigate existing theoretical insights or develop new ones. The second type is Convenience
sampling, where the researcher chooses the model based on what can be accessed by the
researcher. The last type is Snowball sampling, where the investigator builds their sample
based on the contact suggested by other participants (Lynch, 2010).

The sampling method used in this research for the quantitative data collection, specifically the
TQM questionnaire survey, is Probability sampling; The sampling type is a stratified random
sample. The total number of questionnaires that were distributed was 70 questionnaires (nine
responses were rejected); the respondents were employees with managerial positions,
supervisors, employees (including administration, cashiers, advisors, IT service, and customer
service staff) who spent over three years working for the same banking service provider. The
reason for selecting the managers is due to their high level of understanding of the TQM
practice in the organization and the planning, decision-making, employee engagement and
training process. Also, the supervisors and employees were selected as they represented the
front line of the TQM implementation. They are more aware of the TQM process due to their
direct interaction with the customers and other employees. The researcher needed to get
information regarding the level of adoption of the TQM practices and the barriers facing the

implementation.

Similarly, the sampling method utilized for the SERVQUAL (customer service) questionnaire

survey is Probability sampling; The sampling type is a stratified random sample. The total

number of distributed questionnaires was 50 questionnaires (five responses were rejected); the
respondents were customers who had used the same bank service provider for over three

years. The reason for this selection is that the researcher intended to study the impact of the
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service quality level on the financial performance of the banking sector for the past three

years.

Furthermore, the investigator used probability sampling, particularly the theoretical sampling
type, for the qualitative data collected from the focus group. The respondents were a group of
experts (five bank managers) selected to investigate the implementation of TQM in the
banking sector, the impact of TQM and the role of service quality to formulate a framework

for TQM enhancements in the UK banking sector.

4.7. Participants

The participant of the research is the respondents that the researcher selected; the participant
type differs based on the research method that is being used in the study; as Cresswell (2009)
stated, "Quantitative research requires standardization of procedures and random selection of
participants to remove the potential influence of external variables and ensure generalizability
of results. In contrast, subject selection in qualitative research is purposeful; participants are
selected who can best inform the research questions and enhance understanding of the

phenomenon under study".

This research had three different types of participants. The first group was the TQM
questionnaire, which required the responses to be collected from accredited retail and
commercial banks in the UK; the respondents were the bank manager, supervisors, and
employees (including administration, cashiers, advisors, IT service, customer service staff),
who have been working for over three years with the same banking service provider. The second
group of participants in the UK banks' customers (only accredited retail and commercial UK
banks). They have been using the same banking service provider for over three years. The final
group of participants is the group of experts that the researcher used to evaluate and validate
the research outcomes; the participants were the managers in the UK banks (accredited retail
and commercial banks only) who have been working for the same banking service provider for
over three years. The reason for this selection is that the researcher needed to examine the
adoption of TQM practices and service quality dimensions in the UK banks and evaluate the
financial performance of the UK banks for the past three years. The researcher assured the

safety and anonymity of the respondents during the investigation.




4.8. Data collection

The Data collection method was described as the process of information collected from all the
relevant sources to find answers to the research problems, test the hypothesis and evaluate the
research outcomes (Patton, 2002). The data collection method was also defined by Pritha
Bhandari (2020) as "a systematic process of gathering observations or measurements, whether
the researcher is performing the research for business, governmental or academic purposes, data
collection allows the investigator to gain first-hand knowledge and original insights into the
proposed research problem™. Similarly, other authors such as Margaret Rouse (2020), have
viewed the data collection method as a systematic approach of collecting and measuring
information from different sources to achieve an accurate picture of the research area; she also
added that the data collection method allows the researcher to evaluate the research hypothesis,
respond to the relevant research questions, assess the results and predict the future probabilities.
An accurate data collection method is essential for a researcher to maintain research integrity,

make business decisions, and ensure quality assurance.

Likewise, other authors illustrated the data collection method as the process of gathering,
measuring, and analysing accurate insights for research by utilizing standard, validated
techniques; this method allows the researcher to test their hypothesis based on the collected
data, which seeks to explain the phenomenon, it can differ from one field of study to another.
It depends mainly on the required information; they have also added that the data collection
method's main aim is to ensure that the collected data is rich and reliable for statistical analysis

so that data-driven decisions can be made for the research (QP, 2020).

4.8.1. Primary data

Itis essential to note that the data collection method falls under two distinct categories: primary
data collection and secondary data collection. Primary data collection was defined as the
gathering of raw data from the source; in other words, it is the process of gathering the original
data by a researcher for a specific research purpose; it can be further divided based on the
research approach into two categories, which are: qualitative data collection methods and

quantitative data collection methods (Formplus, 2020).

The qualitative data collection methods look at different factors to provide an in-depth

understanding of the raw data; it includes collecting the data as well as analysing and managing

the data; the main aim of this method is assessing non-quantifiable elements as such as thoughts
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and feelings, it depends mostly on open-ended questionnaires, and it includes in-depth
interviews, focus groups, online forums, online communities, observations, oral histories and

web survey chats (Ainsworth, 2020).

However, the quantitative data collection methods depend on the evaluation of numerical data;
it utilizes close-ended questions to gather responses that shed light on trends, preferences,
actions as well as opinions of the respondents; this method is popular as it is straightforward
and it helps the researcher to build correlation and regression analysis between the research
variables, it includes questionnaire surveys, which can be collected face-to-face, online surveys

and phone surveys (Ainsworth, 2020).

4.8.2. Secondary data

Nevertheless, the secondary data collection method is the collection of second-hand data
collected by the researcher who is not the original user; the data can be found in published
books, journal articles, online reports, etc. (Formplus, 2020). The secondary data collection
method is a cost-effective and time-saving method. It helps add value to the researcher’s topic,
allowing for greater emphasis on studying results. The secondary data collection method also
provides the researcher with more in-depth information about the research topic. It helps the
researcher better understand their topic and prepare and organize the results more efficiently
(Ainsworth, 2020).

Data collection methods used in this research

The data collection methods used in this research topic are a combination of primary and
secondary data collection methods. For primary data collection methods, the researcher used
survey questionnaires for the TQM questionnaire for the bank employees; the data collection
method started by collecting the questionnaires from five friends who are working in the
banking sector, followed by establishing an in-person contact with different UK bank's staff,
this method was unsuccessful as the researcher started collecting the data at the beginning of

the pandemic and the bank staff refused to provide any non-essential services. The researcher

then contacted the banks on social media platforms to request permission and was then advised

to contact different bank's departments via email to request authorization and provide the
research objectives, which the researcher did and did not hear back from so many banks. Some

of the emails received rejections after two to three weeks of waiting. The researcher then
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contacted bank employees on the LinkedIn platform and collected six responses. The supervisor
then advised the researcher to use "Survey Monkey" online platform to target the bank
employees; this method's cost was expensive; however, the target was achieved as the
researcher selected the targeted group and other specific elements, such as the sampling size,

location, number of working years for the same banking service provider.

On the other hand, the primary data collection for the customer service quality questionnaire
was more accessible as the researcher distributed the questionnaires to family, friends, work
colleagues and Whatsapp groups to collect this data from customers who have been using the
same banking service provider for over three years. The researcher has so many connections at
her workplace and was meant to collect the data from her customers; however, due to the
pandemic, the researcher could not meet the customers in person and was not allowed to contact

them directly for personal matters due to work ethics.

Furthermore, the researcher collected primary data from a group of experts working in UK
banks and holding managerial positions for over three years. Initially, the researcher established
communication with the participants, friends, and relatives. The researcher arranged a Zoom
session with the participants, which lasted for over 90 minutes and was tape-recorded after

getting the participants' approval to avoid any ethical issues.

The first research data collection method that the researcher in this research used is the
questionnaire survey method. The main reason for selecting this method by the researcher is
due to the fact that this method helps describe a large population, such as bank employees or
bank customers, and ensures a broader and more accurate sample, unlike the other techniques
that cannot provide this general capability. Also, this method is flexible and allows the
researcher to use diverse ways to collect it, including an online survey, email survey, text
message survey, and paper survey. It can also be collected through a face-to-face interview.
Furthermore, these data are being collected anonymously, which allows the participants to be

more open and honest with their answers, thus, collecting more accurate data (DeFranzo, 2020).

The second research data collection method that the researcher used is the Focus group method.

The focus group discussion method was described as a qualitative approach that helps the

researcher gain an in-depth understanding of the social issues; this method aims to attain data
from a purposely selected group of participants (Mukhrejee et al., 2018). The main methods of
focus group data collection include audio and tape recording, taking notes, and participant

observations (Stewart, 2007). The authors also stated that “the focus group discussion has a
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huge impact on the group context since it provides insight into social relations, and the
information attained reflects the social and overlapping nature of knowledge better than a
summation of individual narratives through interviews and surveys” (Mukhrejee et al., 2018).
Other authors have also confirmed that the focus group discussion is a more flexible technique
and can be adapted at any stage of the research compared to other methods such as individual
interviews and surveys; they have also considered it as an opportunity for the researcher to
discover and explore the issues that are not well understood and shed light on them, adding to
that the fact that focus group discussion helps the participants and the researcher to build upon
the group dynamics to explore the issues in different contexts, depth and details, freely without

imposing a conceptual framework compared to the individual interview.

The Focus group discussion type used in this research is the Single focus group method, which
means that the interactive discussion of the topic was done by a group of participants and in
one place. The researcher mainly used the focus group discussion method to get in-depth
knowledge about the Total Quality management practices implementation in the banking
sector, highlight the issues and the obstacles that are facing the performance and get an insight

about the topic using different contexts to be able to view the case from different perspectives.

The researcher also collected secondary data from books, e-books, journal articles, reports,
newspapers, online magazines, and other research related to the researcher’s topic. Furthermore,
the researcher used the financial data for banks for three years, which were collected from the

bank's balance sheet and statement of income and other financial websites.

Data Collection | Data analyses method

methods

Employees Survey SPSS (Hypothesis testing using One-

Questionnaire Tailed T testing tool, also, correlation,
coefficients model to identify the

correlation between the TQM variables)

Customers [t Survey SPSS (Hypothesis testing using One-
Customer Questionnaire Tailed T testing tool, also, the
researcher has used correlation

coefficients model to identify the




correlation between the service quality

variables)

Experts 5 Bank Focus group, to Contentanalysis
manager evaluate and
validate the

research outcomes

Table 3: The research estimated sample size, data collection methods and data analysis methods (created by the author)

4.9. Data analysis

LeCompte and Schensul (1999) defined the data analysis process as the process a researcher
uses to reduce data to a story and its interpretation. The data analysis was also illustrated as the
process of cleaning, transforming and modeling data to be able to achieve accurate information
that the researcher can use decision-making process; the main aim of this process is to extract
precise information from the data that is being analysed and employ it for the better decision-
making process (Durcevic, 2020). Patton (1987) indicated that three things occur during data
analysis: data are organized, data are reduced through summarization and categorization and

identifying and linking the patterns and themes in the data.

Furthermore, the Data analysis method was defined as "The systematic application of statistical
and logical techniques to describe the data scope, modularise the data structure, condense the
data representation, illustrate via images, tables, and graphs, and evaluate statistical
inclinations, probability data, to derive meaningful conclusions”, the author also added that this
process is a continual process that enables the researcher to extract the most necessary elements
in the research by eliminating the chaos and ensuring the integrity of the data (Arora, 2020).
The data analysis methods differ from one study to another based on the research approach used
by the researcher and the accurate method for the research topic. Quantitative data analysis is
usually measured in numbers and statistical manipulation; however, qualitative data analysis

usually presents narratives and audio or video presentations (Arora, 2020).

After collecting the data, the researcher was overwhelmed with the amount of information
collected; therefore, the researcher needed to identify the relevant data to derive an accurate

conclusion and make a better decision. The steps that the researcher followed to assess the data
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and complete the analysis were: organizing the data as well as defining the scope of the research,
which includes defining the research questions that need to be answered as well as the research
hypothesis, measurement elements, and the elements that can be negotiated in the research. The
following step was converting the data as per the measurement scale or, in other words coding
the data and excluding the irrelevant data. The next step was identifying the different techniques
used for the data analysis. The last step was reviewing whether or not the outcomes answered
the research questions and confirming the elements that have been considered in the decision-
making process by testing the reliability and validity of the data, using descriptive data analysis
techniques (mining and modeling. etc.) to interpret the data as well as using inferential data
analysis techniques and statistical analysis to test the hypothesis that was set by the researcher,
using one-tailed t-test tool and using charts and graphs to interpret the outcomes and match it

with the idea that was selected for the research.
Quantitative data analysis:

The data analysis tool that the researcher used to analyse the quantitative data was the SPSS

software; the procedures that were followed to analyse the data were as follow:

Preparing the data using editing and coding.

Processing the data using SPSS software to get descriptive statistics.

Testing the validity and reliability of the SPSS to ensure that all the research variables

are measured using the questionnaire.
Testing the hypothesis using a one-tailed t-test tool, also conducting correlation coefficients
analysis to identify the correlation between the TQM variables and the service quality
variables. The researcher used the SPSS data analysis method and, more specifically, the one-
tailed t-test tool and correlation coefficients analysis model to identify the correlation between
the TQM variables and the service quality variables. The SPSS Software was utilized as

comprehensive statistical software that includes several complex statistical tests with built-in

features. The results of these tests can be easily interpreted by the researcher and quickly

expanded. Also, the researcher used these tools as they are accurate and detailed tools that

provide the researcher with detailed information related to the decision-making process.

Furthermore, the one-tailed t-test was used as it is a powerful tool that helps the researcher
detect an effect. The investigator has selected this specific tool as the research has a

hypothesis about the direction of the impact, and the researcher intended to test them.




Moreover, the correlation coefficient model was used as the researcher intended to identify

the relationship between the research variables.

Qualitative data analysis:

In analysing the focus group interview, the researcher used the qualitative content analysis
method. The Qualitative content analysis method is one of the qualitative methods that
researchers use to analyse the data and interpret its meaning (Schreier, 2012). Researchers such
as Downe- Wamboldt (1992) described the content analysis method as a method that
"represents a systematic and objective means of describing and quantifying phenomena".
Successful implementation of the content analysis requires the data to be reduced to concepts
that describe the research phenomenon (Hsieh, 2005), which can be done by creating categories,
images, creating models, conceptual systems or conceptual maps (Elo, 2008). In terms of
validity, the author must report how the results were made to allow the reader to follow the

analysis and resulting conclusions (Schreier, 2012).

Conversely, authors such as Morgan (1988) recommended using the content analysis technique
to analyse the data from a focus group discussion since it gives the investigator a chance to
attain both qualitative and quantitative information leading to mixed content analysis
(Mukhrejee et al., 2018).

The main reason for selecting the qualitative content analysis is to gain a more qualitative
understanding of the extent of the Total Quality management implementation in the banking
sector in the UK and the employment issues and barriers for the TQM implementation, as well
as to get an in-depth understanding about the extent of adoption of the service quality
dimensions. Furthermore, this method allows the researcher to find the correlation and patterns
on how the total quality management practices are being communicated within the organization,
it also helps the researcher to understand the intentions of the participants, and it helps reveal
the differences in communication in different contexts and analyse the consequences of
communication content. The advantages of using the Qualitative content analysis method
include the ability of the researcher to analyse the communication and social interaction without

influencing the results, as well as having transparent and flexible effects, as the analysis can be

conducted at any time, location and at low cost (Luo, 2019).

In analysing the data, the researcher used the following steps (Krippendorff, 2012) (Priporas,
2007):




* Listening to the recorder interview and writing down the main notes.
* Highlighting the units of general meaning.

* Highlighting the units with meaning that is relevant to the Total Quality management

principles and Service Quality dimensions.

* Gathering all the units with relevant meaning to the Total Quality Management and Service

Quality dimensions.

* Determining the themes from the gathered units and identifying the central theme and the

sub-themes for the analysis.

4.10. Validation

Data validation is considered an essential part of any data handling task, as verifying and
validating the data and the results and ensuring the accuracy of the information are necessary
for better decision-making processes and better workflow. Data validation was defined as
checking the accuracy, consistency, and quality of source data to prevent data loss or errors

during the process; it is also considered a form of data cleansing (Informatica, 2020). The

Validation was also illustrated by the Unese Glossary (2013) as "An activity aimed at verifying

whether the value of a data item comes from the given (finite or infinite) set of acceptable

values".

Other authors have confirmed the importance of validating the data in research, as this process
is essential for mitigating research defects. Eliminating the validation step might cause a risk
of building decisions on insufficient and inaccurate data. Therefore, it is necessary to verify and
validate the data's integrity, thus urging the legitimacy of the conclusions and outcomes (SSW,
2020) (Muhammad Basit Bashir, 2008). In this research, the investigator has validated the
information collected using the Triangulation method, which is considered to be one of the
standard methods researchers use to assure the validity of the research; it requires using more
than one method and more than one sample to collect data on the same topic. The main aim of
this method is to validate the data and help the researcher to view the different dimensions of
the same phenomenon. The researcher has collected TQM-related data using qualitative and
quantitative research methods. After collating the data, the researcher presented the information

collected with the focus group to confirm if the information was correct as they have revealed
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or shared and validated the report. Also, their comments and suggestions were noted down for

report finalization.

4.11. Reliability

Reliability refers to whether or not the researcher can get the same results by utilizing a tool to
measure something more than once; in other words, reliability is the degree to which the
research method generates stable and consistent results (Dudavskly, 2020). Similarly, other
authors have defined reliability as the consistency of a measure (Paul C. Price, 2020).
Furthermore, they have indicated the importance of this pre-requisite step for validity (Burns et
al., 2020). A test is seen as reliable when it can be used by several researchers under stable
conditions, with consistent results and the results are similar. Reliability reflects consistency
and replicability over time. Furthermore, reliability is seen as the degree to which a test is free
from measurement errors since the more measurement errors occur, the less reliable the test is
(Fraenkel J.K. et al., 2003) (McMillan J.H. et al., 2006). The researchers considered three
different types of consistency; the first type is over time (test-retest reliability), across items
(internal consistency), and across various researchers (inter-rater reliability) (Dudavskly, 2020).
The Test-retest reliability was defined as the process where no judgment can be involved; it
includes conducting the same test over one time during a specific period with people from the
same sample group (Schnell, 2020). The second type of reliability is Inter-rater reliability,
which includes measuring the same phenomena with the participation of the same sample group
using the same assessment methods by different researchers. The last type of reliability is the
internal consistency reliability; this type is applied to assess the extent of differences within the
test items that investigate the same phenomena and require the results to be similar; if they are
not, then the things are not reliable (Dudavskly, 2020) (Schnell, 2020).

4.12. Limitations
The limitations of this study can be the lack of journal articles that cover this area of research

and the limited access to UK libraries (LSC students have no access to SCONUL, which reduces

the chance of getting information and journal articles from different UK libraries). Also, the

student was unable to access the UWTSD library or portal.

Furthermore, the language barrier is one of the main limitations, as the student's mother

languages are Arabic, Algerian and French, and English is considered her fourth language.




The researcher was also facing other limitations as the researcher had to collect the TQM data
twice because the TQM lacked some investigating questions that could enhance the research
quality. Furthermore, the researcher could not reach customers and employees due to the Covid-
19 situation; Although the researcher is working in an educational institution and has links with
so many students and staff, however, contacting the students and requesting personal favors is
against the work ethics. For the employee questionnaire, the researcher initially could not reach
more than five bank staff, which were friends of the researcher; at this point, the researcher
started looking for other data collection methods, and the researcher went to several banks to
request permission for questionnaire distribution. However, the request was rejected due to
several reasons, such as the service is limited to customers with necessary queries only; in some
cases, the rejection was due to manager or supervisor rejection; the researcher was also advised
to send emails to the research and education departments of the bank to request the permission,
which the researcher did and never received a response until today's date. Therefore, the
researcher was advised to collect the data using the survey monkey platform and pay
respondents. The data were collected, and nine respondents were exempted from the research

due to the invalidity of their answers.

Moreover, the researcher faced an issue with the data analysis, which lasted for an extended

period. The researcher did not have access to SPSS software and could not obtain access from

the university or college; the researcher was also untrained in using this software. Therefore,

the researcher switched to the Excel data analysis method, and she was not satisfied with the
results. This issue led the researcher to subscribe to the IBM SPSS program, access the SPSS
software, watch YouTube videos for training purposes and request support from classmates to
understand the process of using this software; this learning period was challenging and caused

the researcher much stress in addition to the anxiety that the researcher was facing.




Chapter Five: Data analysis and discussion

This chapter is devoted to the statistical analysis on total quality management and service
quality in the banking sector in the United Kingdom in achieving organizational excellence and
financial performance. Two primary studies are presented in this chapter. The first section
discusses the results for the total quality management in UK banks and how it impacts financial
performance. The second section discusses the results for the service quality in UK banks and
investigates its impact on financial performance. Both sections begin with the participants'
demographic profile, check the validity and reliability of the survey instruments, and perform
multiple regression analyses to answer the research hypotheses regarding the impact of TQM

and service quality on the UK banks.
5.1. Quantitative data analysis and results

Total Quality Management analysis and Results

The participants for the total quality management survey were the employees of the banks.
Table 7 below provides the demographic profile for the participants with different roles,
including managers, administrators, cashiers, customer service, advisors, accountants, and loan
and mortgage advisors. In total, sixty-one employees participated in this survey. The
participants were dominated by males (58%) with younger age group 25-34 years (38%). The
majority holds a bachelor’s degree (39%) followed by a master’s degree (29%). They work in
different banks such as Barclays bank (37%), Lloyd’s bank (21%) and HSBC bank (11%).

