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ملخص البحث
يهدف هذا البحث إلى دراسة العالقة بين تمكين العاملين و إدارة الجودة الشاملة في بنك فلسطين في قطاع غزة.
تم استخدام المنهج الوصفي التحليلي حيث وزعت استبانة صممت ألغراض البحث على عينة عشوائية طبقية
مكونة من  179موظف .تم استرجاع  931استبانة (نسبة االسترداد  )%87توصل البحث إلى العديد من النتائج
أهمها أن مستوى تمكين العاملين و إدارة الجودة الشاملة لدى عينة الدراسة مرتفع ( )3..3٬3..4من حيث
الوسط الحسابي على التوالي .وأن تمكين العاملين مرتبط بإدارة الجودة الشاملة و خاصة بعد حرية اإلرادة
( .) r=0.69توصل البحث إلى عدم وجود فروق ذات دالله إحصائية في درجة تمكين العاملين لدى موظفي
البنك تعزى للمتغيرات الديموغرافية (العمر ٬الجنس ٬المستوى التعليمي ٬عدد سنوات الخبرة في الوظيفة الحالية٬
المستوى اإلداري) .توصل البحث أيضا إلى عدم وجود فروق ذات دالله إحصائية في درجة إدارة الجودة الشاملة
لدى موظفي البنك تعزى للمتغيرات الديموغرافية (العمر ٬الجنس ٬المستوى التعليمي ٬عدد سنوات الخبرة في الوظيفة
الحالية ٬المستوى اإلداري).
تم التوصل إلى العديد من التوصيات أهمها :ضرورة زيادة الجهود الالزمة لتعزيز جميع جوانب تمكين العاملين
في البنك لما له تأثير مباشر على جودة الخدمة المقدمة ,على البنك توفير الفرص و النشاطات الفعالة الالزمة
لتحقيق أهداف ادارة الجودة الشاملة ,على البنك تعزيز و تطوير مستوى تمكين العاملين النفسي ألنه يمكن من
خالله تحسين الخدمة المقدمة بشكل نوعي دون المزيد من األنفاق المالي.
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Abstract

The aim of this research is to explore the relationship between employees empowerment
and Total Quality Management (TQM) in the Bank of Palestine in Gaza strip.
The researcher followed a descriptive analytical approach where a stratified random
sample of 179 employees were surveyed using a questionnaire designed for the purpose
of the research .139 employees responded (response rate 78%).The research found that
the levels of employees empowerment and Total Quality Management are high (4.26,
4.23) according to the mean respectively. It was also found that employees
empowerment is related to Total Quality Management, and self-determination is the
most influential aspect of employees empowerment (r=0.696). No significant
differences were found in the answers of the employees in the bank concerning
employees empowerment due to demographic characteristics (gender, age, educational
level, years of experience in the current position and managerial level). No significant
differences were also found in the answers of the employees in the bank concerning
Total Quality Management (TQM) due to demographic characteristics (gender, age,
educational level, years of experience in the current position and managerial level).
Many recommendations are offered such as utilizing more efforts to further improve all
the aspects of employees empowerment. The Bank of Palestine should focus on
providing interactive and challenging activities and opportunities that will lead to
achieving TQM goals .The bank should maintain and reinforce the current level of
psychological empowerment to improve the quality of the service without further
financial expenditure.
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1 Chapter One
General Framework
1.1 Introduction
Technology development and globalization create a high competition between
organizations, organizations depend on employees skills, abilities, and experience to
achieve growth. They try to increase the quality of human resources by implement
management approaches such as employees empowerment and Total Quality to face
these competition and continuo business.
contemporary dynamic business environment is pressurizing organizations to keep their
management techniques concurrent with the current challenges. Adopting new
management approaches has become very important for any organization in order to face
competition and meet customer’s demand (Hashmi and Naqvi, 2012:132). One of these
approaches is employees empowerment (Timothy and Abu Bakar, 2013:32).
Empowerment gives the employees a degree of responsibility and encourage them to
utilize their skills, abilities, and creativity (Indradevi, 2012:36).
In order to have a competitive and dynamic position in the market, customers have to be
satisfied and delighted with the service provided. To produce that result, service
organizations and providers should work hand in hand to enhance their customers’
satisfaction and loyalty ( Zegat et al.2014:56) .Employees with adequate empowerment
will present a better picture of the organization to their customers. Employees in service
industries and particularly those who have frequent contacts with the customer like the
banks usually serve as representatives of both the organization and their services to the
customers at contact points. The employees who are empowered will portray a positive
picture to the customers (Timothy and Abu Bakar, 2013:33). Employees empowerment
leads to improve job satisfaction and can enhance the employee’s relationship with
customers (Dizagh, et al.2011:973).
Many organizations are changing their traditional orientation form product oriented
approach to competitive approach where customer satisfaction is the main goal of the
business operation .They use Total Quality Management to link the organization strategy
with customer satisfaction as the top priority (Baidoun, 2004:167).
2

