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ABSTRACT : The research was conducted to explore the effects of total quality management (TQM) 

implementation on bank financial performance in the Gambia. Literature review reveals that the implementation 

of TQM practice by banks in the Gambia is still at rudimentary level or nearly non-existent in most banks in the 

Gambia. Exploratory research was used in order to have a better and deeper understanding of the research 

problem. Furthermore, since the problem was hardly studied, the research of an exploratory nature was required, 

which enabled the development of clear objectives.  A sample size of 323 bank employees were selected in this 

research. However, of the sample size, 220 respondents were used for data analysis. The findings of this study 

revealed that implementation of TQM practices leads to high financial performance. The outcomes furthermore 

showed that the banks should start a company’s wide perception of TQM implementation through management 

commtment employee training, continous improvement and quality control measure. These actions will enhance 

the implementation of the TQM and thus, improve banks’ financial performance. 
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I. INTRODUCTION 

 This paper begins with a brief review of global position of Total Quality Management (TQM) and the 

effects of implementation by the banking industry, followed by a review on performance practices of the 

Gambia banking industry[1]. Total Quality Management (TQM) is concerned with all aspects of an 

organization's operations [1],[3]. Researchers place a high value on improving organizational performance in 

order to compete in today's global marketplace[1], [4]. Implementing TQM practices in manufacturing and 

service organizations helps them gain a competitive advantage by driving innovative solutions and identifying 

the factors that play a significant role in successful changes as well as cultural development [5],[7]. Due to 

tough competition, a dynamic environment, and rapidly changing customer behavior, business operations are 

critical these days [8],[10]. It has become necessary for every organization to maintain its market position; it 

must cope with innovative and productive practices. That is the motivation for implementing TQM practices in 

order to thrive as well as survive rather than gaining a competitive advantage[3]. TQM emerged in 1980 and has 

since enriched management concepts, allowing researchers to investigate modified and new ways to improve 

organizational performance around the world [11],[13]. 

Ishikawa, Feigenbaum, Deming, Juran Taguchi, Crosby, Groocock, and others are quality management 

gurus who bring new ideas to maintain high quality standards[14],[16]. It has also been observed that many 

contributions made by researchers are simply theory building. As a result, TQM practices within organizations 

are still rudimentary, despite extensive research on the subject [16]. Furthermore, the global market has 

implemented quality measures all over the world, demonstrating a positive attitude toward TQM [15]. TQM was 

once thought to work in tandem with operations management, but this notion has since been disproven [5]. 

TQM has emerged as a distinct discipline and is gaining traction. Many organizations are now involved in 

establishing and implementing various TQM practices in order to achieve their goals within their given 

circumstances and cultural contexts[5], [6], [11]. It can also be stated that TQM strategy is not uniformed; 

rather, each organization strives to develop it in accordance with its own needs in order to achieve the desired 

results [5]. 
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II. PROBLEM STATEMENT 
 Banks in the Gambia face numerous challenges that affect their service delivery in terms of quality to 

their customers, which include, among other things, the following: low level of financial intermediation due to 

commercial banks' appetite for holding government securities, literacy level, market power, bank size, liquidity, 

capital adequacy, regulations, bank location and profitability, credit risks, earnings, GDP, and inflation [17]. The 

banking infrastructure in the Gambia fraught with frequent power outages, as well as high data tariffs and 

interruptions in internet services, which hinder businesses' operational efficiency. Telecommunications 

operating costs remain high, and services are slow and prone to outages due to ongoing maintenance [18]. 

Furthermore, The Gambia's banking sector has faced challenges ranging from slow service delivery to 

managers' lack of knowledge/commitment to TQM, low employee training on customer service, issues of 

continuous training, and inadequate or not absent quality control measures (Personal communication, GT bank 

Manager, 2023). Furthmore, more challenges include stiff competition, regulatory and supervisory issues, global 

market impacts, local macroeconomic constraints, and growth challenges [19]. Thus, the purpose of this study 

was to investigate the Effects Of Total Quality Management (TQM) Implementation On Bank Performance in 

The Gambia. 

 

 

III. LITERATURE REVIEW 
3.1        Financial Performance 

Financial Performance is a measure of how much a company's ability to create profit, profit or revenue. How to 

measure the company's financial performance in creating profits, especially companies in the financial industry 

such as Banking. This can be viewed from the financial statements. The financial statements consist of; (a) 

Balance Sheet, (b) Income, (c) Cash flow, (d) Changes in capital [20]. In this study, financial performance is 

measured in tems of efficiency, growth, and profit. 