Variable Variable Classes Percentage

Gender Male 58%

Female 42%

18-24 18%

25-34 38%

35-44 23%




Variable Variable Classes Number Percentage

45-54 18%

55-64 2%

65+ 2%

Highest Qualification Level 1 8%

Level Level 2 5%

Level 3 16%

Education Bachelor’s degree 39%

Master’s degree 31%

Name the Service Barclays bank 39%

Provider Lloyd’s bank 21%

HSBC bank 11%

NatWest bank 8%

Halifax bank 7%

Santander bank 7%

RBS bank 7%

Table 7: Demographic profile for the bank employees (Created by the author)

5.1.1. Descriptive statistics for the TQM variables

The total quality management variable consists of 5 dimensions measured by 37 survey items.

These dimensions are a continual improvement, customer focus, employee focus, top
management focus, and TQM concept introduction. The survey items use 5-point Likert scales
of agreement with the following values: strongly disagree (1), disagree (2), neither agree nor

disagree (3), agree (4), and strongly agree (5). The mean and the standard deviation of the

143




different questions or items were computed. It was considered that the respondents or the
employees consent on a given statement when the mean is equal to 3.5 or above. A mean below

3.5 is regarded as a negative response.
Continual Improvement

5 survey items measured the continual improvement construct. The descriptive statistics for
each survey itemare displayed in Table 8 below. The opportunity provided by the organization

to individuals for career growth and development within the company was rated the highest

with a mean score of 4.098 (SD = 0.768). The bank management and employees that always

have plans and corrective actions for work mistakes, strategies for financial cost minimization,
and a program to analyse the activities required to provide the service were rated equally high.
The last indicator for continual improvement construct was resources and tools to better duties
performance provided by the organization was placed with a mean score of 3.787 (SD = 0.985).
Since the means for all items are above 3.5, the respondents positively respond to continual
improvement. Similarly, other authors, such as Abohimed B, have recorded a positive response
towards the continual improvements in their investigation within the industrial organisations
(Abohimed B, 2001).

Distribution of responses (%)
Neither

Survey Item

Strongly
Disagree

1)

Disagree

()

Agree or
Disagree

©)

Agree
(4)

Strongly
Agree
(®)

Std.
Deviation

Your organization provides
an opportunity to
individuals ~ for  career
growth and development
within the company

6
(10%)

34
(56%)

18
(30%)

The bank management and
employees always have
plans and corrective actions
for work mistakes

8
(13%)

30
(49%)

19
(31%)

The top management has
plans for financial cost
minimization

8
(13%)

30
(49%)

19
(31%)




Survey Item

Distribution of responses (%)

Strongly
Disagree

1)

Disagree

(2)

Neither
Agree or
Disagree

©)

Strongly
Agree
()

Std.
Deviation

The bank has a program to
analyse  the  activities
required to provide the
service

6
(10%)

37
(61%)

15
(25%)

The organization provides
all the possible resources
and tools to better duties
performance

1
(2%)

6
(10%)

13 (21%)

26
(43%)

15
(25%)

3.787

Table 8: Descriptive statistics for the continual improvement construct, Created by the author

Customer focus

4 survey items measured the customer focus construct. The descriptive statistics for each survey

item are displayed in Table 9. The table indicates that the highest level of agreement towards

customer focus was related to the bank staff that are always listening to customers with a mean
score of 3.984 (SD = 0.785) and the bank staff that is handling the customer’s problems

promptly with a mean score of 3.984 (SD = 0.785). Their job that makes a positive difference

in other’s life was rated with a mean score of 3.885 (SD = 0.755). The bank collecting customer

survey to identify the customer’s needs was rated the lowest with a mean score of 3.590 (SD =

0.920). Since the means for all items are above 3.5, the respondents positively respond to

customer focus. Similarly, authors such as Defeo (2019) and Ali Mohammeda, Siti Tibek and

Ideris Endot (2013) have proven a positive response in their investigations towards the customer

focus components.




Survey Item

Distribution of responses (%)

Strongly

Disagree

1)

Disagree

()

Neither
Agree or

Disagree

©)

Strongly
Agree

(5)

Std.

Deviation

The bank staff are always
listening to  customers
complaints, and they can
provide immediate

solutions

13

(21%)

30
(49%)

16

(26%)

The bank staff are handling

the customer's problems

promptly

Your job makes a positive

difference in other’s life

The bank is collecting
customer survey to identify

the customers’ needs

(3%)

(11%)

10

(16%)

37
(61%)

(8%)

Table 9: Descriptive statistics for the customer focus construct, Created by the author

Employee focus

12 survey items measured the employee focus construct. The descriptive statistics for each

survey item are displayed in Table 10. The vast majority (80%) were satisfied with their job

overall, with a mean score of 4.094 (SD = 0.845). Being trained enough to solve all the possible

issues that may face the customers was also rated equally high with a mean score of 4.094 (SD

= 0.740). Being involved in leadership related decisions at the workplace was rated the lowest,

with a mean score of 3.443 (SD = 1.191). Most items have a mean above 3.5, so it can also be

concluded that the respondents have a positive response towards employee focus. Likewise, the




author Witjaksono (2012) has proved positive responses towards the employees' focus

components and, in particular, employee involvement.

Distribution of responses (%)

Neither
Strongly Strongly Std
Survey ltem Disagree | Agree or '
Disagree Agree

Disagree
(2)

(1) (5) on
(3)

Deviati

You are satisfied
with  your job 19 (31%)

overall

You have been
trained enough to
solve all the
15 (25%)
possible issues that
may  face the

customers

Do you agree to go
beyond vyour limit 30
13 (21%) 16 (26%)
to fulfil specific (49%)

tasks

The Organization is
providing Employee
relation support for
employees to allow 10 (16%) 17 (28%)
them to assess their

skills, communicate

their thoughts and




ideas and express
their opinions in an
open, transparent

forum

You always receive
support from your
team at  work

whenever needed

(10%)

10 (16%)

15 (25%)

You will continue
working for the
same organization

in the next 3 years

15 (25%)

24
(39%)

15 (25%)

Your Team is an
inspiration for you
to do your best at

your workplace

10 (16%)

12 (20%)

The work
environment helps
you strike the right
balance  between
your work life and

personal life

13 (21%)

12 (20%)

You have always

been rewarded for

your dedicationand

commitment

towards the work

10 (16%)




Your job has always
been causing you
10 (16%) | 13 (21%) 15 (25%)
an  unreasonable

stress

The  organization

has fair policies for

_ 11 (18%)
promotion for all (11%) (11%)

employees

You always have

been involved in
23
leadership related 15 (25%) 11 (18%)
(38%)
decisions at your

workplace

Table 10: Descriptive statistics for the employee focus construct, Created by the author

Top management focus

Ten survey items measured the top management focus construct. The descriptive statistics for
each survey item is displayed in Table 11. Approximately 86% of respondents agreed or
strongly agreed to visible strategic objectives of the organization with a mean score of 4.213
(SD =0.661). Around three quarters (75%) agreed or strongly agreed to both statements related
to the bank top management that has constantly been analysing the bank's situation to improve
the service quality and monitor communication between the customer and the employees. The
top management focus indicator with the lowest-rated mean score struggled to get information
related to workplace decision-making (M = 3.393, SD = 1.229). The majority of items have a
mean above 3.5, so it can also be concluded that the respondents have a positive response
towards top management focus. Similarly, authors such as Syed lliyas Ali and Suebha Khatoon
(2016) have recorded a positive response towards the ultimate management focus. They have

stressed the importance of this component in implementing the TQM.




Survey Item

Distribution of responses (%)

Strongly

Disagree

1)

Disagree

(@)

Neither
Agree or

Disagree

(3)

Strongly
Agree

(5)

Std.

Deviation

The organization’'s strategic
objectives are visible in

your organisation

(13%)

32
(52%)

21
(34%)

The bank top management
has  constantly been
analysing the situation of
the bank and comparing it
with the other competitors
to improve the service

quality

13 (21%)

The top management are
directly and indirectly
monitoring the
communication  between
the customer and the

employees

13 (21%)

You have always been
encouraged by  your
senior's managers to give

your best effort

11 (18%)

32
(52%)

15
(25%)

All the team members are

being treated equally

(10%)

7 (11%)

32
(52%)

13
(21%)




Survey Item

Distribution of responses (%)

Strongly

Disagree

1)

Disagree

(@)

Neither
Agree or

Disagree

(3)

Strongly
Agree

(5)

Std.

Deviation

You have always been
receiving constructive
feedback

managers

from  your

15 (25%)

The top management has a
long-term plan for service

quality enhancement

15 (25%)

33
(54%)

(13%)

Your opinion is heard and

valued by your managers

14 (23%)

The bank management has

tools and methods to keep
up with the changes in

customer needs

(10%)

(10%)

15 (25%)

23
(38%)

11
(18%)

You always struggle to get
information  related to
decision making at

workplace

(5%)

16 (26%)

(15%)

20
(33%)

13
(21%)

Table 11: Descriptive statistics for the top management focus construct, Created by the author

TQM concepts introduction

The last dimension for the TQM variable was the TQM concept introduction which is measured

6 survey items. The descriptive statistics for each survey item is shown in Table 12. “The TQM

main aim to increase the level of customer satisfaction” (M = 4.230, SD = 0.668) as well as
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“training and development of staff are integral to effective TQM implementation” (M = 4.213,

SD = 0.609) were rated equally high. The last rated indicator introduced the concept of TQM

to their employees with a mean score of 3.607 (SD = 0.918). Since the means for all items are

above 3.5, the respondents positively respond to the TQM concept introduction. Similarly, other

authors such as Salman D., Rami H., Adnan A. (2010) have investigated the impact of TQM

concept introduction in an organisation and have recorded a positive effect.

Survey Item

Distribution of responses (%)

Strongly

Disagree

1)

Disagree

()

Neither
Agree or

Disagree

©)

Strongly
Agree

()

Std.

Deviation

The TQM main aim is to
increase  the level of

customer satisfaction

(13%)

31
(51%)

22
(36%)

Training and development of
staff is integral to effective

TQM implementation

(10%)

36
(59%)

19
(31%)

The Bank employees believe
that the TQM has an impact

on the organizational success

(11%)

36
(59%)

16
(26%)

The bank management has
developed the organisational
structure to suit the concept
of the TQM

11 (18%)

32
(52%)

15
(25%)

The  Top

believes  that

management
employee

engagement is a critical

(10%)

10 (16%)

30
(49%)

15
(25%)




Survey Item

Distribution of responses (%)

Strongly

Disagree

1)

Disagree

(@)

Neither
Agree or

Disagree

Strongly
Agree

(5)

Std.

Deviation

(3)

success factor for TQM

implementation

The Top management has 38

introduced the concept of
(62%)

TQM to their employees (3%) (11%) | (15%) (8%)

Table 12: Descriptive statistics for the TQM concept introduction construct, Created by the author

5.1.2 Reliability test for TQM dimensions

A Cronbach’s alpha is carried out in this study to measure the reliability of the survey items
within the latent construct. It tests how well the articles are related to each other and can be
used confirms that the survey items are measuring what they are intended to. As a rule of thumb,
a Cronbach’s Alpha coefficient greater than 0.7 is considered to have a reliable scale (Cronbach,

1951).

The continual improvement subscale has 4 items with Cronbach’s Alpha coefficient of 0.731,
the customer focus subscale has 4 items with Cronbach’s Alpha coefficient of 0.710, the
employee focus subscale has 10 items with Cronbach’s Alpha coefficient of 0.850, the top
management focus subscale has 5 items with Cronbach’s Alpha coefficient of 0.815, and the
TQM concept introduction subscale has 6 items with Cronbach’s Alpha coefficient of 0.791.

Since the Cronbach’s Alpha coefficients for all TQM dimensions exceed the recommended

reliability coefficients of 0.7, thus we can conclude that all measurements are satisfactory and

have good internal consistency. Table 13 summarizes the estimated Cronbach’s Alpha

coefficients.




] . Number of
Dimension . Cronbach's alpha
items

Continual improvement 0.731
Customer focus 0.710
Employee focus 0.850
Top Management focus 0.815

TQM concept introduction 0.791

Table 13: Cronbach’s alpha coefficients for the TQM dimensions, Created by the author

5.1.3. Composite scores for the TQM variables

The survey instruments to measure the TQM variables are reliable and valid from the previous
section. Thus, we can create composite scores to represent each TQM variable by combining

the survey items. This study considers the average score across the survey items to compute the

composite scores. Table 14 presents the summary statistics for the combined scores for each
TQM variable.

Std.
Dimension o Minimum  Maximum
Deviation

Continual improvement 3.996 0.625 2.25
Customer focus 61 3.861 0.553 2.75
Employee focus 61 3.764 0.635 1.70
Top Management focus 61 3.649 0.785 1.60

TQM concept introduction 61 3.997 0.542 2.83

Table 14: Summary statistics for composite scores for TQM variables, Created by the author




Table 15 also presents the Pearson correlation coefficients between the TQM variables. The
correlation between the variables varies from modest to strong association, and the associations
are found to be statistically significant at a 5% level. The highest correlation is observed
between the TQM concept introduction and employee focus with a coefficient of 0.835, while

the lowest correlation is between continual improvement and customer focus with 0.487.

Top TOM

Continual Customer  Employee
Management  Concept

Improvement  Focus Focus ]
Focus Introduction

Continual Improvement
Customer Focus
Employee Focus
Top Management Focus

TQM Concept Introduction

* Significant at 5% level

Table 15: Correlation coefficients between the TQM variables, Created by the author

5.1.4. Hypothesis testing for TQM practices adoption

The hypothesis to be tested is whether the TQM concept is adopted in UK banks. This primary

research hypothesis is further divided into five sub-hypotheses:
Sub-hypothesis 1.1: The UK banks adopt the continual improvement practices.
Sub-hypothesis 1.2: The UK banks adopt the customer focus practices.

Sub-hypothesis 1.3: The UK banks adopt the employee focus practices.

Sub-hypothesis 1.4: The UK banks adopt the top management practices.

Sub-hypothesis 1.5: The UK banks introduced the TQM concepts to their employees.




To test the hypotheses, the pooled mean for all items under the same dimension (composite

scores) is compared to the reference category, i.e., when the mean is 3.5 or above. We assume

that if the mean score is above 3.5, the TQM practices are adopted in the UK banks as it shows
a positive response. Figure 19 shows that all components of TQM are above 3.5, and it can be

interpreted that the TQM components are adopted in the UK banks.

La
L

Mean Score
L
=

P
L

Continual Customer Focus Employee Focus Top Management TOM Concept
Improvement Focus Introducton

Figure 19: Mean score for the five dimensions of TQM. The red line represents the pass mark of 3.5 at which the
statement is accepted in the analysis (created by the author)

However, we must consider the variability in the variables to say if the mean scores for each
component are significantly more significant than the reference score (3.5). Therefore, a formal
test needs to be carried out using a one-sample t-test. The null and alternative hypotheses for

this test can be written as follows:
Hy:pp=35vsHy:nu>35

The null hypothesis ( H,) states that the TQM concept is not adopted in the UK banks, while the
alternative theory (#,) states that the TQM concept is adjusted in the UK banks. Table 16

presents the results from performing a one-tailed t-test to the TQM components.




Mean Std.
Score Deviation

Dimension

Continual improvement 3.996 0.625 6.197 60
Customer focus 3.861 0.553 5.098 60
Employee focus 3.764  0.635 3.248 60
Top Management focus 3.649 0.785 1.483 60

TQM concept introduction 3.997 0542 7.163 60

Table 16: Results for one-tailed t-test for the TQM dimensions, created by the author

Sub-hypothesis 1.1: The UK banks adopt the continual improvement practices.

The research hypothesis can be written into the following null and alternative views.
Ho: The UK banks do not adopt the continual improvement practices (x = 3.5)

Hi: The UK banks adopt the continual improvement practices (n > 3.5).

One-Sample Statistics
N Mean Std. Deviation Std. Error Mean

Composite scores:61 3.9959 .62499 .08002

Continual Improvement

One-Sample Test

TestValue=13.5

95% Confidence Interval of the

Mean Difference

Sig. (2-tailed) Difference Lower Upper

Composite scores: =.001 49580 3358 (6560
Continual Improvement

(SPSS)




The mean score for continual improvement practices is 3.996 (SD = 0.625), above 3.5. A formal

test with a two-tailed t-test indicates that the null hypothesis is rejected since the p-value is less

than 0.05 (t(60) = 6.197, p < 0.001). Thus, we accept the alternative view and conclude that the
UK banks adopt the continual improvement practices. This suggests that the data supports the
UK banks' research hypothesis adopting the constant improvement practices. Likewise, authors
such as Jiri Plura (2000) have recorded positive results, proving the adoption of continual

improvement in financial services organisations.

Sub-hypothesis 1.2: The UK banks adopt the customer focus practices.

The research hypothesis can be written into the following null and alternative views.
Ho: The UK banks do not adopt the customer focus practices ( = 3.5)

Hi: The UK banks adopt the customer focus practices (x> 3.5)

One-Sample Statistics

N Mean Std. Deviation Std. Error Mean

Composite scores: Customer6l 3.8607 .55250 .07074
Focus

One-Sample Test
TestWalue=3.5
95% Confidence Interval of the
Mean Differance
Sig. (2-tailed) Difference Lower Upper

Composite scores: =001 (36066 2192 5022
Customer Focus

(SPSS)

The mean score for customer focus practices is 3.861 (SD = 0.553), above 3.5. A formal test
with a two-tailed t-test indicates that the null hypothesis is rejected since the p-value is less than

0.05 (t(60) = 5.098, p < 0.001). Thus, we accept the alternative view and conclude that the UK
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banks adopt the customer focus practices. This suggests that the data support the research
hypothesis of the UK banks adopting the customer focus practices. Authors such as Sharabi
(2015) have stressed the importance of Customer service practice in TQM implementation in

customer service-based organisations.

Sub-Hypothesis 1.3: The UK banks adopt the employee focus practices.

The research hypothesis can be written into the following null and alternative views.
Ho: The UK banks do not adopt the employee focus practices.

H:: The UK banks adopt the employee focus practices.

One-Sample Statistics

Std. Error
[+l Mean Std. Deviation Mean

Composite scores: 61 37638 B3457 08125
Employee Focus

One-Sample Test
TestValue=3.5
95% Confidence Interval of the
Mean Difference
Sig. (2-tailed) Difference Lower Upper

Composite scores: 0oz 26393 014 4265
Employee Focus

(SPSS)

The mean score for employee focus practices is 3.764 (SD = 0.635), above 3.5. A formal test
with a two-tailed t-test indicates that the null hypothesis is rejected since the p-value is less than
0.05 (t(60) = 3.248, p = 0.002). Thus, we accept the alternative hypothesis and conclude that
the UK banks adopt the customer focus practices. This suggests that the data support the
research hypothesis of the UK banks adopting the employee focus practices. Similarly, to the

research conducted by Goetsch & Davis (1994), which has proven positive results confirming

the hypothesis of UK organisations adopting the employee focus practice. Also, other authors

such as Jing-Wen Yue and others (2011) argued about the importance of employee engagement,

teamwork, reward and recognition, job satisfaction in the TQM implementation.



https://www.researchgate.net/scientific-contributions/Jing-Wen-Yue-2058329676

Sub-hypothesis 1.4: The UK banks adopt the top management focus practices.
The research hypothesis can be written into the following null and alternative views.
Ho: The UK banks do not adopt the top management focus practices (x = 3.5)

Hi1: The UK banks adopt the top management focus practices (x> 3.5)

One-Sample Statistics

Std. Error
[+l Mean Std. Deviation Mean

Composite scores: Top 1 36452 7854 00586
Management Focus

One-Sample Test
TestWalue= 3.4
95% Confidence Interval of the
Mean Difference
Sig. (2-tailed) Difference Lower Upper

Composite scores: Top 016 24818 0480 4503
Management Focus

(SPSS)

The mean score for top management practices is 3.649 (SD = 0.785), above 3.5. A formal test
with one-tailed t-test indicates that the null hypothesis is not rejected since the p-value is not
less than 0.05 (t(60) = 1.483, p = 0.016). This means we do not have enough evidence to support
the UK banks' research hypothesis adopting the top management practices. Similarly, David
Oparinde (2019) has recorded positive results, proving the adoption of top management practice

and insisting on the commitment component in the Nigerian banking sector.

Sub-hypothesis 1.5: The UK banks introduced the TQM concepts to their employees.

The research hypothesis can be written into the following null and alternative views.

Ho: The UK banks did not introduce the TQM concepts to their employees (x = 3.5)

Hi1: The UK banks introduced the TQM concepts to their employees (x> 3.5)



https://www.researchgate.net/profile/David-Oparinde
https://www.researchgate.net/profile/David-Oparinde

One-Sample Statistics

Std. Erraor
[+l Mean Std. Deviation Mean

Composite scores: TAM 61 3.9973 54218 06942
Concept Introducton

One-Sample Test

TestWalue=35

95% Confidence Interval of the

Mean Difference

1 Sig. (2-tailed) Difference Lower Upper

Composite scores: TQM 7163 =001 49727 3584 6361
Concept Introducton

(SPSS)

The mean score for TQM concept introduction is 3.76 (SD = 0.63), above 3.5. A formal test
with a two-tailed t-test indicates that the null hypothesis is rejected since the p-value is less than
0.05 (t(60) = 7.163, p <0.001). Thus, we accept the alternative view and conclude that the UK
banks introduce the TQM concepts to their employees. This suggests that the data support the
research hypothesis of the UK banks introduced the TQM concepts to their employees.

5.2. Descriptive statistics for the service quality variables

The service quality variable consists of 6 dimensions measured by 16 survey items. These
dimensions are assurance, competence, empathy, reliability, responsiveness, and tangibles.
Like the total quality management instrument, the survey items for the service quality
instrument use five-point Likert scales of agreement with the following values: strongly
disagree (1), disagree (2), neither agree nor disagree (3), agree (4), and strongly agree (5). The
mean and the standard deviation of the different questions or items were computed. It was
considered that the respondents or the customers decide on a given statement or the customer
evaluation of the service quality provided by the UK banks is high when the mean is equal to

3.5 or above. A mean below 3.5 is considered a negative response or low evaluation.