The concept of Total Quality Management (TQM) has been developed as a result of
intense global competition. Organizations with international trade and global competition
have paid considerable attention to TQM philosophies, procedures, tools and techniques
(Pattanyak and Maddulety, 2011: 2)
TQM theory is based on continuous improvement, top management leadership, and
commitment in order to customer satisfaction, employees empowerment, and customer
focus (Njie et al. 2008:1). In TQM implementation, empowerment is an important aspect
because the employee needs to feel some control over their work and what actually
brings about motivation is the fulfillment of needs. (Njie et al. 2008:23).
The purpose of this research is to examine the relationship between employees
empowerment and Total Quality Management (TQM) and explore the dimensions of
empowerment which have the most effect on TQM applications.

1.2 The research problem
Banks everywhere are delivering the same products for example, there is usually
minimal variation in interest rates charged or the range of products available to
customers. Bank prices are fixed and driven by the marketplace. Thus, bank management
tends to differentiate their firm from competitors through service quality. Service quality
is an imperative element impacting customers’ satisfaction level in the banking industry.
In banking, quality is a multi-variable concept, which includes differing types of
convenience, reliability, services portfolio, and critically, the staff delivering (Tomothy
and Abu Bakar, 2013: 3). For almost every service, particularly in the banking sector,
there is more than one bank trying to attract customers through the quality of the service
they provide. In fact, quality is often the major issue (Al abode, 2013:80). However,
banks depend on customer satisfaction to continue business (Shobaki et al. 2010: 304). In
the banking sector, the need for long-term relationships with customers has to be a core
focus for strategic managers (Zegat et al.2014:56).Banks in Gaza strips should enhance
the employees roles in the bank to increase their satisfaction and involvement (Parakat,
2007: 130).
According to the annual report of the Bank of Palestine (2012), the number of customers
increased to 622,000 .This requires the implementation of managerial approaches that
3

assist in improving the quality of services provided to customer such as employees
empowerment .
The researcher studied the extent to which the application of employees empowerment
dimensions (impact, meaning, self-determination, competence, and commitment) is
implemented in the bank of Palestine and its relationship with Total Quality Management
(TQM). This research tried to answer the following main question:
“What is the relationship between employees empowerment and Total Quality
management (TQM) in the Bank of Palestine in Gaza Governorates?”