 

3.2        Top Management Commitment 

 Employees who work in an environment where management is not committed to service excellence 

cannot effective in handling customer needs and grievances. Unless management is fully committed to service 

excellence, any efforts made by such employees are doomed to fail from the start [21]. Because employees play 

a vital role in the service delivery process, service firm management should view their staff as strategic partners 

in the delivery of service quality and the retention of satisfied and loyal customers [22]. Mistakes and failures in 

service delivery, on the other hand, are inevitable. As a result, service providers must strive to do things very 

right at all times. Otherwise, service failures have a number of negative consequences (for example, customer 

dissatisfaction, negative word-of-mouth, and decreased repurchase behavior) [23]. According to[22], 

management desires and good intentions are meaningless if employees do not perceive them to be such. Top 

management commitment aids in the development of employee trust.[23], [25]. Top managers must always 

focus on developing employees' skills and capacity by enrolling them in training programs that are specifically 

designed to increase productivity and quality of goods and service.  According to studies, leaders who 

demonstrate commitment to their organizations perform better [26]. By being committed, their followers 

emulate the behavior that leads to the organization's success [25] According to Karim and  Qamruzzaman 

(2020), transformational leaders who are able to develop trusting interactions by doing what they say they will 

do succeed more.They set a good example by being committed in achieving superior financail performance. 

Managers can demonstrate their commitment to the organization and its people by contineing their commitment 

to implementation of TQM for ultimate superiro financial performance [21].Therefore, arising from these 

discussions is hypothesis (H1) was proposed:  

 

H1. There are positive and significant relationship between management commitment and bank firm 

performances  

 

a. Employee Training 

 Training involves activities including participation, mentoring, and peer participation and cooperation 

[27]. This aims at developing teamwork and team spirit that improves performance at both personal and 

organizational levels. Superior job performance results from self-efficiency. Training entails systematic 

intervention that improves the performance of individual employees on their job [28], [29]. It focuses on 

necessary skills that aim at achieving the bank’sobjectives and goals. Banks that have satisfied employees have 

better organizational performance[29]. According to several researchers, as the world continues to become a 

global village, various businesses face both environmental uncertainty and new challenges [29]. This is reason 

for banks to invest in their employees through effective training and development programs to provide them 

with the capacity to do their jobs[28]. Employees can easily handle uncertainties through the programs, for 
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example, by making effective decisions. This strategy allows the bank to stay competitive in the industry. 

Effective training programs benefit banks by developing and maintaining employee capabilities, retaining 

talented employees, and increasing workforce flexibility[30]. Banks with structured training and development 

programs demonstrate commitment to their employees and boost employee morale. They gain a competitive 

advantage in the banking industry as a result of improving employee performance, which ultimately improves 

organizational productivity such as financial performance[28]. Therefore, arising from these discussions is 

hypothesis (H2) was proposed:  

 

H2. There are positive and significant relationship between employee training and bank firm performances  

 

 

b. Continous Improvement 

 Continuous improvement (CI) is a quality philosophy that assumes that further improvements are 

always possible and that processes must be re-evaluated and improvements implemented on a regular basis [31].  

CI also seeks small improvements in processes and products in order to improve quality and reduce waste [31]–

[33]. CI also includes the belief that an organization should constantly measure the effectiveness of its 

operations and strive for more challenging goals in order to satisfy its customers [31]. CI is defined as an 

ongoing effort to improve products, services, or processes [34]. These initiatives can aim for 'incremental' 

improvement over time or 'breakthrough' improvement all at once. The role that continuous improvement plays 

in improving quality, customer satisfaction, employee engagement, and productivity is evident in literature [31], 

[32]. CI is essentially a "never-ending" qualitative journey whose main focus, according to Deming's teachings, 

is to refuse to accept the current way of doing business as the best way, even if it is profitable [31]. CI entails 

simplification and improved customer service through greater empowerment of individual employees and less 

bureaucracy in the workplace [15], [16]. CI will, in essence, operate in all industries, from manufacturing and 

distribution to purely service industries [31]. Every industry, including banking services, has a basic structure or 

set of basic economic and technical characteristics that give rise to competitive forces. A company's strategy can 

either strengthen or weaken its position in the industry [33].Therefore, arising from these discussions is 

hypothesis (H3) was proposed: 

H3. There are positive and significant relationship between continuous improvement and bank performance 

 

c. Quality Control 

 A myriad of scholars have studied the relationships between quality control practices and the effects of 

these practices on performance, but the results are inconsistent and contradictory among scholars [35]. These 

findings indicate that there is a positive relationship between quality control practices and firm performance, as 

well as other variables such as product quality, product and process performance, perceived quality, quality 

drivers, lower costs, more satisfied customers, and improved financial performance[35]. A large body of 

literature emphasizes the positive impact of quality management practices on performance[35], [37] , but others 

have found no relationship between quality management practices and performance[35]. As a result, quality 

control management is critical to an organization's productivity and performance. As a result, it appears that 

quality practices are critical for banks' long-term survival. Therefore, arising from these discussions is 

hypothesis (H4) was proposed:  

 

H4.  There are positive and significant relationship between quality control and bank performance 

 

IV. RESEARCH METHOD 
 

 

4.1          Research Design  

 

This study was carried out using a survey design. This study attempted to test the relationship between variables 

by collecting data and tabulating their frequencies or interactions [38]. The study's goal was to gather 

information from respondents about their perspectives on the impact of TQM on commercial banks' financial 

performance. The study's target population included 2034 top and middle-level managers and other employees 

from Gambia's commercial banks. The total sample size of 323 employees was deemed adequate because they 

were the ones who implemented and improved TQM practices. 