Assurance

3 survey items measured the assurance construct. The descriptive statistics for each survey item
is displayed in Table 17. The service provider that is constantly making customers feel safe in
their transaction was rated the highest among assurance indicators with a mean score of 3.909
(SD =0.984), followed by convenience working hours (M = 3.841, SD = 0.834) and prompt
service provided to all customers (M = 3.750, SD = 0.943). These findings show that banking
customers positively respond to service quality assurance since all mean scores are more
significant than 3.5. Likewise, the study conducted in Islamic banks in the Sultanate of Oman
by Bashir Ahmad Fida, Umar Ahmed, Yousuf Al-Balushi (2020), has shown a positive

response from banks customers towards the assurance of service quality.

Distribution of responses (%)

Neither
Strongly . Strongly
Survey Item ) Disagree | Agreeor Std

Disagree ) Agree :
@ Disagree Deviation
1) ®)
@)

The service provider is always
18 13

making customers feel safe in 11 (25%)
(41%) | (30%)

their transactions

16 11

Convenient working hours 16 (36%)
(36%) | (25%)

Prompt service is being provided 5 18 10
11 (25%)
to all customers (11%) (41%) | (23%)

Table 17: Descriptive statistics for the assurance construct, Created by the author

Empathy

Two survey items measured the empathy construct. The descriptive statistics for each survey
item is displayed in Table 18. Nearly three quarters (71%) agreed or strongly agreed that the
customers were given individual attention with a mean score of 3.841 (SD = 0.713), and nearly
two thirds (63%) agreed or strongly agreed that employees understand the needs of their
customers with a mean score of 3.682 (SD = 0.959). These findings show that banking
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customers positively respond to the empathy of service quality since all mean scores are more
significant than 3.5. Similar to the study conducted by Bashir Ahmad Fida and others (2020),
Which have shown a positive response from banks customers towards the empathy component

of service quality.

Distribution of responses (%0)

Neither
Strongly | Strongly
Survey Item . Disagree | Agree or Std
Disagree ) Agree .
Disagree

@)

1 5
@) ) ®)

Deviation

The customers were given 24
o ) 12 (27%)
individual attention (55%) (16%)

Employees understands the 20 8

11 (25%)

needs of their customers (2%) (9%) (45%) | (180%)

Table 18: Descriptive statistics for the empathy construct, Created by the author

Employee competence

Two survey items also measured the employee competence construct. The descriptive statistics
for each survey item are displayed in Table 19. Both indicators were rated almost equally high.
Dependability in handling customers’ service problems was rated with a mean score of 3.841
(SD =0.9114) and knowledgeable of employees to answer customer questions were rated with
a mean score of 3.864 (SD = 1.002). These findings show that banking customers positively
respond to employee competence since all mean scores are more significant than 3.5. Similarly,
researchers such as Enita and Nurhaida (2017) have recorded positive responses from bank

customers towards employee competence in Indonesian banks.



https://journals.sagepub.com/doi/full/10.1177/2158244020919517

Distribution of responses (%)

Neither
Strongly . Strongly
Survey Item . Disagree | Agree or Std

Disagree . Agree :
) Disagree Deviation
1) ()
@)

Employees have the
Pioy 17 13

knowledge to answer 10 (23%)
(39%) | (30%)

customers questions

Dependability in handling -

(57%)

customers' service
problems (14%) (9%)

(20%)

Table 19: Descriptive statistics for the employee competence construct, created by the author

Reliability

Three survey items measured the reliability construct. The descriptive statistics for each survey
item are shown in Table 20. Among the three indicators, providing services as promised was
rated the highest level of agreement with a mean score of 3.909 (SD = 0.858). Providing the
service right from the first time was ranked the second highest with a mean score of 3.886 (SD
= 0.784), and finally, the service provider-maintained error-free records were rated the lowest
with a mean score of 3.476 (SD = 1.110). These findings show that banking customers have a
relatively positive response towards the reliability of service quality since all mean scores are
more significant than 3.5, except for one statement for maintenance for error-free records.
Likewise, lIberahim, Mohd Taufika, Mohd Adzmira, and H.Saharuddin (2016) have
investigated the Reliability in the Malaysian banking sector. The results have proven a positive

response from the bank customers towards the reliability component of service quality.

Distribution of responses (%)

Neither

Strongly . Strongly

Survey Item . Disagree | Agreeor Std
Disagree ) Agree .

@ Disagree Deviation

@ (5)

@)

Services were provided as 10

promised
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Distribution of responses (%)

Neither
Strongly . Strongly
Survey ltem . Disagree | Agreeor Std
Disagree . Agree :
Disagree

)

1 5
) 3 ®)

Deviation

(9%) (14%)

The  service provider s
26

erforming the services right
p g g (59%)

(16%) (18%)

from the first time

The service provider-maintained 17
(40%)

error free records (5%) (17%) (21%)

(17%)

Table 20: Descriptive statistics for the reliability construct, created by the author

Responsiveness

Three survey items were also considered to measure the responsiveness construct. The
descriptive statistics for each survey item are shown in Table 21. Approximately three-quarters
of customers (75%) agreed or strongly agreed towards the provider’s willingness to help the
customers, with a mean score of 4.114 (SD = 0.784). In addition, nearly three-quarters of
customers (73%) agreed or strongly agreed towards service providers who are always ready to
respond to customer questions with a mean score of 4.068 (SD = 0.789). Meanwhile, about two-
thirds (66%) agreed or strongly agreed that they are always informed about when the service
will be performed, with a mean score of 3.750 (SD = 1.014). These findings show that banking
customers positively respond to the responsiveness of service quality since all mean scores are
more significant than 3.5. Similar to the study conducted by Bashir Ahmad Fida and others
(2020), Which have shown a positive response from banks customers towards the

responsiveness component of service quality in Oman Islamic banks.
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Distribution of responses (%)

Neither
Strongly . Strongly
Survey Item . Disagree | Agreeor Std
Disagree . Agree :
@ Disagree Deviation
1) ®)
@)

They are always willing to help 17 16
11 (25%)
the customer (39%) | (36%)

The service provider is always
17 15

ready to respond to customer 12 (27%)
(39%) | (34%)

query

Customers  were always
18 11

41%) | (25%)

informed about when the service
would be performed (16%) (18%)

Table 21: Descriptive statistics for the responsiveness construct, created by the author

Service Quality is tangible

The last dimension for the service quality was tangibles, measured by three survey items. The
descriptive statistics for each survey item is shown in Table 22. The highest level of agreement
was related to neat and professional employees’ appearance with a mean score of 4.114 (SD =
0.784), followed by visually appealing materials associated with the service with a mean score
of 3.795 (SD = 0.765) and visually appealing facilities with a mean score of 3.773 (SD =0.985).
These findings show that banking customers positively respond to the tangibles of service
quality since all mean scores are more significant than 3.5. Similarly, researchers such as Sunny
Bose and Shirshendu Ganguli (2010) have investigated the tangible component of service
quality in the Indian banking sector. They proved a positive response from the bank customers
towards the element.
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Distribution of responses (%)

Neither
Strongly . Strongly
Survey Item . Disagree | Agreeor Std

Disagree . Agree :
@ Disagree Deviation
1) ®)
@)

Employees have a neat, 23 14
i 5 (11%)
professional appearance (52%) | (32%)

Visually appealing materials 23
) . ] 12 (27%) 7 (16%)
associated with the service (52%)

17 11

Visually appealing facilities 12 (27%
y appealing (27%) (30%) | (25%)

(2%) (7%)

Table 22: Descriptive statistics for the tangibles construct, created by the author

5.2.1. Validity and reliability test for Service Quality dimensions

The validity of the survey instrument for the service quality variables using Confirmatory
Factor Analysis (CFA) cannot be conducted. To assess a unidimensional or a one-factor model,

at least 4 survey items are needed to identify the model. Therefore, only the reliability test for

the service quality dimensions is carried out.

A Cronbach’s alpha coefficient is calculated to perform a reliability test for the service quality
dimensions. The assurance subscale has 3 items with Cronbach’s Alpha coefficient of 0.897,
the empathy subscale has 2 items with Cronbach’s Alpha coefficient of 0.912, the employee
competence subscale has 2 items with Cronbach’s Alpha coefficient of 0.830, the reliability of
service quality subscale has 3 items with Cronbach’s Alpha coefficient of 0.879, the
responsiveness subscale has 3 items with Cronbach’s Alpha coefficient of 0.908, and the
tangibles subscale has 3 items with Cronbach’s Alpha coefficient of 0.890. Since all Cronbach’s
Alpha coefficients are more significant than 0.80, all service quality dimensions were very
satisfactory, showing high internal consistency. Table 23 summarizes the estimated Cronbach’s

Alpha coefficients.




] ) Number Cronbach’s
Dimension )
of items alpha

Assurance 0.897
Empathy 0.912
Competence 0.830
Reliability 0.879
Responsiveness 3 0.908

Tangibles 3 0.890

Table 23: Cronbach’s alpha coefficients for the service quality dimensions, created by the author

5.2.2. Composite scores for the Service Quality variables
The survey instruments to measure the service quality variables are reliable from the previous

section. Thus, we can create composite scores to represent each service quality variable by

combining the survey items. This study considers the average score across the survey items to

compute the composite scores. Table 24 presents the summary statistics for the combined scores

for each service quality variable.

Std.
No Dimension o Minimum  Maximum
Deviation

Assurance 3.766 0.780 2.00 5.00
Empathy 44 3.761 0.810 1.50 5.00
Competence 44 3.852 0.886 1.50 5.00
Reliability 44 3.765 0.825 2.00 5.00
Responsiveness 44 3.978 0.799 2.67 5.00

Tangibles 44 3.894 0.770 2.00 5.00

Table 24: Summary statistics for composite scores for service quality variables, created by the author




Table 25 also presents the Pearson correlation coefficients between the service quality
variables. The correlation between the variables is positive and vary from modest to a strong
association. In addition, these associations are statistically significant at a 5% level. The highest
correlation is observed between the customer evaluation of the competence and assurance with
a correlation coefficient of 0.902, while the lowest correlation is between responsiveness and
empathy of 0.800.

Assurance  Empathy  Competence  Reliability = Responsiveness  Tangibles

Assurance
Empathy
Competence
Reliability
Responsiveness

Tangibles

*Significant at 5% level

Table 25: Correlation coefficients between the service quality variables, created by the author

5.2.3. Hypothesis Testing for the Level of Customer Evaluation of the Service Quality
The third hypothesis to be tested in this study is whether the customer evaluation of the service
quality provided by the UK banks is high. This research hypothesis is further divided into five
sub-hypotheses:

Sub-hypothesis 2.1: The customer's evaluation of the assurance in the UK banks is high.
Sub-hypothesis 2.2: The customer's evaluation of empathy in the UK banks is high.

Sub-hypothesis 2.3: The customer's evaluation of the employee competence in the UK banks is
high.

Sub-hypothesis 2.4: The customer's evaluation of the reliability in the UK banks is high.

Sub-hypothesis 2.5: The customer's evaluation of the responsiveness in the UK banks is high.
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Sub-hypothesis 2.6: The customer's evaluation of the tangibles in the UK banks is high.

To test the hypotheses, the pooled mean for all items under the same dimension (composite
scores) is compared to the reference category, i.e., when the mean is 3.5 or above. We assume
that if the mean score is above 3.5, then the customer evaluation of the service quality in the
UK banking sector is high. Figure 20 shows that all components of TQM are above 3.5 and can

be interpreted that the service quality in UK banks is high.

Mean Score

Assurance Empathy Competence Reliability Responsiveness Tangibles

Figure 20: Mean score for the six dimensions of service quality. The red line represents the pass mark of 3.5, at which
the statement is accepted in the analysis.

However, we must consider the variability in the variables to say if the mean scores for each
component are significantly more significant than the reference score (3.5) or if the service
quality is very high. Therefore, a formal test needs to be carried out using a one-sample t-test.

The null and alternative hypotheses for this test can be written as follows:

Hy:p=35vsH:nu>35

The null hypothesis ( #,) states that the customer evaluation of the service quality provided by

the UK banks is not high. In contrast, the alternative theory (#,) states that the customer
evaluation of the service quality provided by the UK banks is high. Table 26 presents the results

from performing a one-tailed t-test to the service quality components.




) ) Mean Std.
Dimension o p-value
Score Deviation

Assurance 3.766 0.779 2.263 43 0.029
Empathy 3.761 0.810 2.139 43 0.038
Competence 3.852 0.886 2.636 43 0.012
Reliability 3.765 0.825 2.131 43 0.039
Responsiveness 3.978 0.798 3.969 43 <0.001

Tangibles 3.894 0.770 3.390 43 0.002

Table 26: Results for one-tailed t-test for the service quality dimensions, created by the author

Sub-hypothesis 2.1: The customer’s evaluation of the assurance in the UK banks is high.

The research hypothesis can be written into the following null and alternative views.

Ho: The customer’s evaluation of the assurance in the UK banks is not high (u = 3.5)

Hi: The customer’s evaluation of the assurance in the UK banks is high (> 3.5)

One-Sample Statistics

Std. Error
[+l Mean Std. Deviation Mean

Composite Scores: 44 3.76549 7948 1781
Assurance

One-Sample Test

TestWalue=35

95% Confidence Interval of the

Mean Difference

Sig. (2-tailed) Difference Lower Upper

Composite Scores: 029 26551 .0289 5029
Assurance

(SPSS)




The mean score for the customer’s assurance evaluation is above 3.5, which is considered high
with a mean score of 3.766 (SD = 0.779). A formal test with a two-tailed t-test indicates that
the null hypothesis is rejected since the p-value is less than 0.05 (t(60) = 2.263, p = 0.029).
Thus, we accept the alternative hypothesis and conclude that the customer’s evaluation of the
assurance in the UK banks is high. This suggests that the data support the research hypothesis
of high customer’s evaluation in the assurance of service quality in the UK banks. Likewise,
the study that was conducted in Islamic banks in Oman (2020) have Supported the hypothesis

of customer’s evaluation in the assurance of service quality.

Sub-hypothesis 2.2: The customer’s evaluation of empathy in the UK banks is high.
The research hypothesis can be written into the following null and alternative views.
Ho: The customer’s evaluation of the empathy in the UK banks is not high (= 3.5)

Hi: The customer’s evaluation of the empathy in the UK banks is high (p > 3.5)

One-Sample Statistics

Std. Error
[+l Mean Std. Deviation Mean

Composite Scores: 44 37614 81046 12218
Empathy

One-Sample Test
TestValue=35
95% Confidence Interval of the
Mean Difference
Sig. (2-tailed) Difference Lower Upper

Composite Scores: 038 26136 .0150 5078
Empathy

(SPSS)

The mean score for customers’ evaluation of empathy is above 3.5, which is considered high
with a mean score of 3.761 (SD = 0.810). A formal test with a two-tailed t-test indicates that
the null hypothesis is rejected since the p-value is less than 0.05 (t(60) = 2.139, p = 0.03). Thus,
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we accept the alternative hypothesis and conclude that the customer’s evaluation of empathy in
UK banks is high. This suggests that the data support the research hypothesis of high customer’s
evaluation in the empathy of service quality in the UK banks. Similarly, the study conducted in
the Islamic banks of Oman (2020) has supported the hypothesis of customer’s evaluation in the

assurance of service quality.

Sub-hypothesis 2.3: The customer’s evaluation of the employee competence in the UK
banks is high.

The research hypothesis can be written into the following null and alternative views.
Ho: The customer’s evaluation of the employee competence in the UK banks is not high (u = 3.5)

Hi: The customer’s evaluation of the employee competence in the UK banks is high (x> 3.5)

One-Sample Statistics

St Error
I+ Mean Std. Deviation Mean

Composite Scores: 44 3.8523 .BBE4E6 13364
Competence

One-Sample Test
TestWalue=3.5
95% Confidence Interval of the
Mean Difference
Sig. (2-tailed) Difference Lower Upper

Composite Scores: 012 35227 .0azs 6218
Competence

The mean score for customer’s evaluation of the employee competence is above 3.5, which is

considered high with a mean score of 3.852 (SD = 0.886). A formal test with a two-tailed t-test

indicates that the null hypothesis is rejected since the p-value is less than 0.05 (t(60) = 2.636, p

= 0.012). Thus, we accept the alternative hypothesis and conclude that the customer’s
evaluation of the employee competence in the UK banks is high. This suggests that the data
support the research hypothesis of high customer’s evaluation in employee competence in the
UK banks. Similarly, researchers such as Enita and Nurhaida (2017) have Supported the

hypothesis of customer’s evaluation of the employee competence in Indonesian banks.




Sub-hypothesis 2.4: The customer’s evaluation of the reliability in the UK banks is high.

The research hypothesis can be written into the following null and alternative views.
Ho: The customer’s evaluation of the reliability in the UK banks is not high (u = 3.5)

H1: The customer’s evaluation of the reliability in the UK banks is high (x> 3.5)

One-Sample Statistics

Std. Error
[+ Mean Std. Deviation Mean

Composite Scores: 44 3.7650 82486 12435
Reliahility

One-Sample Test
TestValue=3.5
95% Confidence Interval of the
Mean Difference
Sig. (2-tailed) Difference Lower Upper

Composite Scares: 038 26500 0142 5158
Reliability

(SPSS)

The mean score for customer’s evaluation of the reliability is above 3.5, which is considered
high with a mean score of 3.765 (SD = 0.825). A formal test with a two-tailed t-test indicates
that the null hypothesis is rejected since the p-value is less than 0.05 (t(60) = 2.131, p = 0.039).
Thus, we accept the alternative hypothesis and conclude that the customer’s evaluation of the
reliability in the UK banks is high. This suggests that the data support the research hypothesis
of high customer’s evaluation in the reliability of service quality in the UK banks. Likewise,
Iberahim, Mohd Taufika, Mohd Adzmira, and H.Saharuddin (2016) have Supported the
hypothesis of high customer’s evaluation in the reliability of service quality in the Malaysian
banking sector.

Sub-hypothesis 2.5: The customer’s evaluation of the responsiveness in the UK banks is
high.

The research hypothesis can be written into the following null and alternative views.
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Ho: The customer’s evaluation of the responsiveness in the UK banks is not high (x = 3.5)

Hi: The customer’s evaluation of the responsiveness in the UK banks is high (> 3.5)

One-Sample Statistics

St Error
I+ Mean Std. Deviation Mean

Composite Scores: 44 39775 T9806 12031
Responsiveness

One-Sample Test

TestValue=3.5

95% Confidence Interval of the

Mean Difference

Sig. (2-tailed) Difference Lower Upper

Composite Scores: =001 ATTE0 23489 720
Responsiveness

(SPSS)

The mean score for customers’ evaluation of the responsiveness is above 3.5, which is
considered high with a mean score of 3.978 (SD = 0.798). A formal test with a two-tailed t-test
indicates that the null hypothesis is rejected since the p-value is less than 0.05 (t(60) = 3.969, p
< 0.001). Thus, we accept the alternative view and conclude that the customer’s evaluation of
the responsiveness in the UK banks is high. This suggests that the data support the research
hypothesis of high customer’s assessment in the responsiveness of service quality in the UK
banks. Similar to the study conducted by Bashir Ahmad Fida and others (2020), Which have

supported the hypothesis of high customer’s evaluation in the responsiveness of service quality

In Oman Islamic bank.

Sub-hypothesis 2.6: The customer’s evaluation of the tangibles in the UK banks is high.
The research hypothesis can be written into the following null and alternative views.
Ho: The customer’s evaluation of the tangibles in the UK banks is not high (= 3.5)

Hi: The customer’s evaluation of the tangibles in the UK banks is high (x> 3.5)
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One-Sample Statistics

Std. Error
Il Mean Std. Deviation Mean

Composite Scores: 44 38936 7032 1613
Tangibles

One-Sample Test

TestValue=3.5

95% Confidence Interval of the

Mean Difference

Sig. (2-tailed) Difference Lower Upper

Composite Scores: 002 30364 1594 6278
Tangibles

(SPSS)

The mean score for customers’ evaluation of the tangibles is above 3.5, which is considered
high with a mean score of 3.894 (SD = 0.770). A formal test with a two-tailed t-test indicates
that the null hypothesis is rejected since the p-value is less than 0.05 (t(60) = 3.390, p = 0.002).
Thus, we accept the alternative hypothesis and conclude that the customer’s evaluation of the
tangibles in the UK banks is high. This suggests that the data support the research hypothesis
of high customer evaluation in the UK banks' tangibles of service quality. Similarly, researchers
such as Sunny Bose and Shirshendu Ganguli (2010) have supported the hypothesis of high

customer’s evaluation in the tangibles of service quality in the Indian Banking sector.

5.3. The Quantitative data analysis discussion

This discussion is devoted to the statistical analysis of total quality management and the role of
service quality in the banking sector in the UK in achieving organisational excellence and
financial performance. The studies presented previously discussed the results of Total Quality
Management and its impact on the financial performance and the results of the service quality
and its effect on the financial performance. The Quantitative data analysis of the total Quality
management results indicated that 58% of the participant hold bachelor’s degrees and 29% hold

master’s degrees. The participants are working in different banks as such as Barclays bank (37%
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of the participants), Lloyd’s bank (21% of the participant) and HSBC bank (11% of the
participant). The Total Quality Management dimensions used in this study are Continual
improvement, Customer focus, Employee focus, Top management focus and TQM concept

introduction.

The statistical analysis has proven a positive response towards the continual improvement
dimension, rated the highest with a mean score of 4.098 (SD = 0.768), displayed in table 8. This
means that the employees have mostly agreed that the UK banks are focusing on organizational
development and individual career growth, and the organisations are always having action plans
for work mistakes and financial strategies for cost minimization; the analysis also indicated that
most of the employees agreed that the UK banks have programs to analyse the activities as well
as resources and tools for better performance and service quality with a mean score of 3.787
(SD = 0.985). Similar to the study conducted by Abohimed B (2001) and have recorded a
positive response towards the continual improvements in their investigation within the

industrial organisations.