1.3 The research variables
A. The independent variable: Employees empowerment
1. Impact
2. Meaning
3. Self-determination
4. Competence
5. Commitment

B. The dependent variable: Total quality management(TQM)
Figure (1): Research model.
Age ,Gender ,Educational level ,Year of experience in the current position, Managerial level

Employees empowerment
1.Impact

Total Quality
Management
(TQM)

2.Meaning
3.Self-determination
4.Compentence
5.Commitment

Source: prepared by the researcher depending on (Bowen and lower model, 1970,
Thomas and Velthouse model, 1990, and Speritzer model, 1995)
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1.4 Justification of variables
Table (1.1) shows the research variables as mentioned in the literature
Table (1.1): The dimensions of employees empowerment.
Employees
empowerment
dimension

Previous studies
Saif and Saleh,2013 ,Patah et al.2009 ,Kitapa et al.2009 ,Khatri and
Khushboo,2013 ,Idradev,2012, Darke, et el.,2007,Al Gathami,2009

Impact

,Abazaeed,2010 ,Al jabare,2010,Afana,2011,Ambad and
Bahrom,2012, Westgeest,2011, Zegt et al.2014 ,and Wang and
Lee,2009.
Saif and Saleh,2013 ,Patah et al.2009 ,Kitapa et al.2009
,Idradev,2012 ,Al Gathami,2009 ,Abuzaid,2010,Al

Meaning

jabare,2010,Ambad and Bahrom,2012, Westgeest,2011, Zegt et
al.2014 ,and Wang and Lee,2009.
Abadi and Chegini ,2013 Saif ,and Saleh,2013 ,Patah et

Selfdetermination

al.2009,Idradev,2012 ,Al Gathami,2009 ,Abazaeed,2010 ,Al
jabare,2010, Ambad and Bahrom,2012, Westgeest,2011, Zegt et
al.2014 ,and Wang and Lee,2009.
Abadi and chegini ,2013 Saif and Saleh,2013 ,Patah et
al.2009,Idradev,2012 ,Al Gathami,2009 ,Abazaeed,2010 ,Al

Competence

jabare,2010, Ambad and Bahrom,2012, Westgeest,2011, Zegt et
al.2014 ,and Wang and Lee,2009

Commitment

Westgeest,2011, and Gonzalez and Jimenz,2013.

1.5 The research hypothesis
The first main hypothesis:
There is no significant statistical relationship at a significant level (α≤0.05) level between
employees empowerment and Total Quality Management (TQM) in the Bank of
Palestine.
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The sub-hypotheses are:


There is no significant relationship between impact and the Total Quality
Management (TQM) in the Bank of Palestine at a significant level (α ≤ 0.05).



There is no significant relationship between meaning and the Total Quality
Management (TQM) in the Bank of Palestine at a significant level (α ≤ 0.05).



There is no significant relationship between self-determination and the Total Quality
Management (TQM) in the Bank of Palestine at a significant level (α ≤ 0.05).



There is no significant relationship between competence and the Total Quality
Management (TQM) in the Bank of Palestine at a significant level (α ≤ 0.05).



There is no significant relationship between commitment and the Total Quality
Management (TQM) in the Bank of Palestine at a significant level (α ≤ 0.05).

The second main hypothesis:
“There are no significant differences in the answers of the respondents concerning Total
Quality Management (TQM) in the bank of Palestine due to the demographic
characteristics (gender, age, educational level, years of experience in the current position,
managerial level) at a significant level α≤0.05”.
The third main hypothesis:
“There are no significant differences in the answers of the respondents concerning
employees empowerment in the bank of Palestine due to the demographic characteristics
(gender, age, educational level, years of experience in the current position, managerial
level) at a significant level α≤0.05”.

1.6 The objectives of the research


To test the level of employees empowerment in the Bank of Palestine.



To test the level of TQM application in the Bank of Palestine.



To explore the relationship between employees empowerment and TQM in the Bank
of Palestine.
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To explore the differences in the answers of the respondents concerning employees
empowerment due to the demographic characteristics of the respondents.



To explore the differences in the answers of the respondents concerning TQM due to
the demographic characteristics of the respondents.



To provide recommendation to the decision makers concerning improving the quality
of service provided by the bank.

1.7 The significance of the research
A. Scientific significance:


The scientific importance for this research is attributed to the significance of the
studied subject in the managerial field.



