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AR PR by 50528t Gryna, 1980)

-\ :(Manufacturing-based approach) guail Slo adadl Jaaal
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Source: Garvin, managing quality, 1988, p-37.
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Top and Middle Managers’ Attitudes in Suadi

Banks Towards Total Quality Management
“Empirical Study”

Prepared by:
Naif Jazza’a Al-Hathal Al-Anazi

Supervised by
Dr. Jamal Abu-Doleh

Abstract

The study aimed mainly to know top and Middle Mangers® Attitudes in
the Commerical Banks in the kingdom of Saudi Arabia (KSA) Towards the
application of total quality management (TQM) in general, and for each one
of it’s elements (leadership and management, strategic planning for quality,
quality results, continuous improvement, customer’s focus, participation &
teamwork, quality processes, and development & management of human
resource, in addition to recognizing important expected benefits from its
application, and knowing the obstacles that hinder the application of this

program.

Furthermore, the study aims at recognizing the statistical differences
~ between the level of TQM application, the expected benefits and the
obstacles, related to the personal and institutional characteristics.

Finally, this study aims at analyzing the relationship of TQM elements
with the expected benefits, banking industry structure, and the obstacles of

the application.'
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The population of the study was made of all Commericial banks in KSA,

which are (10) banks. The sample of this study includes (7) bnaks. The data

were collected by a questionnaire prepared for this purpose. Distributed

questionnaires were (390), and (297) of them returned, that were usable with a

responding percentage of (76.15%).

The data wer analyzed using the suitable statitics in the statistical

package of social scienes SPSS.

The study reached many results among them:

1-

5-

Managers of these commercial banks reflected differing levels of
understanding of what TQM actually is. Managers were also

confuse TQM with quality Assurance and product quality.

The managers demonstrated high level of TQM application, in
general.
The study showed that the attitudes of the managers regarding the

elements of TQM were with high application range exception the
the elements related to participation & teamwork, quality
processes, and development and managerment of human
resources since the attitudes of these element were with moderate

application range.

There is a high recongnizing of the expected benefits of the
TQM, and the most important benefits are: improving the bank
reputation, increasing the bank profitability and increasing

customers’ satisfaction level.

The obstacles level for applying TQM is moderate, and the most
important  obstacles are: the difficulty of change the

organizational culture according with the requirments of TQM.
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6- Statistical differences are founded in the level of TQM
application related to managerial levels, educational levels and

the type of ownership.
7- No statistical differences are founded in the level of TQM

application related to age and experience’s period.

8- There is a significantly postive correclation between each one of
TQM’s elements and expected benefits, banking industry

structure.

The study presented some recommendation, and conclusions, in light of

its results.
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