The statistical analysis has proven a positive response towards the second dimension of Total
Quality Management, the Customer focus. It was rated with a high mean score displayed in
table 9. These descriptive statistics indicate that most of the UK banks staff agreed that they are
handling the problems promptly, listening to customers queries and complaints with a mean
score of 3.984(SD = 0.785), as well as making a difference in people's lives with a mean score
of 3.885 (SD = 0.755). However, the analysis indicating that the surveys are being collected
from the customers to identify their needs has scored the lowest mean score of 3.590 (SD =
0.920). Similarly, authors such as Defeo (2019) and Ali Mohammeda, Siti Tibek and Ideris
Endot (2013) have proven a positive response in their investigations towards the customer focus

components.

The statistical analysis has proven positive response towards the third dimension, which is the

Employee focus; it was rated with the highest rate, as most of the employees (80%) were

satisfied with their overall job and confirmed that they were trained enough to face all the

problems that might be caused with a mean score of 4.094 (SD = 0.845). However, the statistical
analysis indicated that the involvement of employees in leadership decisions at the workplace

was rated the lowest with a mean score of 3.443 (SD = 1.191). Likewise, the author Witjaksono




(2012) , has proven in his research positive responses towards the employees focus components

and, in particular, the employee involvement.

The statistical analysis has proven a positive response towards the top management focus,
displayed in table 11. The research has indicated that 86% of the bank employees agreed that
their organisation has strategic objectives and vision, with a mean score 0f 4.213 (SD = 0.661).
Also, 75% of employees agreed that the top management has constantly been analysing the
bank's situations to improve the service quality and monitor the communication between the
customer and the employees. However, the leading management focus indicator with the
lowest-rated mean score was the struggle that the employees go through to get information
related to decision making at the workplace (Mean score = 3.393, SD = 1.229). Similarly,
authors such as Syed lliyas Ali and Suebha Khatoon (2016) have recorded a positive response
towards the top management focus. They have stressed the importance of this component in
implementing the TQM, particularly the importance of communicating the strategic objectives

and vision of the organisation.

The statistical analysis has proven a positive response towards the final dimension, TQM
concept introduction, displayed in table 12. The statistical analysis has indicated that many
employees know that the TQM's main aim is to increase customer satisfaction, with a mean
score 0f4.230 and a standard deviation of 0.668. Also, the analysis indicated that they are aware
that “training and development of staff are integral to effective TQM implementation”, with a
mean score of 4.213 and SD of 0.609. Furthermore, the analysis indicated that introducing the
concept of TQM to the employees is vital, with a mean score of 3.607 and SD=0.918. Similarly,
other authors such as Salman D., Rami H., Adnan A. (2010) have investigated the impact of

TQM concept introduction in an organisation and have recorded a positive effect.

Secondly, the service quality dimensions used in this study's quantitative data analysis are

assurance, competence, empathy, reliability, responsiveness, and tangibles. The statistical

analysis of the service quality dimension the "assurance” have indicated that the safety of

making transactions was rated the highest with a mean score of 3.909, followed by the
convenient working hours, which was placed with a mean score of 3.841, and prompt service

with a mean score of 3.750. These findings have proven that the banking customers positively
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respond to the assurance dimension of the service quality, and it is being adopted in the UK
banking sector. Likewise, the study that was conducted in Islamic banks in the Sultanate of
Oman by Bashir Ahmad Fida, Umar Ahmed, Yousuf Al-Balushi (2020), Which have shown a
positive response from banks customers towards the assurance of service quality and have
confirmed the adoption of this component; they have also stressed on the importance of the

prompt service.

The statistical analysis of the service quality dimension the "Empathy" have indicated that over
70% of the customers have agreed that they were given individual attention with a mean score
of 3.841, and over 60% of the participants have confirmed that the bank employees understand
their needs with a mean score of 3.682. These results indicate that banking customers positively
respond to the empathy dimension of the service quality, and it is being adopted in the UK
banking sector. Similar to the study conducted by Bashir Ahmad Fida and others (2020), Which
have shown a positive response from banks customers towards the empathy component of

service quality.

The statistical analysis of the service quality dimension the "Employee competencies” have
indicated that Customers have a positive response towards the employee competencies

dimension, as the dependability in handling customers' problems was rated with a mean score

of 3.841 and knowledge of employees and their ability to answer the questions was rated the

highest with a mean score of 3.864. This means that the service quality dimension "employee
competencies” is being adopted in the UK bank. Similarly, researchers such as Enita and
Nurhaida (2017) have recorded positive responses from bank customers towards employee

competence in Indonesian banks and confirmed the adoption of the component.

On the other hand, the statistical analysis of the service quality dimension the "Reliability™ have
indicated that providing service as promised was rated the highest with a mean score of 3.909,
followed by giving the service right from the first time with a mean score of 3.886, and finally
maintaining error-free records was rated the lowest with a mean score of 3.476. These results
prove that the banking customers positively respond to the reliability dimension of the service
quality, and it is being adopted in the UK banking sector. Likewise, Iberahim, Mohd Taufika,
Mohd Adzmira, and H.Saharuddin (2016) have investigated the Reliability in the Malaysian
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banking sector. The results have proven a positive response from the bank customers towards
the reliability component of service quality and confirmed the adoption of the element in the

industry.

Furthermore, the statistical analysis of the service quality dimension the "Responsiveness™ have
indicated that 75% of the customers have agreed towards provider's willingness to help the
customers with a mean score of 4.068, followed by over 70% of customers confirming that the
service provider was ready to answer their questions with a mean score of 4.068, and finally
around 65% of customers agreeing that they were informed about when the service would be
performed with a mean score of 3.750. These findings indicate that the banking customers
positively respond to the responsiveness dimensions of the service quality, and it is being
adopted in the UK banking sector. Similar to the study conducted by Bashir Ahmad Fida and
others (2020), Which has shown a positive response from banks customers towards the
responsiveness component of service quality in Oman Islamic banks and has confirmed the

adoption of the element in the sector.

Finally, the statistical analysis of the service quality dimension the "Tangibles" have indicated
that most customers have agreed that the appearance of the employees is neat and professional,
scoring the highest with a mean score of 4.114, followed by visually appealing materials
associated with the service with a mean score of 3.795 and visually appealing facilities with a

mean score of 3.773. These outcomes prove that the banking customers positively respond to

the tangibles of service quality, and it is being adopted in the UK banking sector. Similarly,

researchers such as Sunny Bose and Shirshendu Ganguli (2010) have investigated the tangible
component of service quality in the Indian banking sector. They have proven a positive response
from the bank customers towards the element. They have confirmed the adoption of the
component in the industry. The below table is demonstrating the sub-hypothesis of TQM
practices adoption that were accepted and rejected by the author:

Sub-Hypothesis Results

SH1.1. Null Hypothesis rejected
* HO. The UK banks do not adopt the continual
improvement practices

* H1. The UK banks adopt the continual improvement

practices
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SH1.2. Null Hypothesis rejected
* HO. The UK banks do not adopt the Customer focus
practices
* H1. The UK banks adopt the Customer focus
practices
SH1.3. Null Hypothesis rejected

* H0. The UK banks do not adopt the employees focus
practices
* H1. The UK banks adopt the employees focus
practices
SH1.4. Null Hypothesis rejected
* HO. The UK banks do not adopt the Top

management focus Practices

* H1. The UK banks adopt the Top management focus
Practices

SH1.5. Null Hypothesis rejected
* HO. The UK banks do not introduce the TQM
concepts to their employees

* H1. The UK banks introduced the TQM concepts to

their employees

Table 27: Sub-hypothesis results of TQM practices adoption, Created by the author

The below table is demonstrating the sub-hypothesis of Service Quality evaluation that were

accepted and rejected by the author:

Sub-hypothesis Results

SH2.1. Null Hypothesis rejected
* HO. The customers evaluation of the
assurance in the UK banks is not high

* H1.The customers evaluation of the

assurance in the UK banks is high.

SH2.2. Null Hypothesis rejected
* HO. The customers evaluation of the

empathy in the UK banks is not high




* H1. The customers evaluation of the

empathy in the UK banks is high

SH2.3. Null Hypothesis rejected
* HO. The customers evaluation of the
employee competence in the UK banks is not
high

* H1. The customers evaluation of the
employee competence in the UK banks is
high

SH2.4. Null Hypothesis rejected

* HO. The customers evaluation of the
reliability in the UK banks is not high

* H1. The customers evaluation of the
reliability in the UK banks is high

SH2.5. Null Hypothesis rejected

* HO. The customers evaluation of the
responsiveness in the UK banks is not high
* H1. The customers evaluation of the

responsiveness in the UK banks is high

SH2.6. Null Hypothesis rejected
* HO. The customers evaluation of the
tangibles in the UK banks is not high

* H1. The customers evaluation of the
tangibles in the UK banks is high

Table 28: Sub-hypothesis results of Service Quality evaluation, Created by the author

5.4. Qualitative data analysis:

This part of the chapter is devoted to qualitative data discussion on total quality management
and the role of service quality in the banking sector in the United Kingdom in achieving
organizational excellence and financial performance. Three main themes are presented in this

discussion: total quality management, service quality, and financial performance in the banking
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sector in the UK. Authors have investigated the phenomenon, using different themes, as some
have used only one theme, such as Alharth (2017), who has studied only the TQM; also, authors
such as Bashir Ahmad Fida and others (2020), have only investigated the Service quality

phenomenon.

Other researchers have investigated the link between the TQM and financial performance, such
as Mohrman, Tenkasi Lawler, and Ledford Jr (1995). Also, Prajogo and Sohal (2006) and E.
Sadikoglu (2004) have investigated using the financial performance measures (liquidity, Return
on assets, income). Similarly, authors such as G. Kampouridis, A.Ch. Yiannopoulos, G.I.
Giannopoulos, and S.A. Tsirkas (2015) have investigated the relationship between total quality

management and the financial performance of Greek organisations.

The author in this research has collected responses from a group of Bank employees for
qualitative study following specific criteria in selecting the participants. The first criterion refers
to the participant's age range, their education and their role in the organisations, and the years
of employment, followed by questions related to their organisations' total quality management,
service quality, and financial performance (See Appendix). It can be seen that the participants'
responses vary based on the age group they belong to, their role in the organisation, and their
previous education and years of work experience at the organisation. The below table 27

provides the demographic profile for the participants with Age range, educational background,

and the service provider the participant is working for. Table 6 provides information related to

their roles and years of experience in the organisation. The Tables can be seen as follow:

Variable Variable Classes Percentage

Age 18-24 0%

25-34 40%

35-44 40%

45-54 20%

Education Bachelor’s degree

Master’s degree
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Variable Variable Classes Number Percentage

Name the Service Barclays bank 20%

Provider Lloyd’s bank 20%

RBS bank 40%

Societe General 20%

Table 29: The demographic profile for the participants of the focus group (created by the author)

Role in the organisation Years of experience in the organisation

HR Assistant Manager 5years

Customer service advisor 3,5 years

Branch manager 7 years

Quality Management assistant 5 years

Financial analyst 3 years

Table 30: The years of experience for each participant (created by the author)

To present and analyse the outcomes of the qualitative data collected, the researcher divided
the study into three themes discussed with the participants. This framework includes three
principal areas of analytical interest (See the below appendix). The first area is related to the
Total quality management practices adoption in the banking sector in the UK and the level of
awareness of the significance of the TQM. The second area is related to the service quality in
the banking sector in the UK, the story of the service quality in the organisation, the factors
affecting the service quality and customer satisfaction and the practices followed to understand
the customer needs for customer's experience enhancement. The third area is the financial

performance of the organisation, the level of the organisation's financial performance in the last

three years, the impact of Total Quality management practices on the financial performance of

the organisation and the impact of service quality on the financial performance in the
organisation, concluding with suggestions for Total Quality management practices

enhancement and service quality improvement.




The researcher has previously collected quantitative data for the five practices of TQM, which
are Continual improvement, customer focus, employee focus, top management focusand TQM
concept introduction; the researcher is also collecting qualitative data, using focus group
technique to investigate the phenomenon further. The previously mentioned practices will be
discussed in the first theme, titled with the TQM practices, and this last will be divided into
sub-themes and will be investigated accordingly with the participants of the focus group; the
researcher will also discuss the successful implementation of these practices, the barriers that
are facing the performance, the employee's involvement, the leadership decisions, the

improvement process, the training and education etc.

The investigator has also previously collected quantitative data for the service quality
dimensions, which are assurance, empathy, employee competencies, reliability and
responsiveness, using the SERVQUAL technique; in the qualitative method, the researcher will
be investigating the service quality intensively on the second theme and will discuss it further
with the focus group to be able to view the phenomenon from their point of view, the researcher
will also be discussing the customer experience and needs and the practices that help to improve

the customer experience.

In the third theme, the investigator will be discussing the financial performance of the
organisations and the impact of the TQM practices on the financial performance as well as the
impact of service quality on the financial performance from the perspective of the focus group,
also, the researcher will be evaluating the financial performance of the top high street banks in
the UK for the last 3 years.

5.4.1. Theme 1: The Total Quality Management

The researcher has explained to the participants the research aim and the contribution of
research; she also explained the concept of Total Quality Management and the practices that
will be focused on in this study, as well as explaining the service quality and its dimensions and

provided financial figures for the organisations for the last three years to be able to obtain a

clear image of the topic studied. First of all, all of the participants have confirmed that the Total

quality management practices are significant elements in the banking sector. The top




management should shed more light on these practices to compete in the national market. They

should also give greater emphasis to enhancing service quality.
Sub-theme 1: Continual improvement practice

The first Total Quality Management practice that was discussed is the continual improvement
practice, which mainly focuses on providing an opportunity to employees for career growth,
having plans and corrective actions for work mistakes, also having methods for cost
minimization, having programs for activities analyses as well as providing resources and tools
to their employees for better duties performance. The participants have confirmed that their

organisation's practices are being followed to an extent.

"... We always provide opportunities to our employees to grow within the company, adding
to this point, we would rather hire internally to minimize the costs of external employment and
the costs of training and to minimize the possibility of work mistakes ..." (HR Assistant
Manager).

"... | agree with this point, and | would like to add that we have provided all the possible
resources and tools to our employees to better the performance of the branch, and as managers,
we also have a duty of monitoring and analysing the employee's activities to identify what went

wrong and work a plan for future enhancement...” (Branch manager).

"... | believe that the career progression plan for employees is on a slow pace and the
organisation might be required to speed up the process..." (Customer service advisor). As the
above discussion indicates, the majority of participants have agreed that the continual
improvement practice is being adopted in their organisation. Similarly, to other authors as such
as Abohimed B (2001), who have recorded a positive response towards the continual

improvement’s adoption in their investigation.
Sub-theme 2: Customer focus practice

The second Total Quality Management practice discussed is the customer focus practice, which
mainly focuses on listening to customers' complaints and providing solutions, handling the

customer's problems promptly, making a positive difference in others' lives, and collecting

surveys to understand the customers' needs. All the participants have confirmed that their

organisation adopts the customer focus practice.




"... Customers are the heart of our business strategies and plans, and we always endeavour to
understand their needs and their complaints and strive to improve our services ..." (Customer

service advisor).

"... Our main aim is to provide easier, faster and high-quality products and services to our
customers, and we always make every effort to improve their lives..." (Quality Management

assistant).

"... We always try our best to handle the customer's complaints promptly to some extent.
However, some complaints have to be dealt with by the customer service department of the
bank's headquartered to avoid any complications at the branch, and some difficult cases can be
dealt with by the financial ombudsman, which might take months or years for it to be sorted ..."
(Branch manager). As seen from the previous discussion, most participants have confirmed that
their organisation is adopting the customer focus practice and have confirmed that they are
handling the customer complaints promptly to some extent. Similarly, authors such as Defeo
(2019) and Ali Mohammeda, Siti Tibek and Ideris Endot (2013) have recorded a positive

response in their investigations towards the customer focus adoption.

Sub-theme 3: Employee focus practice

The third Total Quality Management practice that was discussed is the employee's focus

practise, which mainly focuses on the overall job satisfaction, training and education of the

staff, employee relation support, communication, the work environment, work-life balance, the

stress caused by the workplace, salary and fair promotion policies and involvement in
leadership decisions. The participants have confirmed that their organisation is adopting the

customer focus practice.

"I have received intensive training by my managers, who made sure that | met every standard
and fit for the position before starting the job... I believe training is significantly beneficial for
employees in terms of keeping them aware of the updated systems in the banking sector and
making them aware of the organisation's policies and improving their skills and performance,

thus, their overall customer service..." (Customer service advisor).

"...We believe that Training is essential for any position in the organisation and we often allow
two weeks training for all the employees as well as directly monitoring their activities to be
sure that they are delivering error-free service... Training helps to improve the performance of

employees and provide them with the important knowledge required for the role, as well as
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equip the employees with the required information needed to support customers with their
queries and solve their issues... Training also allows us to assess the abilities of our employees
and their fit for the position, as well as identify their strengths and weaknesses... at some point
we had to move our staff between three to four department to check their suitability for the

position..." (HR Assistant Manager).

"..Employees should meet the required level of education before being hired ....Training is
important for us; therefore, we make sure that we train our staff for the position they will be
starting. The training differentiates from one department to another, whether in customer
service and direct transaction, credit or loan and mortgage department, finance and audit
department, IT department or operations transformations, banking consulting, or even wealth

management department..." (Branch manager).

The participants were then questioned about the employee relation support that they are

receiving from their workplace and about the communication and the work environment.

"... Our HR department is overseeing the employee relations policies, procedures and
programs and we always try to improve our employee’s satisfaction and maintain a positive and
healthy work environment by working directly with the representatives of the staff and ensuring
a good relationship between the employees and employers ...We do also have Anti-harassment

and bullying policies that protect employees...." (HR Assistant Manager).

" ... We endeavour to work in a fair and transparent environment and support our employees
via communication ... and we constantly show gratitude to our staff and provide constructive

feedback to build their trust and loyalty ..." (Branch manager).

"... | believe our HR department is strictly handling the employee's relation issues, as |
remember once | was violated by one of the managers in the branch, I then raised an official
discrimination complaint to the HR department, and | was called for an investigation meeting,

and | was apologised to and compensated for the issue caused..." (Financial analyst).

"... I agree with my colleagues in terms of the employee's relation support. However, | have

a slightly different view of communication and the work environment. We lack communication

issues between the employees and employers in some of our departments, such as the customer
service and IT department. This issue has been causing stressful environment and dispute

between the co-workers our workplace..." (Customer service advisor).




" ... In my personal opinion, our organisation is constantly working on the employee's relation
support and tries to maintain a positive working environment and communicate with the
employees, however, there will always be a heated discussion between the employee and
employer, which can be simply handled by having a one-to-one conversation and each party
can try to understand the needs of the other party, these simple steps can help to handle the issue
and avoid further misunderstanding or gossips at workplace..." (Quality Management assistant).
As can be noticed from the participant's point of view, their organisations provide employee
relation support. However, some of the participants have indicated a lack of communication
between the employees and employers at their workplace, which can usually be sorted internally

by the involvement of the HR department.

The participants were then questioned about the work-life balance, the stress caused by the
workplace, salary and fair promotion policies and involvement in leadership decisions. The

participant's answers and opinions varied based on their work positions.

"... | believe working in a financial service organisation is stressful itself, as any mistake made
can cause the organisation a fortune, the level of stress is depending on the working department
as | believe the Finance and IT departments are the most stressful departments followed by the

loan, mortgage and credit department...” (Financial Analyst).

"... Working in any organisation can be stressful, and our employees are being trained on how

to handle stressful situations and get over it with the lowest mistakes... Our employees can

balance their work-life routine with our convenient working hours and national holidays as well
having the benefit of sick pay, maternity leave, paternity leave and adoption leave adding to
this, the other benefits and discounts that our employees are receiving from the organisation, in
addition to the fair promotions that we provide to employees every one year or every six months,

depending on the available vacancy..." (HR Assistant Manager).

"... Interms of salary and fair promotions, | believe our employees are being paid fair salaries
compared to the working hours, also, as my colleague has mentioned, they have been receiving
several other benefits and paid holidays... In terms of involvement in leadership decisions, we
always try to guide the employees and train them on making decisions. However, it is essential
to consult and involve the management in risky decisions to avoid any complications in the

future..." (Branch manager).




"... | disagree with their point of view, as | think that the employees are not being involved in
leadership decisions, we are always advised to involve our managers in every decision we try
to make... Also, I think salaries are quite low and need to be increased to be convenient for the
cost of living... the employees' salaries start from 16K for a full-time position, which I believe
is not fair for the level of stress that some employees in the customer service department can
go through daily, adding to that said, the bonuses and benefits are only for full-time employees...
The promotions in our organisation are every year and sometimes are unfair... The management
along with the HR department might need to overlook the employee's salary and the promotion
policies for the customer service department to gain employees satisfaction and loyalty

maybe..." (Customer service advisor).

"... | do agree with this point of view, as | believe that the customer service department is the
less valued department in the organisation, although they are the one representing the
organisation... the organisation might need to re-evaluate their salaries to meet the living
expenses, as it is difficult to build a family with such low income...Also, | would like to add
that sometimes the organisation does not follow fair promotion policies and recommendation
and favouritism are involved in the promotion system..." (Financial analyst). It can be seen from
the participants previous comments that they agreed on the idea of having a work-life balance,

and they also decided that working in a financial service organisation is eventually stressful,

they also raised an issue of not having fair salaries that match their living cost, as well as not

having an acceptable promotion policy in some of the organisations and recommendation and
favouritism might involve, also, two of the participants have agreed with the opinion of
involving the employees in leadership decisions. However, two participants have confirmed
that they were not involved in leadership decisions, and they are always advised to apply their
managers. Likewise, the author Witjaksono (2012) has proved positive responses towards the
employees' focus components and, in particular, employee involvement. Also, other authors
such as S Goetsch & Davis (1994) have stressed the importance of adopting the employee focus
practice. Furthermore, other authors such as Jing-Wen Yue and others (2011) have noted the
importance of employee engagement, teamwork, reward and recognition, job satisfaction in the

TQM implementation.
Sub-theme 4: Top management focus practice

The fourth Total Quality Management practice that was discussed is the top management focus

practice, which mainly focuses on presenting the top managers the strategic objectives to their
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employees, analysing the situation of the bank and comparing it with other competitors to
improve the performance, the managers are monitoring the communication between the
employees and customers, the managers are providing constructive feedback to their employees
and always encouraging them to give their best effort and always treating them equally, the
managers are having long term plans for service quality enhancement, the managers are ready
to hear and value the employee's opinion. The participants have confirmed that their
organisations adopt the top management focus. The participants were first questioned about
their opinion in the management presenting the strategic objectives to their employees,
analysing the bank's situation for performance enhancement, and having long-term plans for

service quality enhancement.