The research will contribute to the literature and add to the commutative
knowledge in the subject.

B. Practical significance
The research will provide the decision maker in the Bank of Palestine new insights
concerning the relationship between employees empowerment and TQM. This will
assist them in making decisions based on solid scientific conclusion.
C. Personal significance:


To increase the researcher knowledge in the subject area.



To meet the requirements of the Master Degree in Business Administration.
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2 Chapter Two
Literature Review
2.1 Introduction
Employees play a major role in the success of an organization. Many organizations today
have adopted employees empowerment strategies that help them achieve growth and
success in their business undertakings the importance of employee (Papitha,
2012:17).Many organizations are increasing employee’s motivation and satisfaction
through the use of empowerment (Pride et al.2010:295).Employees empowerment
enables organizations to be more flexible, responsive and can lead to improve both
individual and organizational behavior (Meyerson and Dewettinck, 2012:40).It serves
economic and social self-interests of modern professional mangers by enhancing their
abilities to mobilizes resources and achieve organizational objectives (Berine,2006:6).
Quality has become the buzzword in every walk of our life; the main reason of failure is
slackness in maintaining quality. It has become imperative that every individual acquires
a fairly good knowledge on quality improvement methodologies to be successful in life
and for survival (Suganthi and Samuel, 2004:3). No organization however strong can
remain in existence for a long time without offering product and service which would
meet the needs of customer (Nigam, 2005:x).Many organizations realize that they cannot
survive or make profits unless they can meet the changing needs of customer. This has
increased the awareness, needs ,and value of Total Quality Management (TQM) in the
success of most organizations (Allotey,2003:5).A large number of contemporary
organizations across the globe have adopted TQM to satisfy customers through quality
products and responsive service in order to gain competitive advantages (Mohanty and
Lakhe,2011:1). Total quality management is a description of the culture, attitude, and
organization of a company that aims to provide and continue to provide products and
services that satisfy customer needs (Wickramasinghe and Lubitz,2007:71). TQM
philosophy is important to any organization in order to compete in the context of
continuous changes and ever expanding competition. TQM focuses on integration and
coordination of all activities in a work process and aims at continuous improvement in
quality(Mohanty and Lakhe, 2011:1).It is a way of thinking about goals, organization’s
process, and people to ensure that the right things are done on the right time
(Nigam,2005:66).
9

Empowerment can work if it’s handled correctly and organizations that have pursued
TQM have shown that empowerment can result in significant improvement in cost,
producing quality, and customer satisfaction (Ginndo,1999:4).Organization that tried for
years to improve performance through TQM, quality circles, and employee involvement
have discovered that these approaches are more effectives when employees have the
power to make differences (Ginndo, 1999:15).

2.2 Employees Empowerment
According to Oxford Dictionary “Empowerment” means: “the action of empowering
someone” or “the state of being empowered” (Papitha, 2012:15).
The literature contains several definitions of empowerment, each of which offers a
slightly different perspective. For example, Conger and Kanungo (1988:109) defined
empowerment as psychological enabling process of feeling of self-efficacy among
organizational member rather than a delegation process, Thomas and Velthouse (1990)
defined employees empowerment as: psychological empowerment where a complex of
motivational cognitive domains that in addition to be self- working involves three other
cognitive: feeling self-determination, being meaningful and being effective Shekari et
al.(2011;161), Spreitzer (1995:1444) defines empowerment as :a motivational construct
manifested in four cognitions: meaning, competence, self-determination, and impact.
Together these four cognitions reflect an active, rather than a passive, orientation toward
a work role. Kinllaw (1995:6) defines empowerment as: a process of achieving
continuous improvement in an organization's performance by developing and extending
the competent influence of individuals and team over the area and functions which
affects their performance and all the organizations. Dew (1997:3) defines empowerment
as engaging people in making decisions that influence the quality of their work life and
the quality of the product or the service they provide to the customers. Psoins and
Smithson (2002:134) define empowerment as: to have at least some degree of authority
to make and implement their own decisions. Ginndo (1999:17) defines empowerment as
being able to make difference in the attainment of individual, group, and organizational
behavior. Berine (2006:9) defines empowerment as: to give workers a measure of
decision making power, managers are exploiting the knowledge and capabilities of staff
more effectively, their own result and consequently their professional and personal
11