 

4.2          Sampling Design  

The sampling plan for the study describes the sampling unit, sampling frame, sampling procedures, and 

sample size. Accordign to [39], a sample size between 300-500 is sufficient to represent a target population. The 
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researcher used a sample from the population 3034 of bank employees using stratified random sampling, thus, 

the sample size for the study was 323 people. 

 
The study relied on primary data. Closed ended questionnaires were used to collect data from 

respondents. The questionnaire was distributed using a proportional formula. As a result, each respondent in 

each bank received the exact same set of questions. The respondents were informed of the purpose of the study 

and assured of their confidentiality.  

 

a. Data Analysis  

The data obtained for this study was arranged chronologically in relation to the questionnaire outline to 

ensure that the correct code is entered for the correct variable before being cleaned and tabulated. The tabulated 

data was analyzed with the help of the structural Equation Modeling-Partial Least Square (SEM-PLS) This is a 

Based on the predictive power of the framework SEM-PLS was used to evaluate the relationship between the 

independent variables (top managemen commitment, employees training, continous improvement and quality 

control)  and dependent variable (financial performance).  

 

V. FINDINGS 
 The SEM-PLS software was used to determine the possible relationships between top management 

commitment and financial performance, employee training and financial performance, continous improvement 

and financial performance and quality control and financial performance. From the analysis, there was a 

significant positive correlation between top management commitment and financial performanc which was 

statistically significant Results shows (β = 0.617, t-value= 11.671, p-value = 0.000). Based on the results 

obtained, P < 0.05, hence H1, was supported; thus, top management commitment does have a positive and 

significant relationship with financial performance;  

Results shows (β = 0.322, t-value= 8.114, p-value= 0.000). Based on these results obtained P < 0.05, 

hence H2 was supported; employee training does have a positive and significant relationship with financial 

performance;  

Results shows (β = 0.019, t-value = 2.186, p-value= 0.031). Based on the results obtained, P < 0.05, H3 was 

supported; contiunous improvement does have a positive and significant relationship with financial 

performance; 

Results shows (β = 0.017, t-value = 2.176, p-value= 0.001). Based on the results obtained, P < 0.05, H4 was 

supported; quality control does have a positive and significant relationship with financial performance.  

 

The discriminant validity of the reflective measurement model was also assessed using Fornell and 

Larcker’s  criteria [40]. According to Fornell and Larcker, discriminant validity is established when correlation 

estimates are compared with constructs and the square root of the average variance extracted of the respective 

constructs[40]. Based on Table 1, the square root of average values extracted (AVE) of each construct is higher 

than the corresponding row (the correlation values between constructs). 

 

Tables 1: Fornel And Lackert’s Creterion 

 FP MC ET CI QC 

FP 0.7582     

MC 0.5100 0.7818    

ET 0.7028 0.7382 0.7746   

CI 0.5125 0.2581 0.3229 0.7703  

QC 0.0626 0.0658 0.0589 -0.0242 0.7975 

 

VI. CONCLUSION 
 The findings of this study contributed to both theoretical and managerial perspectives. From the 

theoretical standpoint, the results gained from this study are consistent with the findings of previous studes in 

other jurisdictions which supported these findings by providing empirical evidence thus, enriching the body of 

knowledge about the TQM. From the managerial perspective, the results of this study showed that there was a 

significant relationship between TQM dimensions (management commitment, employee training, continueous 

improvement, and quality control) and financial performance of banks. This means that bank managememt 

should be concerned about these dimensions to enhance the financial performance of the organization. 

Furthermore, this study has advanced research in the TQM area by (1) using the conceptual framework of TQM 

at the organizational level in the Gambian banking industry; (2) This study, provided means for the use of both 

dependent and independent variables in the analysis to provide empirical results that can be used by bankers in 
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the real world, and by researchers for further research in a context with very limited empirical research in other 

parts of the world. (3) The results showing how TQM concept can be applied in Gambian context and providing 

some empirical evidence from a survey. Finally, the proposed model has the potential to contribute to the quality 

of service and product and the financial performance of banks. The findings can make a significant contribution 

to banks by providing feedback to managers to improve the financial performance and to better meet the 

objectives of the organization. Although the results of this study were only drawn from the banking sector in the 

Gambia, it is known that differences among sectors may impact upon the outcome, but these are outside the 

scope of this research. Thus, those issues could be addressed by further researchers in the future. The theoretical 

model of this study can be further extended as well. Moreover, integrating moderating or mediation variable into 

the model and empirically testing it would make a further research contribution in this vital research stream. The 

researchers could also build more detailed models specific to a particular set of circumstances. 
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