" ... We mainly present the organisation's mission, vision and objectives during the hiring
interview, we also provide further insight about the strategic objectives of the organisation
during the training provided to employees, we also highlight our expectations from the
employees to provide a clear understanding of the position requirements... the management of
the branch normally have a monthly meeting to evaluate the performance and compare it with
the performance of the other branches and suggest action plans for improvement..." (Branch

manager).

" ... We are required to provide monthly financial analysis to the management to discuss the
performance of the branch, normally these analysis helps the branch to identify the defects and

try to suggest plans for enhancement..." (financial analyst).

"... The management usually presents the organisation's mission, vision, objectives, and job
expectations during the training provided to the employees after joining the organisation. They
are also analysing the activities of the branch's staff every week, and they usually arrange
meetings for performance improvement. Sometimes they suggest urgent meetings if it is
required...” (Customer service advisor). It can be seen from the previous comments that the
participants have all agreed that the top management in their organisations is presenting the
mission, vision, and strategic objectives to their employees. They constantly analyse the bank's

situation and compare it with other branches and other banks for performance enhancement;

they also always suggest long-term plans for service quality improvement and performance

enhancement.

The participants were secondly questioned about their opinion in the top management

monitoring the communication between the employees and customers, the top management
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providing constructive feedback to their employees and always encouraging them to give their
best effort and always treating them equally and the whole management listening and valuing
their employee’s opinion. The participants all have agreed that the top management is, directly
and indirectly, monitoring the communication between the employees and customers; they have

also decided that the top management is providing feedback to their employees.

"... Our top management is directly monitoring our communication with the customers and
are always ready to involve in situations, if required, ... in terms of providing feedback, weekly
meetings are arranged with the branch staff to discuss their performance individually
sometimes, and action plans are set to improve the performance if required... Also, we
constantly receive feedback from our top managers whether it is positive or negative, and they

always direct us..." (Customer service advisor).

"... We always try to provide constructive feedback to our employees and try to encourage
them to enhance their performance, ... we also, follow the rule of leading by example, and we
constantly listen to our employee's opinions and their suggestions, and we try to imply itif itis

aligned with our mission, vision and objectives..." (Branch manager).

. We sometimes request the employees to write their suggestions and opinions
anonymously, and we collect them to get a better understanding of the situations and work it

out with the employees to improve their performance..." (HR Assistant Manager).

" ...All of our employees are continuously being encouraged by our managers to provide a
better performance. However, | do not think that we were all treated equally by the top managers

..."" (Financial Analyst).

"... As | have previously mentioned regarding the equal treatment of the employees, | do not
think that the employees are being treated equally and the favouritism of the managers is always
involved; I also believe that the voices of the bottom line employees are not being heard enough.
Their opinions are not being considered or valued in the organisation, although they are the
organisation's main representatives of the organisation ... | suggest listening to their suggestions
as they are the ones who understand the customer's needs better than any other department..."”

(Customer service advisor).

It can be seen from the previous participant’s comments that they have all agreed that the top

management of the bank is monitoring directly or indirectly their employee's communication

with the customers; they have also decided that the top management are continuously providing
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feedback to their employees regarding their performance, whether it is positive or negative to
ensure that the job is being done perfectly and error-free. They have all agreed that they
encouraged the employees to improve their performance. However, two participants have
confirmed that they were not treated equally by their managers and that favouritism is involved
in the treatment of employees. Furthermore, some of the participants have confirmed that the
employee's suggestions the top management is valuing ad opinions; however, one of the
participants have confirmed that the bottom line employee's voices are not being heard and their
views and suggestions are not being considered or valued in the organisations. Similarly,
authors such as David Oparinde (2019) has recorded positive results, proving the adoption of
top management practice and insisting on the commitment component in the Nigerian banking

sector.

Sub-theme 5: TQM concept introduction

The fifth Total Quality Management practice that was discussed is the Total Quality
management concept introduction, which is mainly focused on presenting the total quality
management to the employees as a tool for customer satisfaction and explaining the importance
of this concept to the organisation's success and how the implementation of this concept can
enhance the organizational performance, also, training and developing the staff for effective
TQM implementation. The participant has mostly agreed that quality management was
introduced in their organisation and monitored for business excellence; they also felt that
quality management has helped their organisation ensure competitiveness in the marketplace

and increased customer satisfaction.

"... Quality management is being introduced in the organisation Not in a scientific way, but
instead it has been introduced as a set of practices that the organisation follows and train the
employees to master it to achieve the required results... the quality management has always
been linked to the organizational success, efficiency and effectiveness... The organisation has
also been introducing the 1SO standards to its employees, which is being employed in the UK

banks as an effective quality improvement system, and it has proven its efficiency... We have

also recently introduced the 1SO 20022 for better customer payment's experience..." (Quality

Management assistant).



https://www.researchgate.net/profile/David-Oparinde

" ... I have studied the Quality management concept in my Bachelor degree, and I can confirm
that studying the phenomenon is completely different from the implementation of the practices,
and | believe that some of the quality management practices are being implemented practically
but not being introduced scientifically..." (Branch manager). The participants' previous
comments show that the Total Quality management concept has not been scientifically
introduced to the employees. However, it was raised in a set of practices that the employees
must follow and master to achieve organizational effectiveness and efficiency in business
excellence. Likewise, authors such as Jiri Plura (2000) has recorded positive results, proving
the adoption of continual improvement in the financial services organisations and stressing the

importance of the practice.

5.4.2. Theme 2: The Service Quality

The second theme discussed with the participants in the service quality in the banking sector in
the UK. Firstly, the author introduced the service quality concepts and the six dimensions:
assurance, competence, empathy, reliability, responsiveness, and tangibles. The researcher then
discussed different areas of the service quality with the participant; these areas are the level of
service quality in the organisation, the factors that are affecting the service quality and customer
satisfaction and the practices followed by the organisation to understand the customer needs

and the steps followed for customer's experience enhancement.
Sub-theme 1: Service quality dimensions and the level of adoption

The first area discussed is the level of service quality in the organisation and the factors that
affect the service quality and customer satisfaction. The participants have all confirmed that the
level of service quality is good in their organisation and that all the previous service quality

dimensions are being adopted in their organisation.

"... The service quality level in our organisation is fairly good, and we aim to boost it and
reach a higher number of customers... | believe that service quality depends highly on the
service provider, their competencies, and their level of empathy. It also depends on the customer

type, whether it is a business or individual, the type of service requested, whether it is a daily

transaction, loan, mortgage or credit service, or wealth management service. So on... as in some

cases, the employee has to show their empathy to customers, however, in some cases, the




employees have to be extremely professional and avoid side talks with the customer..." (Branch

manager).

" ... Personally, i believe that the service quality is being affected directly by the employee’s
energy and their level of responsiveness, especially the customer service staff.... as sometimes
our employees provide the full required service, however, their energy directly affects
positively or negatively the customers, thus, their level of satisfaction..." (Customer service
advisor). It can be seen from the previous participant comments that the service quality is being
affected mainly by the employees’ level of empathy, responsiveness as well as their
competences, also, other participants believe that the service quality is being affected by
external factors as such as the type of service and the type of customers and the employee's
energy. Likewise, the study that was conducted in Islamic banks in the Sultanate of Oman, by
Bashir Ahmad Fida, Umar Ahmed, Yousuf Al-Balushi (2020), Which have shown a positive
results towards the service quality dimensions adoption in the studied banks, however, in this
study the researchers have stressed on the importance of three dimensions, which are

Assurance, empathy and responsiveness.

Sub-theme 2: Understanding the customer needs

The second area discussed with the participants the practices followed by the organisation to
understand the customer needs. The participants have all confirmed that their organisation
constantly understands the customer's needs and employs all the possible resources to achieve

their satisfaction.

"... we normally send surveys to our customers to request their opinions about the service
provided and to identify what went good and what went wrong and request their suggestion for
better service performance in the future... | also believe that the survey is being displayed in the
virtual banking to allow customers to express their feeling ... We also take our customers

complaints and suggestions into consideration and try to work it out..." (Branch manager).

"... Most of the UK banks are providing customer support over the phone, online and via
social media and that support is helping the organisation magnificently to understand the
customers' needs and their expectations and support them accordingly... we also do read the

customers reviews and take them into consideration... " (HR Assistant Manager). It can be seen

from the previous comments of the participants that they have all agreed that the organisation
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is sending surveys in different methods to their customers to understand their needs and
expectations. Also, these organisations provide customers support over the phone, online and
via social media channels, allowing the organisation to understand the customers' needs using
different channels and reaching out to the other society age groups. Similarly, authors such as
Mark Anthony Camilleri (2017) stressed the importance of understanding the customers' needs

and employing the resources to achieve ultimate customer satisfaction.

Sub-theme 3: The customer experience enhancement

The third area discussed the steps followed for customer's experience enhancement with the
participants. The participants have all confirmed that their organisations are doing their best to

enhance customer experiences and exceed expectations.

"... As it has been previously mentioned, we have adopted the ISO 20022 to improve the
payment experience for our customers. Also, we are available on social media platforms to
allow customers to reach out to us with their queries and support them in every possible way
and at any time needed; furthermore, we have a customer service support team over the phone,

which is available 24/7..." (Quality Management assistant).

"... We provide financial and advisory support to our customers and particularly the small
business owners, which allows them to see the bigger picture and help them in developing cash
management plans to maintain the cash flow budget... we also introduce them to the insurance

products and risk management tools..." (Financial Analyst).

"... We have a branch in every borough in London, which allows being reached out by
customers so easily and our working hours are convenient, | also believe that all of our branches
do have the self-service options, where the customers can deposit cash, or cheques or even

withdraw the money with no need to deal with the bank staff..." (Branch manager).

"... We always try to empower our staff and provide them with all the needed information and
resources to be able to serve the customers and handle the interaction and sort out the issues

that can be faced... We always prioritize training our staff, and we believe that it is the ultimate

way to enhance the customer experience and achieve business excellence ..." (HR Assistant

Manager).




"... We always try to provide the highest level of security to our customers by using the most
advanced financial technologies, where customers can ensure that they are making their online
transactions safely ... we also try to customise our provided service and personalise our financial
solutions to fit the customer's needs and requirements, for instance, we have customers that
require certain questions to be asked before making any transactions, or they might require a
text message to be sent to the customer's mobile number to confirm the transactions before
making it, all these notes have been added to the customer's account, and it is available to be

read when the supporting staff accesses it..." (Customer service advisor).

" ... 1 would like to add that several UK banks does provide loyalty cards and rewarding
programs to its customers, as such as the rewarding programs for the credit card users, also, the
loyalty programs of cash back, which requires the customers to subscribe from their online
banking account to the retailers and once the products are being purchased, the customers will
be able to receive cash back rewards... adding to that, the points that can be collected with every
purchase using credit card, which can be redeemed as a travel reward, gift reward, student loan
payment or mortgage payment... in addition to the refunding policies of the products bought by
the customers... also, some of the UK banks encourage its customers to recommend people to
switch their bank and both customers will be rewarded with instant cash..." (Branch manager).
As it can be seen from the previous comments that the participants have all agreed that their
organisations are seeking the enhancement of customer experience and different methods are
being used to improve their experience as such as the 1SO 20022 program, as well as the
financial advises that have been provided to the customers and particularly the small business
owners to support their businesses, also, and customised financial services that have been
provided to customers to fit their financial issues. On the other hand, other participants have
confirmed that the availability of their branches in every borough helps them to be easy to be
reached out by customers, as well as their availability in social media platforms and having a
24/7 help line for customer support, which can eventually help then to enhance the customer
experience. However, other participants have confirmed that the ultimate way to enhance the
customer experience is to train the employees and provide the required knowledge and
resources to support the customers. Furthermore, other participants have confirmed that their
organisations are using the most innovative technologies to support the customers and have
confirmed that providing secured and innovative service is the eventual solution for customer

experience enhancement. Finally, other participant has confirmed that the rewarding and loyalty

programs that the organisation is providing is the best solution for customer service experience
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enhancement. Likewise, other researchers have stressed on the importance of enhancing the
customer experience as such as Levent Altinay and Surya Poudel (2016), who have analysed
several case studies in the customer service industry in different countries all over the globe in

order to evaluate the service quality and suggest customer enhancement tips.

5.4.3. Theme 3: The financial performance

The third theme discussed with the participants is the financial performance of the banking
sector in the UK. Firstly, the author introduced the financial performance concept and the
financial performance indicators; the researcher then discussed with the participants the
different practices of the total quality management and the service quality dimensions and its

impact on the financial performance of the UK banks.
Sub-theme 1: the impact of TQM practices on the financial performance of UK banks

Initially, the researcher discussed the impact of the total quality management practices on the

financial performance of UK banks. The participants have all agreed that actual quality

management practices directly impact financial performance.

"... | think that all the mentioned practices affect the financial performance of the bank
directly, for instance, focusing on the employees needs will increase their productivity,
similarly, focusing on the customers' needs and expectations will lead to customer satisfaction
and continual improvement in products, services and technology will lead to better practices,

thus, better financial performance..." (Branch manager).

"... | agree with this opinion, the Total Quality management practices have a direct impact on
the financial performance of the bank, however, in my opinion, the impact differs from one
practice to another, as | believe that employee focus practices have the highest impact on the
financial performance, for example, lack of training or work mistakes can cost the bank a
fortune and can affect the reputation of the bank as well as can cause scandals in the
marketplace, which will lead to financial loss alongside with the loss of customer trust ..." (HR

Assistant Manager).

"... | believe that customer focus practices and employee focus practices have the highest

impact on the financial performance of the bank,... the financial services organisations are
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customer based organisations, and the main focus of these organisations is the customer and
therefore, it is important to focus on their needs and expectations and to utilise the available
resources to provide high-quality products and services, which will eventually increase the
number of customers and financial income and profits of the bank ... On the other hand, I believe
that training and educating the employees and fulfilling their needs will affect their performance
and productivity, ultimately affecting the organisation's financial performance of the
organisation... | also think that continual improvement and modern technologies do attract
customers and affect the financial performance of the bank; similarly, having a quality top
manager who can lead the bank to success and can set effective action plans has a magnificent

effect on the financial performance of the bank..." (Customer service advisor).

"... | think that all the previously mentioned practices have a tremendous impact on the
financial performance, particularly, the leadership and managers’ practices, which does affect
the organisation as a whole, from the employees to the customers, organizational progress and
its financial performance... We have heard throughout the years about the corruptive managers,
who have ruined the reputation of their organisation, and have caused massive financial losses
and have broken the trust of their customers... on the other side, we also heard about top
managers, who led their organisations to financial success and boosted their profit and have

provided equality to their employees..." (Financial Analyst).

"... | personally believe that the financial performance of the organisation depends mostly on
the quality of the provided services and products and the advanced technologies provided and
the competitive advantage that the organisation have and its ability to sustain in the
marketplace..." (Quality Management assistant). As it can be seen from the participants’
comments, they have all agreed that the Total Quality management practices have a direct
impact on the financial performance of the organisation, they also have agreed that impact differ
from one practice to another. Some of the participants have agreed that both customer focus
and employee focus practices have the highest impact on the financial performance justifying
that the banks are financial services organisation, which are mainly focusing on customers and
maintaining their direct relationship with the employees is significant and can increase the
organisational profits and financial performance, they have also justified that employees focus
practices are important, as training and educating the employees can help them to provide better
services and products and prevent them from work mistakes, which can cause the organisation

financial losses. On the other side, other participants have confirmed that the top management

focus and leadership practices have the highest impact as it is not only affecting the employees,
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but it is also affecting the customers trust and the organisational progress and financial
performance, justifying their opinion with stories of bank managers who have caused financial
losses to their organisation and affected their reputation. Other participants have confirmed that
the main factors that is affecting the financial performance is continual improvement, justifying
that the quality of products and services provided as well as the advanced technologies that the
organisation is using to attract the customers and sustain in the marketplace. A study was
conducted by a group of researchers as such as Sanaa Maswadeha and Rania Al Zumot (2021)
have proven that the TQM practices that are mostly affecting the financial performance is the
top management support followed by the employees focus and then the continual improvement.
However, other authors did have a different opinion, as Nida Nazar, Sara Ravan Ramzani,
Tamoor Anjum and Imran Ahmed (2014), who have proven in their study that the TQM practice
that is mostly affecting the organization performance generally and specifically the financial
performance respectably are the top management focus, followed by the customer focus, then

the strategic planning and finally the continual improvement.

Sub-theme 2: The impact of service quality dimensions on the financial performance of
UK banks

Secondly, the researcher discussed the impact of the Service Quality dimensions on the
financial performance of the UK banks. The participants have all agreed that the Service Quality

dimensions directly impact the financial performance.

"...Similarly to the Total Quality Management, | believe that the service quality dimensions
have a different impact on the financial performance of the bank, as | believe that having
competent employees with a high level of empathy and responsiveness will eventually affect
the quality of the service or product provided and will eventually affect the customer

satisfaction, thus, the financial performance of the organisation..." (Branch manager).

"... | think that all the dimensions have an equal impact on the financial performance, for
instance, the competencies of the employees are highly affecting the financial performance
alongside with the level of empathy, reliability, the level of assurance and responsiveness of

the employees, as well as the tangible resources and advanced materials and appearance of the

organisation and staff that does directly impact the customer's satisfaction and in the long run

will also affect the profits and income of the organisation...” (Customer service advisor).




"... | reckon that the dimensions that are highly impacting the financial performance are the
employee's competencies and their level of responsiveness, as the bank is a financial service
organisation and employees in such organisations are required to be extremely professional and
avoid involving their feelings and empathy to sort out financial matters..." (Financial analyst).
As can be seen from the participant's comments, they have all agreed that the Service quality
dimensions directly impact the financial performance. Some participants have decided that the
impact differs from one size to another and have confirmed that competencies, empathy, and
responsiveness are the highest impact measurements. However, other participants have
confirmed that all the previously mentioned dimensions (assurance, competence, compassion,
reliability, responsiveness, and tangibles) have an equal effect on the financial performance and
the organisation profits. On the other side, other participants have confirmed that both the
competencies dimension and responsiveness have the highest impact on the financial
performance of the banks, justifying that the banks are financial service organisations, which
require the employees to be professional and avoid involving their feelings in finalising an

economic issue. Authors such as Tafa ljara (2020) have investigated the service quality and

financial performance in banks using the Meta-analysis method, which concluded the impact

of service quality dimensions on financial performance. Also, a study was established by
Nevine Sobhy Abdel Megeid (2013) to investigate the effect of service quality on the financial
performance in banks in Egypt; this study's results have supported the hypothesis of the impact

and confirmed the phenomenon.

The below table demonstrates the themes and sub-themes that were discussed in the qualitative

data analysis:

Themes Sub-themes

Theme 1: The Total Quality Management | Sub-theme 1: Continual improvement
Practices practice

Sub-theme 2: Customer Focus practice
Sub-theme 3: Employee focus practice
Sub-theme 4: Top Management focus
practice

Sub-theme 5: TQM concept introduction




Theme 2: The Service quality Dimensions

Theme 3: The Financial performance

Sub-theme 1: Service quality Dimensions
and the level of its adoption in the UK
banking sector

Sub-theme 2: Understanding the customer
needs

Sub-theme  3:  Customer  experience

enhancement

Sub-theme 1: The impact of TQM practices
on the financial performance
Sub-theme 2: The impact of service quality

dimensions on financial performance




5.5. The Financial performance of the UK banks

The two primary analyses that were presented in this thesis were the primary data that was
collected using quantitative data method and qualitative data method. The third data collection

method used in this research is the secondary data collection method, as

The researcher has also collected financial data from the UK banks' financial statements for the
last three years. The main aim of collecting these data is to analyse the financial performance
of these banks for the previous three years and align it with the TQM practices adoption and
service quality dimension adoption in the UK banks. The financial performance indicator that
was firstly collected is the Return on Equity (ROE), which is considered the economic indicator
for the level of optimisation of the investment and the ability of the business to grow further.

The table below presents the Return on Equity ratio for some of the UK high street banks.

Bank name ROE

2017 2018 2019 2020

Lloyds bank and Halifax
bank 3.91% 4.22% 5.6% 5.87%

Barclays Bank (2.1%) 0.2% 4.98% 5.88%
RBS bank 2.88% 4.48% 8.72% (0.99%)
HSBC Bank 1.3% 6.9% 7% 6.51%

Natwest bank 1.2% 4.5% 3.1% 2.53%
Santander Bank 5.97% 6.80% 5.7% 4.99%
Nationwide bank 4.4% 4.9% 4.9% 5.4%
Metro bank N/A 1.92% (11.54%) |0.00%
Societe generale 5.36% 6.9% 5.75% 0.293%

Table 31: Return on Equity(ROE) for UK high street banks (Macrotrends,2021)

It can be seen from the above table that most of the UK high street banks have experienced an

increase in their Return on Equity ratio throughout the years, these banks are: Lloyds banking

group, Barclay's bank, HSBC bank, NatWest Bank, Nationwide bank, this indicator means that

these banks can invest and grow. However, other banks have experienced a slight decrease,
such as Santander bank. On the other side, banks such as RBS bank, Metro bank and Society




Generale have experienced a massive fall in return on equity, which means that these banks

have a low rate of ability to grow in the marketplace.

Secondly, the financial performance indicator that was collected is the Return on Investment
(ROI), which is considered to be the economic indicator for the level of profitability, revenue,
cost, and investment, the higher is the ROI, the higher is the revenue or, the lower is the cost or
the investment. The table below presents the Return-on-Investment ratio for some UK high

street banks.

Bank name ROI
2017 2018 2019 2020

Lloyds bank and Halifax
bank 1.20% 1.30% 1.65% 1.88%
Barclays Bank (0.4%) 0.01% 0.88% 0.99%
RBS bank 1.53% 3.65% 7.1% (0.769)%
HSBC Bank 1.44% 5% 4.7% 4.39%
Natwest bank 0.8% 2.3% 2% 1.75%
Santander Bank 1.24% 1% 0.67% 0.65%
Nationwide bank N/A N/A N/A N/A
Metro bank N/A 1.64% (8.4%) N/A
Societe generale 1.31% 1.61% 1.29% 0.0571%

Table 32: The return on investment for the UK high street banks (Macrotrends, 2021)

It can be seen from the above table that most of the UK high street banks have experienced an
increase in their Return-on-Investment ratio throughout the years, these banks are: Lloyds
banking group, Barclay's bank, HSBC bank, NatWest Bank, this indicator means that these
banks have either experienced an increase on their revenue or a decrease in the cost or the
investment. However, other banks have experienced a slight decline, such as Santander bank.
On the other side, banks such as RBS bank, Metro bank and Society Generale have experienced
a massive fall in return on investment, which means that these banks have a low rate of revenue

or the cost and investment rate for these banks were high.

Finally, the financial performance indicator collected is the Return on Assets (ROA),

considered the economic indicator for profitability. It helps the organisations and investors to
view the level of success for an organisation and compare it with other competitors in the
marketplace. The table below presents the Return on Assets ratio for some of the UK high street

banks.




Bank name ROA
2017 2018 2019 2020

Lloyds bank and Halifax
bank 0.23% 0.25% 0.30% 0.36%
Barclays Bank (0.10%) 0.01% 0.27 0.31%
RBS bank 0.19% 0.3% 0.52% (0.0543%)
HSBC Bank 0.10% 0.52% 0.51% 0.47%
Natwest bank 0.03% 0.3% 0.19% 0.15%
Santander Bank 0.45% 0.5% 0.39% 0.34%
Nationwide bank 0.34% 0.33% 0.33% N/A
Metro bank N/A 0.13% (0.85%) 0.00%
Societe generale 0.27% 0.35% 0.29% 0.0134%

Table 33: The Return on Assets for the UK high street banks (Macrotrends, 2021)

It can be seen from the above table that most of the UK high street banks have experienced an
increase in their Return on Asset ratio throughout the years, these banks are Lloyds banking
group, Barclay's bank, HSBC bank, NatWest Bank, this indicator means that these banks have
experienced an increase on their profitability and success rate. Also, banks such as Nationwide

have experienced an almost steady rate of ROA. However, other banks have experienced a

slight decrease, such as Santander bank. On the other side, banks such as RBS bank, Metro

Bank, and Society Generale have experienced a massive fall in the return on Assets, which
means that these banks have low profitability and low success rate compared to their

competitors in the marketplace.

This chapter aims to provide a summary of the data findings that were previously analysed; it
also discusses the qualitative and quantitative data as well as the financial data that was
collected from the bank's financial reports, to investigate the impact of Total Quality
Management in the Banking sector in the UK, highlighting the role of service quality.

5.6. The qualitative data analysis discussion

This part aims to provide a summary of the data findings that were previously analysed; it also

discusses the qualitative and quantitative data as well as the financial data that was collected
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from the bank's financial reports, to investigate the impact of Total Quality Management in the

Banking sector in the UK, highlighting the role of service quality.

As can be seen, the below tables illustrate the link between the hypothesis set for the quantitative

data and the themes selected for the qualitative data.

Quantitative outcome (hypothesis)

Corroboration with the qualitative study
(theme)

The UK banks adopt the TQM concept

The Total Quality Management

The customer's evaluation of the service

quality provided by the UK banks is high

Service quality

Table 34: The link between the hypothesis and the quantitative data, Created by the author

Quantitative outcome (Sub-hypothesis)

Corroboration with the qualitative study
(Sub-theme)

The UK banks adopt the continual
improvement practices

Continual improvement practice

The UK banks adopt the Customer focus
practices

Customer focus practice

The UK banks adopt the employees focus

practices

The Employee focus practice

The UK banks adopt the Top management

focus Practices

Top Management focus practice

The UK banks introduced the TQM concepts

to their employees

TQM concept introduction practice

The customer's evaluation of the service

quality provided by the UK banks is high

* Service quality dimensions and the level of
adoption
* Understanding the customer needs

* Customer experience enhancement

Table 35: The link between the hypothesis and the qualitative data, Created by the author




5.6.1. TQM practices

The researcher has also collected qualitative data using the focus group method. The research
outcomes have indicated that the continual improvement practice is being adopted in the
participant's organisation. Their organisations monitor employees' activities and always have
corrective action plans and cost minimization plans. The organisation is providing all the

available resources for better duties performance.

In terms of Customer focus practice, the participants have confirmed that their organisation is
adopting the customer focus practice and have confirmed that they are handling the customer
complaints promptly to some extent. The organisation collects customer service surveys to

understand the customers' needs and expectations better.

In terms of Employee focus, the participants have confirmed that their organisation provides
the training and education to deliver error-free service to the customers. Furthermore, the
participants have confirmed that their organisations offer employee relation support. They also
agreed on the idea of having a work-life balance. Some of the participants confirmed that they
were involved in leadership decisions. However, the participants have demonstrated that
working in a financial service organisation is eventually stressful. Some of the participants have
raised an issue of not having fair salaries that match their living costs and not having appropriate
promotion policies in some organisations, and recommendations and favouritism might
involve. Also, some of the participants have confirmed that they were not involved in leadership
decisions. They are always advised to apply their managers. Moreover, some of the participants
have indicated a lack of communication between the employees and employers at their

workplace.

In terms of the top management focus practice, the participants have confirmed that the top
management in their organisations always presents the mission, vision, and strategic objectives
to their employees. They are constantly analysing the bank's situation and comparing it with
other branches and other banks for performance enhancement; they also always suggest long
term plans for service quality improvement and performance enhancement. Furthermore, the
participants have confirmed that the top management of the bank is monitoring directly or
indirectly their employees communicate with the customers; they have also agreed that the top

management is continuously providing feedback to their employees regarding their

performance, whether it is positive or negative to ensure that the job is being done perfectly and
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error-free. They have also confirmed that they were encouraging the employees to enhance and
improve their performance. Also, some of the participants have confirmed that the top
management values the employee's suggestions and opinions. However, other participants have
assured that they were not treated equally by their managers and that favouritism is involved in
the treatment of employees. Furthermore, one of the participants has confirmed that the bottom-
line employee's voices are not being heard, and their opinions and suggestions are not being

considered or valued in the organisation.

Finally, in terms of the Total Quality Management concept introduction, the participants have
confirmed that the Total Quality management concept has not been scientifically introduced to
the employees. However, it was raised in a set of practices that the employees must follow and

master to achieve business excellence, organizational effectiveness and efficiency.

5.6.2. The service quality dimensions

The second theme discussed with the participants was the service quality dimensions. They
have confirmed that the employees in their organisation adopt empathy, responsiveness,

competencies, assurance, reliability, and actual service quality dimensions. They have insisted

on the impact of these dimensions on service quality. However, other participants have

confirmed that the service quality is also being affected by external factors such as the type of
service, the type of customers and the employee's energy. Also, the participants have all agreed
that their organisation is sending surveys in different methods to their customers to understand
their needs and expectations. Also, these organisations provide customers support over phone,
online and via social media channels, allowing the organisation to understand the customers'

needs using different channels and reaching out to the other society age groups.

Furthermore, the participants have all agreed that their organisations are seeking to enhance
customer experience, and different methods are being used to improve their knowledge and the
financial advice provided to the customers and particularly the small business owners to support
their businesses. Also, customised financial services have been provided to customers to fit
their economic issues. Moreover, other participants have confirmed that the availability of their
branches in every borough helps them to be easy to be reached out by customers, as well as

their availability in social media platforms and having a 24/7 helpline for customer support,
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which can eventually help them to enhance the customer experience. Furthermore, other
participants have confirmed that their organisations are using the most innovative technologies
to support the customers and have confirmed that providing secured and innovative service is
the eventual solution for customer experience enhancement. However, other participants have
confirmed that the ultimate way to enhance the customer experience is to train the employees
and provide the required knowledge and resources to support the customers; another participant
has confirmed that the rewarding and loyalty programs that the organisation is providing are

the best solutions for customer service experience enhancement.

5.6.3. The impact of TQM on the financial performance

The third theme discussed with the participants was the financial performance of the banking
sector in the UK and the impact of the TQM practices on financial performance. The
participants have confirmed that the Total Quality management practices directly affect the
organisation's financial performance; they also have agreed that impact differs from one method
to another. Some of the participants have decided that both customer focus and employee focus
practices have the highest impact on the financial performance, justifying that the banks are
financial services organisations, which are mainly focusing on customers and maintaining their
direct relationship with the employees is significant and can increase the organisational profits
and financial performance, they have also justified that employees focus practices are essential,
like training and educating the employees can help them to provide better services and products
and prevent them from work mistakes, which can cause the organisation financial losses. On
the other side, other participants have confirmed that the top management focus and leadership
practices have the highest impact as it is not only affecting the employees, but it is also affecting
the customer's trust and the organisational progress and financial performance, justifying their
opinion with stories of bank managers who have caused economic losses to their organisation
and affected their reputation. Other participants have confirmed that the main factors affecting
the financial performance are a continual improvement, justifying the quality of products and

services provided and the advanced technologies that the organisation uses to attract the

customers and helps the organisation to sustain itself in the marketplace.




5.6.4. The impact of service quality on the financial performance

The researcher also discussed the impact of the Service Quality dimensions on the financial
performance of the UK banks. The participants have confirmed that the Service quality
dimensions directly impact the financial performance. Other participants have confirmed that
the impact differs from one dimension to another and have confirmed that the dimensions with
the highest impact are competencies, empathy, and responsiveness. However, other participants
have confirmed that all the previously mentioned dimensions (assurance, competence,
compassion, reliability, responsiveness, and tangibles) have an equal effect on the financial
performance and the organisation profits. On the other side, other participants have confirmed
that both the competencies dimension and responsiveness have the highest impact on the
financial performance of the banks, justifying that the banks are financial service organisations,
which require the employees to be professional and avoid involving their feelings in finalising

an economic issue.

5.6.5. The financial performance of the UK banks

From the secondary data collected from the UK banks financial statement, we can see that the
total quality management and the service quality have positive impacts on the bank's financial
performance, and the financial statement of the UK banks supports that statement. The
researcher has collected financial data from the UK banks for three years. The researcher has
used three different economic indicators, which are the Return on Equity to investigate the level
of optimisation of the investment and the ability of the business to grow, Return on Investment
to examine the story of the profitability of the company and finally, the Return on Assets, which
was used to investigate the level of the success of the organisation. It can be concluded from
the outcomes of this secondary data analysis that some of the UK banks have recorded positive
financial progress during the three years’ period, which can be referred to the fact that these
banks are having a good performance in terms of quality and are currently adopting the Total
Quality Management practices and service quality dimensions, which helps them to compete in
the marketplace and perform better and achieve business excellence. However, some other
banks have recorded stable or negative financial progress during the three years’ period, which

can be referred to the fact that these banks are either not adopting the Total Quality management

practices or are not implementing the procedures successfully, which did eventually lead to a
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decrease in the financial performance of these organisations. The researcher suggests these

banks set plans for quality enhancement and programs for Total quality management practices

implementation, which will help the organisation improve its non-financial performance, revive
its financial performance, and achieve business excellence.




Chapter Six: Conclusion and recommendation

6.1. Introduction:

The concluding chapter seeks to give the final general observations on the research. This
chapter covers qualitative and quantitative data, and the first chapter addresses the critical
objective and research issues. In this manner, the research's importance and reason are
supported by an analysis of the whole study and an evaluation of alignment between primary
and secondary results. This chapter is also designed to show the critical outcomes of the
research and the general contribution of research to the realm of knowledge and progress. Since
this study concerns Total Quality Management, it thus provides information on the TQM and
its implementation to improve the service quality and financial viability of the UK banking
sector. The researcher has discussed the empirical contribution to the theory and the practice in
TQM from the overall research. Based on the comprehensive analysis in this chapter, the
researcher has drawn the recommendation to highlight the critical areas the UK banking sector
needs to consider in implementing and improving the TQM practices to improve the quality of
their services and enhance customer satisfaction. The researcher has also created a subheading
of “concluding remarks” where the researcher has discussed the research objective and how all
these objectives were achieved. The researcher also discussed the limitations of the research.
Finally, this chapter also included the future study suggestion section, where research has
highlighted the areas to help the prospectus researcher take this research further and the

limitation that the researcher has faced during this research.

6.2. Key outcomes

The key outcomes of this research are as follow:

Research question Answer based on the results of this

research

*What is the current scenario of TQM and | Based on the secondary data that was
service quality in the banking sector in the collected, it be concluded that TQM and

UK? service quality are essential means of leading




and developing work strategy: The findings
suggest that TQM and service quality are
crucial for improving organizational
performance in the UK banking sector. TQM
practices such as employee focus, customer
focus, continual improvement, and top
management focus can help organizations
develop a work strategy that is focused on
delivering high-end products and services to
customers.

TQM plays a pivotal role in achieving
profitability: The findings suggest that TQM
practices can help organizations achieve
profitability by delivering high-end products
and services to customers. This is because
TQM practices focus on continuous
improvement, which can lead to increased
efficiency and reduced costs, ultimately
leading to higher profitability.

TQM and service quality are interrelated:
The findings suggest that TQM and service
quality are interrelated, as TQM practices
can help organizations improve service
quality by focusing on customer needs and
expectations. This, in turn, can lead to
increased customer satisfaction and loyalty,
ultimately leading to improved

organizational performance.

TQM implementation is challenging: The

findings suggest that TQM implementation
can be challenging for organizations in the
UK banking sector. This is because TQM

requires a significant cultural shift, with a




focus on employee empowerment, customer
focus, and continual improvement.
Organizations may face resistance from
employees, customers, and other
stakeholders during the implementation

process.

* How does TQM and service quality affect
employee satisfaction, commitment to
customer satisfaction, and organizational

performance in the banking sector?

Based on the primary and secondary data that
were collected, the Researcher has critically
presented the literature supporting the
importance of TQM and the service quality in
the UK banking sector and analysed the
quantitative and qualitative data to support
the arguments with the data collected from
the survey questionnaire and the focus group

interview.

* What are the challenges facing the
implementation of TQM in the banking

sector in the UK?

Based on the qualitative and quantitative data
analysis, the participants have stressed on the
importance of the implementation of TQM
practices in the banking sector and endorsed
that the performance of the TQM practices
will contribute financially and help improve
the quality of the service in the banking
sector. The participants also have stated the
that  are

challenges facing the

implementation.

* What is the current scenario of the

financial services industry in the UK,

specifically in the banking sector?

Based on the secondary data collected from
the financial reports, the Financial Services
sector is one of the region's largest economic

sectors, leading the world in terms of

equity
markets. This sector is recently undergoing

revenues and capitalization of

significant transformations due to the
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globalisation and the economic climate
requiring fundamental changes to boost
competitiveness and achieve business
excellence. The researcher has also presented
the threat and challenges posed to the
financial sector and its effects on the financial

industry, particularly the banking sector.

* How can TQM implementation, service The researcher has analysed the qualitative
quality, financial performance, employee data collected by the focus group working in
satisfaction, and customer satisfaction be the banking sector in the key positions and
enhanced in the banking sector in the UK, have also supported the suggested framework
and what is a recommended framework for | such as employee focus, rewarding
achieving this? employees, continuous improvement, and
effective  communication  meticulously
improve the customer satisfaction and brings
the financial stability overall. The suggested
framework confirms that implementing TQM
eventually increases financial performance,
lowers the cost, enhances customer
satisfaction, and enhances the overall
financial performance of the UK banking

sector.

6.3. Empirical contributions

The contribution of the research can be divided into two sub-sections, which are as follow:

6.3.1. Contribution to theory

The banking sector's liberalization and globalization have produced an era of intense
competition. Quality performance and service management are supposed to play an increasingly

essential role in these businesses to achieve sustainable growth. Banks and financial institutions
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can only grow more powerful and effective if they provide more excellent customer service,
quality, affordability, and innovation are all critical considerations. According to the literature
review and research analysis, the researcher has made significant theoretical contributions to

numerous factors crucial for TQM's success in the banking and financial sector's performance.

We make theoretical contributions by explaining how the TQM factors affect organizational
performance, employee engagement, financial performance, service quality, and customer
satisfaction. In doing so, we address the calls of several authors such as Rauch, Collins, Nale,
and Barr (2015), (Faisal T. etal., 2011), (Ali Mohameda B. et al., 2013) and (DeFeo, 2019)..etc.
For more work to draw TQM implementation theory to improve performance and achieve

business excellence.

To guarantee the effective adoption of TQM in banks, employees must be motivated to deliver
an enhanced quality of services. Furthermore, enlisting skilled and competent managers will
effectively help the management of banks, providing adequate training and education to the
staff to grasp particular quality policies and TQM strategies. Additionally, regularly monitoring
frequent feedback and customer satisfaction will improve the banking sector's performance.
Most of all, top management should show total commitment and support toward the successful
implementation of TQM. Authors such as Witjaksono (2012) have stressed the importance of

involving employees in the quality process.

To thrive in this highly competitive sector, it is critical to understand the customer's

requirements and strive to deliver products and services that properly fulfil those demands. Isac
(2013) research has stressed the importance of understanding customer needs and exceeding
their expectations; other authors supported this opinion, such as (Ali Mohammeda. b, Siti Tibek,
and Ideris Endot, 2013), who stated that this act would eventually increase the efficiency of the

organization as well as increasing the customer's loyalty.

Management needs to pay close attention to the quality of various financial services and to
enhance them to increase customer retention and satisfaction continually; this can be achieved
through improving the organization's capabilities, working on achieving strategic objectives
and setting key activities as well as responding immediately to opportunities, problems and
defects. Authors such as Abohimed B (2001) have stressed the importance of continual

improvement in achieving ultimate organizational performance.




Top management should stay updated on using various quality improvement methods and
techniques in the banking sector to achieve a competitive edge. Also, the top management plays
a vital role in helping the employees understand the organization's goals, vision, and culture;
they also help strengthen the communication process within the organization and their role in

developing new strategies for better performance. Ali M.B, Siti. T, Ideris. E

(2013) has stress management's essential role in organizational performance.

6.3.2. Contribution to practice

The outcome of this research has proven the benefits of Total Quality Management
implementation in the banking sector. The TQM is a strategic tool that financial organizations
and banks use to remain competitive (Pushpa, 2016). The successful implementation of Total
Quality Management can add value to the organization in terms of operational efficiency and
achieving customer satisfaction and employee satisfaction, thus, financial performance and
profitability (Rani, 2017). The study also revealed the importance of employee focus practice,
Top management focus, customer focus strategies, continuous improvement, TQM concept
introduction, and service quality in achieving business excellence. This study also revealed that
every member of the organization must contribute to the quality improvement of the UK banks
to achieve ultimate financial results; it has also highlighted the critical role of the top

management team in managing effective business operations.

To sum up, all the information stated so far, this research provides information about the TQM
concept, practices and successful implementation in the UK banking sector and the service
quality dimension and customer satisfaction. The barriers or the challenges that were facing the
TQM implementation in this study include lack of work-life balance, unfair salaries for bottom-
line employees, lack of employee involvement in leadership decisions, organizational culture
and lack of communication, lack of management attention to the employee's needs and
expectations, inadequate understanding, and introduction of the TQM concept to the

employees. Similarly, other researchers such as Faisal Talib and Zillur Rahman (2011) have

stated that implementation's main barrier is a lack of leadership and management commitment.

Meanwhile, other investigators have confirmed that the main obstacle that was faced based on




their research is a lack of training and education and a need for improvement activities
(Ljungstro M. et al., 2002).

Successful TQM implementation requires top management commitment and leadership
practices to lead the quality improvement process, maximum management stability, and
strategic quality planning to achieve the business goals. In similar, authors such as Ali M.B and
Siti. T, Ideris. E

(2013) has stressed the importance of leadership and top management in achieving quality
performance. Also, the successful implementation requires employee involvement in the
quality improvement process, providing the necessary education and training, and maximizing
their commitment through employee satisfaction programs, which helps the management
understand the employees' needs and expectations and set plans to work on achieving their
satisfaction, adding to that the fact that the employees need to understand the vision, mission,
values and quality goals for the organization to be able to contribute to the improvement
process. Furthermore, successful implementation requires the top managers to develop a quality
culture focus further on the customers understanding their needs and expectations and having a
fast response to the market changes; it is also essential to be innovative and develop new
creative and innovative plans to attract more the customer and sustain in the marketplace. To
maintain in the marketplace and compete, organizations must focus on continuous improvement
practices, which help the organization monitor and evaluate its practices and operations and

continuously set improvement plans.

Managerial implications.

Total Quality Management (TQM) has had a substantial managerial impact on the UK
banking industry. Some potential conclusions from this research include the following:

Adoption of TQM: According to the research's conclusions, TQM adoption is essential for
enhancing the performance of UK banks. Management at the banks must comprehend TQM

practices and the advantages it offers to their employees. Additionally, they must be able to

apply the TQM principles to their banking activities successfully.

Customer focus: TQM principles have a considerable influence on customer satisfaction. As

a result, bank executives should concentrate on their clients and endeavour to satisfy their




requirements and expectations. Banks should ensure that their personnel understands the

value of customer happiness and how to attain it.

Employee engagement: TQM places a premium on employee involvement in decision-

making. As a result, bank executives must guarantee that their staff participates in applying
TQM concepts. Employees should be provided with the appropriate training and tools to

enable them to participate successfully in the TQM process.

TQM emphasizes the need for continual improvement. Senior management must
guarantee that their institutions' operations are constantly improved in order to remain
competitive. They should also measure their performance regularly and find areas for

improvement.

Leadership commitment: TQM necessitates leadership dedication to its values. Top
management must give the required leadership to drive the TQM process. They should also be
able to successfully convey to their workers the relevance of TQM and how it will benefit the
bank.

Integration with strategy: According to this research, the bank's overall strategy should be
integrated with TQM concepts. According to bank management, TQM principles should align
with the bank's purpose, vision, and objectives. They should also ensure that the bank's

strategic planning process adheres to TQM guidelines.

Performance evaluation: TQM emphasizes the significance of performance evaluation. The
bank's performance should be frequently measured, and management should utilize the data to
enhance their processes. Additionally, they must be able to share the outcomes with their

stakeholders and workforce successfully.

Covid 19 impact and the TQM practices

In light of the global crisis of the pandemic, the UK banking and services sector can develop

their future strategies by deploying effective TQM practices as follows,

Crisis management: The COVID-19 epidemic has brought crisis management into sharper

focus. Using TQM concepts, bank managers may create successful crisis management plans.




By applying TQM concepts, bank managers may anticipate possible risks and create backup

plans to manage crises successfully.

Supply chain management: The COVID-19 pandemic has also drawn attention to its

significance. TQM concepts can aid bank management in efficiently managing their supply
chains. By using TQM concepts, bank managers may ensure that their suppliers achieve the

necessary quality standards and that their supply chains are robust to interruptions.

Collaboration: The COVID-19 epidemic has highlighted the value of organization-to-
organization cooperation. Managers of banks may work effectively with other organizations
by utilizing TQM concepts. Bank managers may make sure that their partnerships are founded

on trust, respect, and shared goals by applying TQM concepts.

Employees Wellbeing: The COVID-19 epidemic has also brought attention to the value of
employee well-being. TQM guidelines can aid bank managers in promoting the well-being of
their staff. Bank managers may establish a work environment that promotes employee health,

safety, and well-being by utilizing TQM concepts.

Innovation: The COVID-19 epidemic has made way for new ideas. Bank executives may
encourage innovation by using TQM concepts. By implementing TQM principles, bank
managers may motivate their staff to develop fresh concepts, try novel methods, and

constantly improve their operations.

TQM concepts can have important management ramifications for the UK banking industry as
well as for international crises like the COVID-19 pandemic. Bank managers may use TQM
concepts to boost productivity, increase customer satisfaction, efficiently handle crises and
supply chains, engage with other businesses, support employee well-being and innovation,

and prepare for upcoming international calamities.

Validating the conceptual framework with empirical findings

The conceptual framework provides a framework for analysing the interactions between
various variables and acts as the study's theoretical underpinning. The framework is created
using already published materials, theories, and ideas associated with the study topic. On the

other hand, empirical findings are the study outcomes discovered via data gathering and




analysis. These results are tested to see if the conceptual framework is sound and the data

supports the connections between the variables.

The researcher has validated the conceptual framework with the help of empirical findings. In
this study, hypothesis testing was performed to establish if the empirical findings confirm or
disprove the relationship between independent and dependent variables put forth in the
conceptual framework. Quantitative and qualitative findings and data analysis proved that
effective TQM practices in the UK banking and services sector, such as employee focus,
customer focus, top management focus and continual improvements, ultimately improve
employee satisfaction and customer satisfaction and enhance organizational and financial
performance. TQM practices, including employee empowerment, teamwork, and training and
development, increase employee satisfaction. TQM promotes a culture of continuous
improvement and empowers employees to take ownership of their work, which increases job

satisfaction and a sense of pride in one's work.

TQM emphasizes meeting and exceeding customer expectations, which increases customer
satisfaction. Practices like process mapping, customer feedback systems, and continuous
improvement are used to accomplish this. Customer loyalty and contentment are raised by
comprehending consumer demands and offering top-notch goods and services. Hence, the

empirical findings have supported and validated the conceptual framework of this study.

6.4. Recommendations

Recommendations have been captivated from the overall research and data collected and
analysed from the UK banking sector. Quantitative and qualitative data gathered in this study
revealed that Total quality management is a way to manage and improve a company's
efficiency, cohesion, flexibility, and competitive position (Arora, 2009). Total Quality
Management will undoubtedly lead to improved products and services, reduce organizational
costs, increase the number of audience satisfaction (Cole, 1999), such as clients and

employees, and result in financial performance improvements in the UK banking sector. Data

collected via surveys strongly suggest that the UK banking sector needs to improve its TQM

practices to meet competitive challenges and enhance its customer satisfaction and financial

stability. It has been concluded that participants strongly agreed and endorsed that employee-
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focused practice brings positive changes to the organizational performance of the UK banking

sector.

Moreover, qualitative and quantitative studies suggested that Customer focus is considered an
organization's ability to respond to current issues and approaches taken to improve future
experiences; it focuses primarily on the proactive steps taken by the corporation to engage
customers and enhance their experience. The UK banking sector needs to be more customer -
focused in handling customer complaints and issues and take full consideration of their
feedback to improve customer satisfaction. Top management focus is a way of implementing
Total Quality Management that assistances organizations set their values, aims, and systems
to meet customer expectations (Vermeulen W, 2000), improve their overall performance, and
build a strategic vision process focusing on the needs and necessities of the customer.
Qualitative and quantitative studies have suggested that Top management-focused is
particularly important and needs to be aligned with middle and lower management to have

better communication and provide excellent customer service.

Qualitative, quantitative as well as literature review has suggested that UK banks should bring
more awareness of the processes and steps that should be followed, beginning with staff and
management’'s commitment to building customer relation, communicating the vision, mission
and goals of the organization and the plans and activities necessary to achieve improved

business performance an organization needs to introduce the TQM concept into its employee.

The organization must also give its staff training programs, concentrate on enhancing

collaboration, and focus on the client's demands to develop a better strategy for ongoing
improvement. Finally, Qualitative and quantitative studies suggest that the UK banking sector
needs to improve in the areas of solid leadership, great teamwork, effective communication,
resilient employee engagement, and rewarding appraising employees because all these
components of TQM contribute towards achieving the organizational goal, particularly in the
UK banking sector. Excellent attention and improvement are needed to meet the competitive
market.

6.4.1. The recommended framework for TQM performance enhancement

In this research, the researcher has proven the benefits of implementing the TQM in the UK
banking sector; this study also revealed the TQM practices, the importance, and the challenges

facing the implementation.




Therefore, the researcher is recommending the following framework for TQM practices

enhancement;

The employee focus

The qualitative and quantitative data has proven that it is essential for all the organisation

members to contribute to the quality enhancement to achieve ultimate performance results. This

study is therefore recommending the following:

* Involving the employees in the quality improvement process as well as involving them in

leadership decisions

* Improving the training and education system as well as improving the employee satisfaction

programs

* Working on better understanding the employee's needs and expectations by setting

anonymous suggestions boxes
* Fair salaries for the bottom-line employees for better performance (financial motivation)

* Explaining the mission, vision, and quality goals to employees for them to be able to

contribute to the improvement process
* Increase the level of communication between the managers and the employees

* Introducing the TQM concept to employees for better performance

Introducing TQM
Employee Fair Salaries

. concept
involvement

. Employee Focus -
Training and Ploy Explaining the

education mission and

Understanding the Performance Communication
employees needs and enhancement and

expectations business excellence

Figure 21: Recommendations for Employee focus practice improvement (Created by the author)




Customer focus

The qualitative and quantitative data have proven that the customer focus is an essential practice
that helps the organisation achieve ultimate financial results, customer satisfaction and service

quality. This study is therefore recommending the following:
* Increasing the surveys for customers to understand their needs and expectations
* Setting creative and innovative plans to attract more customers

* Setting better system for handling customers complaints efficiently

Handling the complaints
Survey for efficiently Innovation and

Customers creativity

Customer focus

Customer Financial service quality

satisfaction performance

Figure 22: Suggestions for Customer service practice improvement (Created by the author)

Top management focus

The qualitative and quantitative data have proven that Top management is an essential practice
that helps the organisation to operate efficiently. This study is therefore recommending the

following:




* Increase the level of communication with the employees as well as introduce the TQM

concept to employees

* Top management should increase their level of commitment and leadership practices to be

able to lead the quality improvement process
* Setting strategic quality plans to achieve business goals
* Setting plans for employees to achieve employee satisfaction and enhance their productivity

* Top management should develop a quality culture and focus on customers' needs and

expectations to achieve ultimate customer satisfaction.

Communication Develop quality Setting strategic

culture plans

Commitment ‘ Plans for

) To
and leadership P employee
Management satisfaction
focus

V

Efficient organizational
Operations

Figure 23: Recommendations for Top management practice improvement (Created by the author)

Continual improvement

The qualitative and quantitative data have proven that continual improvement is an essential
practice that helps the organisation compete and sustain itself in the marketplace. This study is

therefore recommending the following:
* The organisation and top management should have a fast response to the market changes
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* The organisation and top management should introduce more innovative and creative plans
* The organisation should work on providing more continuous improvement plans

* The top management should evaluate the organisation practices and operations and

continuously set plans for improvement

Fast response for Continuous

market changes improvement
plans

Introducing Continual

innovative and improvement

creative plans

Evaluating the
practices and
operations

Sustaining in the Competitiveness
marketplace

Figure 24: Recommendations for Continual improvement practice enhancement (Created by the author)

TQM concept introduction

The qualitative and quantitative data have proven that the TQM concept introduction is an

essential practice that helps the organisation achieve a competitive advantage. It has also been
proven that the TQM concept was not introduced enough to the organisation employees.
Therefore, the organisation and the top management need to submit the TQM concept to

employees and set plans for implementing it for better performance.

6.5. Research limitations

Dimitrios and Antigoni (2018) identified the study's limitations as potential weaknesses that

cannot be controlled by the researcher and are linked with the chosen research design, statistical




models, and other factors. In this respect, the limitation is considered an imposed restriction

that is essentially out of the researcher’s control and can eventually affect the research results.
These research limitations are as follow:

* Limited access to information about the banking sector as well as limited access to bank

employees

* The choice of sample, as the researcher would recommend choosing a larger model for more
accurate results and better statistical tests to identify the relationship between the variables.

Also, a larger sample could have been more representative of the population.

* The researcher could have used in-depth interviews instead of focus group method, as the
participants of the research did have different perspectives about the TQM factors, which could

have been discussed individually for more in-depth discussion results.
* The researcher did not exploit all the eight factors of the TQM in the research

* One of the main limitations is lack of experience in writing research papers or completing a
thesis and complex studies; therefore, the depth and scope of the discussions are more

compromised in various levels compared to expertise scholars.

6.6. Concluding remarks

The researcher has achieved all the objectives of this research. The first objective was “To
present the current scenario of TQM and service quality.” This objective was achieved through
the secondary data gathered from the journals, articles, and annual and financial reports of the
banks and their websites. The researcher has discussed the importance of TQM and service
quality in the banking sector and its importance and effects on enhancing financial performance
and stability. As one of the essential means of leading and developing the work strategy and
improving performance, Total Quality Management is also seen as playing a pivotal role in
achieving profitability by delivering high-end products and services in the UK banking sector.
The successful implementation of Total Quality Management, according to critical writers as
such as Pushpa (2016), Arora (2009) and Deming (2012). etc., will undoubtedly result in

improved products and services, as well as lower organization expenses and increased customer
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and staff satisfaction, all of which will contribute to the improved financial performance of the

UK banking sector.

The second objective was “To present the current scenario of the financial services industry in
general and specifically the banking sector in the UK.” This objective was also achieved by
conducting the secondary data with the help of recent journals, articles, and annual and financial
reports of the financial institutions and their websites. The Financial Services sector is one of
the largest economic sectors in any region that leads the world in terms of revenues and
capitalization of equity markets (UK Finance, 2019). This sector is recently undergoing
significant transformations because of globalization and the economic climate requiring
fundamental changes to boost competitiveness and achieve business excellence. Finance
services in the United Kingdom and banking services providers in the UK play a vital role in
UK economic and financial activities (Higginbotham, 2019). UK banks generally manage cash
and assets, advise clients, and facilitate fund movement. The researcher has also presented the
threat and challenges posed to the financial sector and its effects on the financial industry,

particularly the banking sector.

The third objective was “To present the impact of TQM and Service quality on employee
satisfaction, commitment and customer satisfaction and organizational performance in the
banking sector.” This objective was achieved with the critical lecturer review and with the help
of qualitative and quantitative data analysis. The researcher has critically presented the
literature supporting the importance of TQM and service quality in the UK banking sector and
analysed and supported the arguments with the data collected with the help of research and

focus groups.

The fourth objective was “To evaluate the implementation of TQM in the banking sector in the
UK and the challenges facing this implementation.” The researcher has achieved this objective
with the help of a literature review by conducting a critical and extensive literature where
notable authors have contributed to the importance and the implementation of the TQM in the
banking sector, such as (Alharth et al., 2017) (Talib et al., 2012) (Jun, 2001), and Mellahi and
Eyuboglu (2001). etc. The researcher has endorsed and backed up the arguments with the help
of data collected and analysed by the customers and the critical position holders working in the
banking sector. The researcher has presented the hypothesis to support the enhancement of the

UK banking sector's performance and financial stability. It can be seen in the quantitative data

analysis outcome that the researcher has rejected all null hypotheses, which proves that the
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researcher has achieved the objective with the help of quantitative analysis. The participants in
the focus group have also stressed the implementation of the TQM practices in the banking
sector and endorsed that the performance of the TQM practices will contribute financially and

help improve the quality of the service in the banking sector.

The fifth objective was “To recommend a new framework for the performance enhancement in
TQM implementation, service quality, financial performance and customer satisfaction.” The
final goals were achieved with the help of quantitative and qualitative data analysis, discussion,
and findings. The researcher has analysed the qualitative data collected by the focus group
working in the banking sector in critical positions have also supported the suggested framework
such as employee focus, rewarding employees, continuous improvement, and effective
communication meticulously improve customer satisfaction and bring financial stability
overall. Research has presented the alternative hypothesis that helped the researcher support the
suggested framework that implementing TQM certainly increases financial performance,
lowers cost, enhances customer satisfaction, and enhances the overall financial performance of
the UK banking sector. A comprehensive study has contributed to the knowledge of the TQM
practices and their direct relationship to improved services, quality, and products in the banking

sector.

6.7. Suggestions for further studies

As with every piece of research, there are numerous ideas for additional investigations about
methodology and application concerns. Based on that, the elements that influence the
application of the TQM may be better described in numerous pathways of future study. The
following proposals for future research
e To further demonstrate the true nature of the findings included in this study in the
future research efforts of the TQM within the various areas, such as production, oil
and gas, health, education, tourism etc. and their link with organizational and national
culture in the UK and around the globe.
e A further extension to this study would be using various tools and models in other
industries for analysing organizational culture using TQM.
Complete research is needed to determine the obstacles to introducing TQM in all UK

banks.




e This researcher hopes this study will inspire and motivate future researchers to

broaden their field of interest to other developing nations and compare and analyse

their findings more extensively.
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Appendix

Participant Information Sheet

1. Research Project Title
The impact of Total Quality Management in banking sector in the UK
2. Invitation You are being invited to take part in this research project.

Before you decide to do so, it is important you understand why the research is being done and
what it will involve. Please take time to read the following information carefully and discuss it
with others if you wish. Ask us if there is anything that is not clear or if you would like more
information. Take time to decide whether or not you wish to take part. Thank you for reading
this.

3. What is the project’s purpose?

The main aim of this study is to present the current scenario of the Total Quality Management
in the Banking sector in the UK as well as the role of service quality in achieving organizational
excellence, it also identifies the implementation of TQM and the challenges that may face this
implementation, with a recommendation of a developed framework for performance

enhancement in terms of service quality, financial performance and customer satisfaction.
4. Why have | been chosen?

You have been chosen because as a bank customer, you have knowledge about the service
quality that has been provided by your bank.

5. Do | have to take part?

It is up to you to decide whether or not to take part. If you do decide to take part you will be
able to keep a copy of this information sheet and you should indicate your agreement to the

online consent form. You can still withdraw at any time. Y ou do not have to give a reason.

6. What will happen to me if | take part?




You will be asked to complete a questionnaire which we estimate will take you 10 minutes.
You may also wish to agree to a follow-up interview to find out more about your approach if

required.
7. What do | have to do?

Please answer the questions in the questionnaire. There are no other commitments or lifestyle

restrictions associated with participating.
8. What are the possible disadvantages and risks of taking part?

Participating in the research is not anticipated to cause you any disadvantages or discomfort.
The potential physical and/or psychological harm or distress will be the same as any

experienced in everyday life
9. What are the possible benefits of taking part?

Whilst there are no immediate benefits for those people participating in the project, it is hoped
that this work will have a beneficial impact on how the service quality can be improved based

on the improvement of employee satisfaction.

10. What happens if the research study stops earlier than expected?

Should the research stop earlier than planned and you are affected in any way we will tell you

and explain the reason.

11. What if something goes wrong?

If you have any complaints about the project in the first instance you can contact the researcher.
12. Will my taking part in this project be kept confidential?

All the information that we collect about you during the course of the research will be kept
strictly confidential. You will not be able to be identified or identifiable in any reports or
publications. Any data collected about you in the online questionnaire will be stored online in
a form protected by passwords and other relevant security processes and technologies. Data
collected may be shared in an anonymised form to allow reuse by the research team and other
third parties. These anonymised data will not allow any individuals or their institutions to be

identified or identifiable.




13. Will | be recorded, and how will the recorded media be used?

You will not be recorded in any way other than your input to the questionnaire without separate

permission being gained from you.

14. What type of information will be sought from me and why is the collection of this

information relevant for achieving the research project’s objectives?

The questionnaire will ask you about your opinions and current practices in relation to the
service quality that you have been receiving from your bank. Your views and experience are

just what the project is interested in exploring.
15. What will happen to the results of the research project?

Results of the research will be published. Y ou will not be identified in any report or publication.
Your institution will not be identified in any report or publication. If you wish to be given a

copy of any reports resulting from the research, please ask us to put you on our circulation list.
16. Who is organising and funding the research?
The researcher herself

17. Who has ethically reviewed the project?

This project has been ethically approved by The University of Wales Trinity Saint David’s

Research Ethics Committee

18. Contacts for further information?

Soumaia Haouimi

Soumysoumaia@gmail.com

+447397020404

I Agree all the terms and conditions and i am happy to participate.
Name:

Signature:




Survey guestionnaire :

Total Quality Management survey questionnaire :

Dear Employee,

We want a feedback on your activities with the banking service provider in order to build a
framework for the quality management and service quality improvement in the banking sector
in the UK.

All responses will be handled anonymously and confidentially. Please reserve 10 to 15 minutes

to complete the survey.

The survey is carried out as a DBA Thesis.

Your name will not be associated with the survey responses.
Thank you, we value the opinion of yours.

1. Age group:

18-25
26-35
36-50
50+

2. Highest qualification level:

Level 1
Level2
Level 3
Undergraduate

Postgraduate

3. Position in the organization:
Short question

4. Name the service provider you are working with:




Lloyds Bank
Barclays Bank
RBS

HSBC bank
Nationwide bank
Santander Bank
Nat west bank
Halifax bank
Metro bank
Bank of England
Societe generale
Other

5. The organization's strategic objectives are visible in your organisation

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

6. Your organization provides opportunity to individuals for career growth and development

within the company

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree




7. The Organization is providing Employee relation support for employees in order to allow

them to assess their skills, communicate their thoughts and ideas and express their opinions in

an open, transparent forum

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

8. You will continue working for the same organization in the next 3 years

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

9. You are satisfied with your job overall

e Strongly agree
Agree
Neutral
Slightly disagree
Absolutely disagree

10. Your Team is an inspiration for you to do your best at your workplace

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree




11. You always receive support from your team at work whenever needed

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

. You always struggle to get information related to decision making at workplace

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

. The organization provides all the possible resources and tools to better duties performance

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

. You have always been encouraged by your seniors, managers to give your best effort

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree




15. You have always been rewarded for your dedication and commitment towards the work

e Strongly agree
Agree
Neutral
Slightly disagree
Absolutely disagree

16. Your opinion is heard and valued by your managers

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

17. You always have been involved in leadership related decisions at your workplace

e Strongly agree
Agree
Neutral
Slightly disagree
Absolutely disagree

. Do you agree going beyond your limit to fulfil certain tasks

e Strongly agree
Agree
Neutral
Slightly disagree
Absolutely disagree

19. Your job makes a positive difference in other’s life




Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

20. You have been trained enough to solve all the possible issues that may face the customers

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

21. You have always been receiving constructive feedback from your managers

e Strongly agree
Agree
Neutral
Slightly disagree
Absolutely disagree

22. The work environment helps you strike the right balance between your work life and

personal life

e Strongly agree
Agree
Neutral
Slightly disagree
Absolutely disagree

23. Your job has always been causing you an unreasonable stress




Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

24. All the team members are being treated equally

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

25. The organization has fair policies for promotion for all employees

e Strongly agree
Agree
Neutral
Slightly disagree
Absolutely disagree

26. The bank top management has always been analysing the situation of the bank and

comparing it with the other competitors in order to improve the service quality

e Strongly agree
Agree
Neutral
Slightly disagree
Absolutely disagree




27. The top management are directly and indirectly monitoring the communication between the

customer and the employees

e Strongly agree
Agree
Neutral
Slightly disagree
Absolutely disagree

. The Top management has a long term plan for service quality enhancement

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

29. The bank management has tools and methods to keep up with the changes in customer needs

e Strongly agree
Agree
Neutral
Slightly disagree
Absolutely disagree

30. The bank Management and employees always have plans and corrective actions for work

mistakes

e Strongly agree
Agree
Neutral
Slightly disagree
Absolutely disagree




31. The top management has plans for financial cost minimization

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

. The bank has a program to analyse the activities required to provide the service

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

33. The bank staff are always listening to customers complaints and they are able to provide

immediate solutions

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

34. The bank is collecting customer survey in order to identify the customers needs

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree




35. The bank staff are handling the customer’s problems promptly

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

36. The Top management has introduced the concept of TQM to their employees

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

37. The Bank employees believe that the TQM has an impact on the organizational success

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

38. The Top management believes that the employee engagement is a critical success factor for

TQM implementation

e Strongly agree
Agree
Neutral
Slightly disagree
Absolutely disagree




39. The bank management has developed the organisational structure to suit the concept of the

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

. Training and development of staff is integral to effective TQM implementation

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

. The TQM main aim to increase the level of customer satisfaction

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

42. Suggestions for employee's engagement and satisfaction improvement

(Short Answer)

The SERVQUAL survey questionnaire (customer service quality questionnaire)




Dear Customer,

We want feedback on your activities with the banking service provider in order to build a
framework for the quality management and service quality improvement in the banking sector
in the UK.

All responses will be handled anonymously and confidentially. Please reserve 10 to 15 minutes

to complete the survey.

The survey is carried out as a DBA Thesis.

Your name will not be associated with the survey responses.
Thank you, we value the opinion of yours.

1. Age group:

e 18-25
e 26-35
e 36-50
o 50+

2. Name the banking service provider you have an account with:

Lloyds Bank
Barclays Bank
RBS

HSBC bank
Nationwide bank
Santander Bank
Nat west bank
Halifax bank
Metro bank
Bank of England
Societe generale
Other




3. How long have you been with the service provider:
e Lessthan three years

e More than three years

4. The service been provided as promised:

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

5. Dependability in handling customers' service problems:

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

6. The service provider is performing the services right from the first time:

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

7. Services were provided as promised:

e Strongly agree
o Agree




e Neutral
o Slightly disagree
e Absolutely disagree

8. The service provider-maintained error free records:

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

9. Customers were always informed about when the service will be performed:

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

. Prompt service is being provided to all customers:

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

11. They are always willing to help the customer:

e Strongly agree
e Agree

e Neutral




o Slightly disagree
e Absolutely disagree

12. The service provider is always ready to respond to customer query:

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

. The service provider is always making customers feel safe in their transactions:

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

. Employees have the Knowledge to answer customers questions:

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

. The customers were given individual attention:

Strongly agree
Agree
Neutral

Slightly disagree




e Absolutely disagree

16. Employees understands the needs of their customers

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

. Convenient working hours

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree

18. Visually appealing facilities

e Strongly agree
Agree
Neutral
Slightly disagree
Absolutely disagree

. Employees have a neat, professional appearance

e Strongly agree

Agree

Neutral

Slightly disagree
Absolutely disagree




20. Visually appealing materials associated with the service

Strongly agree
Agree

Neutral

Slightly disagree
Absolutely disagree




Quialitative data Transcripts

The Total Quality Management

The researcher has explained to the participant the research aim and the contribution of the
research, she also explained the concept of Total Quality management and the practices that
will be focused on in this study, as well as explaining the service quality and its dimensions and
provided financial figures for the organisations for the last three years in order to be able to
obtain a clear image of the topic studied. First of all, all of the participants have confirmed that
the Total quality management practices are significant elements in the banking sector and the
top management should shed more the light on these practices in order to be able to compete in

the national market and they should also, give greater emphasis to enhance the service quality.

Question 1: To what extent do you believe that the continual improvement practice is being
implemented in your organisation, knowing that this practice includes providing opportunity to
employees for career growth, having plans and corrective actions for work mistakes, also,
having plans for cost minimization, having programs for activities analyses as well as providing

resources and tools to employees for better duties performance?
Answer 1:

* HR Assistant Manager: We always provide opportunities to our employees to grow within
the company, adding to this point, we would rather hire internally to minimize the costs of

external employment and the costs of training and minimizing the possibility of work mistakes.

* Branch manager: | agree with this point and i would like to add that we have provided all the
possible resources and tools to our employees in order to better the performance of the branch
and as managers we also have a duty of monitoring and analysing the employee’s activities in

order to identify what went wrong and work a plan for future enhancement.

* Customer service advisor: | believe that the career progression plan for employees is on a

slow pace and the organisation might be required to speed up the process.

Question 2: To what extent do you believe that the customer focus practice is being adopted in
your organisation, knowing the fact that this practices mainly focuses on listening to customer’s

complaints and providing solutions, handling the customer's problems promptly, making a




positive difference in other's life and finally, collecting surveys to understand the customers'

needs?
Answer 2:

* Customer service advisor: Customers are the heart of our business strategies and plans and
we always endeavour to understand their needs and their complaints and strive to improve our

services.

* Quality Management assistant: our main aim is to provide easier, faster and high quality

products and services to our customers and we always make every effort to improve their lives.

* Branch manager: We always try our best to handle the customer’s complaints promptly to
some extent, however, some type of complaints has to be dealt with by the customer service
department of the bank's headquarter in order to avoid any complications at the branch and
some difficult cases can be dealt with by the financial ombudsman, which might take months

or years for it to be sorted.

Question 3: To what extent do you believe that the employees focus practice is being adopted
in your organisation, knowing that this practice includes the overall job satisfaction, training
and education of the staff, employee relation support, communication, the work environment,
work-life balance, the stress caused by workplace, salary and fair promotion policies and

involvement in leadership decisions?
Answer 3:

* Customer service advisor: | have received intensive training by my managers, who made sure
that i am meeting every standard and fit for the position before starting the job. i believe training
is significantly beneficial for employees in terms of keeping them aware of the updated systems
in the banking sector and making them aware of the organisation’s policies and improving their

skills and performance, thus, their overall customer service.

* HR Assistant Manager: We believe that Training is essential for any position in the

organisation and we often allow two weeks training for all the employees as well as directly

monitoring their activities to be sure that they are delivering error-free service. Obviously,
Training helps improving the performance of the employees and provide them with the
important knowledge required for the role, as well as equip the employees with the required

information needed to support customers with their queries and solve their issues. Training also
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allow us to assess the abilities of our employees and their fit for the position, as well as identify
their strengths and weaknesses, in several occasions we had to move our staff between three to

four department to check their suitability for the position.

* Branch manager: Employees should meet the required level of education before being hired.
Training is important for us as an organisation, therefore, we make sure that we train our staff
for the position they will be starting and the training differentiate from one department to
another whether it is in customer service department and direct transaction, credit or loan and
mortgage department, finance and audit department, IT department or operations

transformations, banking consulting, or even wealth management department.

* Sub question: To what extent does your organisation provide the employee relation support,

and discuss further about the communication level at the workplace and the work environment?

* HR Assistant Manager: Our HR department is overseeing the employee relations policies,
procedures and programs and we always try to improve our employees satisfactions and
maintain a positive and healthy work environment by working directly with the representatives
of the staff and ensuring a good relationship between the employees and employers .We do also

have Anti-harassment and bullying policies that protect employees.

* Branch manager : We endeavour to work in a fair and transparent environment and support
our employees via communication. Also, we constantly show gratitude to our staff and provide

a constructive feedback in order to build their trust and loyalty .

* Financial analyst : | believe our HR department are strictly handling the employees relation
issues, as i remember once i was violated by one of the managers in the branch, i then raised an
official discrimination complaint to the HR department and i was called for an investigation

meeting and i was apologised to and compensated for the issue caused.

* Customer service advisor: | agree with my colleagues in terms of the employees relation
support, however, i have a slightly different view in terms of the communication and work

environment, as i think that we are having lack of communication issues between the employees

and employers in some of our departments as such as the customer service and IT department

and this issue has been causing stressful environment and dispute between the co-workers our

workplace.




* Quality Management assistant: In my personal opinion, our organisation is constantly
working on the employees relation support and tries to maintain a positive working environment
and communicate with the employees, however, there will always be a heated discussion
between the employee and employer, which can be simply handled by having one-to-one
conversation and each party can try to understand the needs of the other party, these simple

steps can help handling the issue and avoid further misunderstanding or gossips at workplace.

* Sub question: To what extent do you thing employees in your organisation are able to have
the work-life balance and how are they managing the stress caused at workplace? also please
discuss further about your opinion in relation to the salary, fair promotion policies and

employees involvement in leadership decisions?

* Financial Analyst : | believe working in a financial service organisation is stressful itself, as
any mistake made can cause the organisation a fortune. In regards to the stress caused at
workplace, i believe the level of stress is depending on the working department as i believe the
Finance and IT departments are the most stressful departments followed by the loan, mortgage

and credit department.

* HR Assistant Manager : Working in any type of organisation can be stressful and our
employees are being trained on how to handle stressful situations and get over it with lowest

mistakes. Our employees are able to balance their work-life routine with our convenient

working hours and national holidays as well having the benefit of sick pay, maternity leave,

paternity leave and adoption leave adding to this, the other benefits and discounts that our
employees are receiving from the organisation, in addition to the fair promotions that we

provide to employees every one year or every six months, depending on the available vacancy.

* Branch manager: In terms of salary and fair promotions, i believe our employees are being
paid fair salaries comparing to the working hours, also, as my colleague has mentioned, they
have been receiving several other benefits and paid holidays. In terms of involvement in
leadership decisions, we always try to guide the employees and train them on making decisions,
however, it is essential to consult and involve the management in risky decisions to avoid any

complications in the future.

* Customer service advisor: | disagree with their point of view, as i think that the employees
are not being involved in leadership decisions, we are always advised to involve our managers

in every decision we try to make. Also, i think salaries are quite low and needs to be increased
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to be convenient for the cost of living. the employees' salaries start from 16K for full time
position, which i believe it is not fair for the level of stress that some employees in the customer
service department can go through on a daily basis, adding to that said, the bonuses and benefits
are only for full time employees. Furthermore, the promotions in our organisation are on a
yearly basis and sometimes are unfair. The management along with the HR department might
need to overlook the employee's salary and the promotion policies for the customer service

department to gain employees satisfaction and loyalty maybe.

* Financial analyst: I do agree with this point of view, as i believe that the customer service
department is the less valued department in the organisation, although they are the one
representing the organisation. The organisation might need to re-evaluate their salaries to meet
the living expenses, as it is difficult to build a family with such low income. Also, i would like
to add that sometimes the organisation does not follow fair promotion policies and

recommendation and favouritism are involved in the promotion system.

Question 4: To what extent do you think that the top management focus practice is being
adopted in your organisation, knowing that this practice includes presenting the top managers
the strategic objectives to their employees, analysing the situation of the bank and comparing it
with other competitors in order to improve the performance, managers monitoring the
communication between the employees and customers, managers providing constructive

feedbacks to their employees and always encouraging them to give their best effort and always

treating them equally, managers having long term plans for service quality enhancement,

managers hearing and valuing the employee's opinion.
Answer 4.

Sub- question: First of all, what is your opinion in the management presenting the strategic
objectives to their employees, analysing the situation of the bank for performance enhancement,

having long term plans for service quality enhancement in your organisation?

* Branch manager: We mainly present the organisation's mission, vision and objectives during
the hiring interview, we also, provide further insight about the strategic objectives of the
organisation during the training provided to employees, we also highlight our expectations from
the employees in order to provide a clear understanding of the position requirements. Also, the

management of the branch normally have a monthly meeting to evaluate the performance and




compare it with the performance of the other branches and suggest action plans for

improvement.

* financial analyst: We are required to provide monthly financial analysis to the management
to discuss the performance of the branch, normally these analysis helps the branch to identify

the defects and try to suggest plans for enhancement.

* Customer service advisor: The management usually present the mission, vision and objectives
of the organisation and the job expectations during the training that is provided to the employees
after joining the organisation. They are also analysing the activities of the branch's staff on a
weekly basis and they usually arrange meetings for performance improvement and sometimes

they suggest urgent meetings if it is required.

Sub-question: How about your opinion in the top management monitoring the communication
between the employees and customers, also, the top management providing constructive
feedbacks to their employees and always encouraging them to give their best effort and treating
them equally and the top management listening and valuing their employee's opinion in your

organisation?

* Customer service advisor: Our top management are directly monitoring our communication
with the customers and are always ready to involve in situations, if required. In terms of
providing feedbacks, weekly meetings are arranged with the branch staff to discuss their
performance individually sometimes and action plans are set to improve the performance if
required. Also, we constantly receive feedbacks from our top managers whether it is positive

or negative and we are always directed by them.

* Branch manager: We always try to provide constructive feedbacks to our employees and try
to encourage them to enhance their performance. We also, follow the rule of leading by example
and we constantly listen to our employee’s opinions and their suggestions and we try to imply

it, if it is aligned with our mission, vision and objectives.

* HR Assistant Manager: We sometimes request the employees to write anonymously their

suggestions and opinions and we collect them to get better understanding of the situations and

work it out with the employees in order to improve their performance.




* Financial Analyst: All of our employees are continuously being encouraged by our managers
to provide better performance, however, i do not think that we were all treated equally by the

top managers.

* Customer service advisor: As i have previously mentioned in regards to the equal treatments
of the employees, i do not think that the employees are being treated equally and the favouritism
of the managers is always involved. | also believe that the voices of the bottom line employees
are not being heard enough and their opinions are not being considered or valued in the
organisation, although they are the main representatives of the organisation. | suggest listening
to their suggestions as they are the ones who understands the customer's needs better than any

other department.

Question 5: Have the Total Quality management concept been introduced to the employees in
your organisation, meaning that it was presented to employees as a tool for customer
satisfaction with explanation for the importance of this concept to the organisation's success
and how the implementation of this concept can enhance the organizational performance, as

well as, training and developing the staff for effective TQM implementation?
Answer 5:

* Quality Management assistant: The Quality management is being introduced in the

organisation Not in a scientific way but instead it has been introduced as a set of practices that

the organisation follows and train the employees to master it in order to achieve the required

results... the quality management has always been linked to the organizational success,
efficiency and effectiveness. The organisation has also been introducing the 1SO standards to
its employees, which is being employed in the UK banks as an effective quality improvement
system and it has proven its efficiency. We have also recently introduced the 1SO 20022 for

better customer payment's experience.

* Branch manager: | have studied about the Quality management concept in my bachelor’s
degree and i can confirm that studying the phenomenon is completely different from the
implementation of the practices and i believe that some of the quality management practices

are being implemented in a practical way but not being introduced in a scientific way.




The Service Quality

The second theme that was discussed with the participants is the service quality in the banking
sector in the UK. Firstly, the author introduced the service quality concepts and the six
dimensions, which are the assurance, the competence, the empathy, the reliability, the
responsiveness, and tangibles. The researcher then discussed different areas of the service
quality with the participant, these areas are the level of service quality in the organisation, the
factors that are affecting the service quality and customer satisfaction and the practices followed
by the organisation to understand the customer needs and the steps followed for customer's

experience enhancement.

Question 6: What is the current scenario and level of the service quality in your organisation
and in your opinion what are the factors that are affecting the service quality and customer

satisfaction in your organisation?
Answer 6:

* Branch manager: The service quality level in our organisation is pretty good and we are
aiming to boost it and reach higher number of customers. | believe that the level of service
quality depends highly on the service provider, their competences and their level of empathy
and it also depends on the customer type, whether it is a business or individuals, as well as the
type of service requested, whether it is a daily transaction, loan, mortgage or credit service,
wealth management service and so on. As in some cases the employee has to show their
empathy to customers, however, in some cases the employees have to be extremely professional

and avoid side talks with the customer.

* Customer service advisor: Personally, i believe that the service quality is being affected
directly by the employee’s energy and their level of responsiveness, especially the customer

service staff.... as sometimes our employees provide the full required service, however, their

energy directly affects positively or negatively the customers, thus, their level of satisfaction.

Question 7: What are the practices that your organisation follows to understand the customer’s

needs?




Answer 7:

* Branch manager: we normally send surveys to our customers to request their opinions about
the service provided and in order to identify what went good and what went wrong and request
their suggestion for better service performance in the future. | believe also that the survey is
being displayed in the virtual banking to allow customers to express their feeling. We also take

our customers complaints and suggestions into consideration and try to work it out.

* HR Assistant Manager: Most of the UK banks are providing customer support over phone,
online and via social media and that support is helping the organisation magnificently to
understand the customers' needs and their expectations and support them accordingly... we also

do read the customers reviews and take them into consideration.

Question 8: What are the steps followed by your organisation to enhance the customers

experience and exceed their expectations?
Answer 8:

* Quality Management assistant: As it has been previously mentioned we have adopted the ISO
20022 to improve the payment experience for our customers, also, we are available in social
media platforms to allow customers to reach out to us with their queries and support them in
every possible way and at any time needed, furthermore, we have customer service support

team over phone, which is available 24/7.

* Financial Analyst: We provide financial and advisory support to our customers and
particularly the small business owners, which allows them to see the bigger picture and help
themin developing cash management plans to maintain the cash flow budget. We also introduce

them to the insurance products and risk management tools.

* Branch manager: We have a branch in every borough in London, which allows to be reached
out by customers so easily and our working hours are convenient, i also believe that all of our
branches does have the self-service options, where the customers can deposit cash, or cheques

or even withdraw the money with no need to deal with the bank staff.

* HR Assistant Manager: We always try to empower our staff and provide them with all the
needed information and resources to be able to serve the customers and handle the interaction

and sort out the issues that can be faced. We always prioritize training our staff and we believe

that it is the ultimate way to enhance the customer experience and achieve business excellence.
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* Customer service advisor: We always try to provide the highest level of security to our
customers by using the most advanced financial technologies, where customers can ensure that
they are making their online transactions safely. We also try to customise our provided service
and personalise our financial solutions to fit the customer's needs and requirements, for instance
we have customers that require certain questions to be asked before making any transactions,
or they might require a text message to be sent to the customer's mobile number to confirm the
transactions before making it, all these notes have been added to the customer's account and it

is available to be read when it is accessed by the supporting staff.

* Branch manager: | would like to add that several UK banks does provide loyalty cards and
rewarding programs to its customers, as such as the rewarding programs for the credit card
users, also, the loyalty programs of cash back, which requires the customers to subscribe from
their online banking account to the retailers and once the products are being purchased, the
customers will be able to receive cash back rewards, adding to that, the points that can be
collected with every purchase using credit card, which can be redeemed as a travel reward, gift
reward, student loan payment or mortgage payment. In addition to the refunding policies of the
products bought by the customers. Also, some of the UK banks encourage its customers to

recommend people to switch their bank and both customers will be rewarded with instant cash.

The financial performance

The third theme that was discussed with the participants is the financial performance of the

banking sector in the UK. Firstly, the author introduced the financial performance concept and
the financial performance indicators, the researcher then discussed with the participants the
different practices of the total quality management and the service quality dimensions and its

impact on the financial performance of the UK banks.

Question 9: In your opinion, Do the previously mentioned Total Quality Management practices

have an impact on the financial performance? Please justify your answers.

Answer 9:

* Branch manager: | personally think that all the mentioned practices affect directly the

financial performance of the bank, for instance, focusing on the employees needs will increase
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their productivity, similarly, focusing on the customers' needs and expectations will lead to
customer satisfaction and continual improvement in products, services and technology will lead

to better practices, thus, better financial performance.

* HR Assistant Manager: | agree with this opinion, the Total Quality management practices
have a direct impact on the financial performance of the bank, however, in my opinion, the
impact differ from one practice to another, as i believe that employee focus practices have the
highest impact on the financial performance, for example, lack of training or work mistakes can
cost the bank a fortune and can affect the reputation of the bank as well as can cause scandals

in the marketplace, which will lead to financial loss alongside with the loss of customer trust.

* Customer service advisor: Personally, i believe that customer focus practices and employee
focus practices have the highest impact on the financial performance of the bank, also, the
financial services organisations are customer based organisations and the main focus of these
organisations is the customer and therefore, it is important to focus on their needs and
expectations and utilising the available resources to provide high quality products and services,
which will eventually increase the number of customers and financial income and profits of the
bank. On the other hand, i believe that training and educating the employees as well as fulfilling
their needs will affect their performance and their productivity, which will ultimately affect the

financial performance of the organisation. 1 also think that continual improvement and new

technologies does attract the customers and affect the financial performance of the bank,

similarly, having a quality top manager, who can lead the bank to success and can set effective

action plans has a magnificent effect on the financial performance of the bank.

* Financial Analyst: I think that all the previously mentioned practices have an outstanding
impact on the financial performance, particularly, the leadership and manager’s practices,
which does affect the organisation as a whole, from the employees to the customers,
organizational progress and its financial performance. We have heard throughout the years
about the corruptive managers, who have ruined the reputation of their organisation, and have
caused massive financial losses and have broken the trust of their customers. On the other side,
we heard also about top managers, who led their organisations to financial success and boosted

their profit and have provided equality to their employees.

* Quality Management assistant: | personally believe that the financial performance of the

organisation depends mostly on the quality of the provided services and products and the




advanced technologies provided and the competitive advantage that the organisation have and

its ability to sustain in the marketplace.

Question 10: In your opinion, Do the previously mentioned Service quality dimensions have an

impact on the financial performance? Please justify your answers.
Answer 10:

* Branch manager: Similarly, to the Total Quality management, i believe that the service quality
dimensions have different impact on the financial performance of the bank, as i believe that
having competent employees with high level of empathy and responsiveness will eventually
affect the quality of the service or product provided and will eventually affect the customer

satisfaction, thus, the financial performance of the organisation.

* Customer service advisor: | think that all the dimensions have an equal impact on the financial
performance, for instance, the competences of the employees are highly affecting the financial
performance alongside with the level of empathy, reliability, the level of assurance and
responsiveness of the employees, as well as the tangible resources and advanced materials and
appearance of the organisation and staff that does directly impact the customers satisfaction and

in the long run will also affect the profits and income of the organisation.

* Financial analyst: | reckon that the dimensions that are highly impacting the financial

performance are the employee’s competences and their level of responsiveness, as the bank is

a financial service organisation and employees in such organisations are required to be

extremely professional and avoid involving their feelings and empathy to sort out financial

matters.
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