standing at the same time. Jawad and Hussein (2007:13) define empowerment as: it’s a
process to integrate workers in their job especially in design their works and in decision
making. Griffin and Moorhead (2010:511) have defined employees empowerment as a
process of enabling workers to set their own work goals, make decisions, and solve
problems with their sphere of responsibility and authority. Singhand, and Dixit
(2011:588) defined employees empowerment as the process of enabling or authorizing
an individual to think, behave, take action, control work ,and decision making in
autonomous ways. Prasnna and Swarnaltha (2012:108) defined it as a process of
enhancing feeling of self-efficacy among organizational members through the
identification of conditions that foster powerless and through their removal by both
formal organizational practices and informal techniques of providing efficacy
information.
The previous definitions show two different views on employees empowerment. The first
view is shared by (Dew,1997, Psoins and Smithson,2002, Berine,2006 ,Jawad and
Hussein, 2007, Griffin and Moorhead,2010,Singh.and ,and Dixit,2011) who define
empowerment as sharing power, delegation of authority, and making decisions (a
relational perspective).The second view is shared by (Conger and Kanungo ,1988,
Thomas and Velthouse, 1990 ,Spreitzer,1995,Kinllaw,1995,Ginndo,1999, Prasnna and
Swarnaltha, 2012) who defined empowerment as a motivational construct (a
psychological perspective).

2.2.1 The importance of employees empowerment
Spreitzer, (1995) stated that employees empowerment can be a powerful tool for
organizations. This new management style can increase efficiency and effectiveness
inside an organization (Al sada, 2003: 2). Employees Empowerment is key to achieving
the desired level of employee satisfaction and motivation (Duria, 2010:435). Employees
empowerment also brings many benefits such as:


Job Satisfaction: Employees empowerment provides the employee with a sense of
autonomy, which will increase job satisfaction (Pride, et al, 2010:295, Ahmed and
Rafiq, 2002: 73, Papitha, 2012: 17, Durai, 2010: 435).
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Customer satisfaction: Employees empowerment develops a customer-driven
organization where the customer satisfaction and loyalty are essential for the survival
and growth of an organization in the long term (Baird, 2006: 14,Bailey, 2009: 33).



Positive environment: Employees empowerment leads to stress reduction (Papitha,
2012: 17, Durai, 2010: 435).



Motivation: Employees empowerment works to achieve high employee satisfaction
and motivation, and reduce conflicts between managers and workers (Prasnna and
Swarnalatha, 2012: 113, Baird, 2006: 14, Durai, 2010: 435).



Creativity: When an employee feels a sense of accomplishment, self-efficacy, higher
self-esteem, and feels valued he will feel more capable and inspired to devise
situations in unconventional ways, which can lead to better product development
(Hamed, 2009: 7, Al sada, 2003: 2, Papitha, 2012: 17).



Productivity: Employees empowerment leads to employees becoming more adaptive,
more quickly response to the customer’s needs(Ahmed and Rafiq, 2002: 73).



More skilled workers: Employees empowerment provide adequate opportunities to
the employees to learn and analytical skills and perform their job effectively(Durai,
2010: 435, Papitha, 2012: 17).



Team work: Empowerment will encourage team work. (Al sada,203:2).



Increasing employee loyalty: Employees empowerment increases employee loyalty,
while at the same time reducing turnover, absenteeism, illness, builds commitment,
and develops a sense of belonging to the organization (Baird,2006:14, Papitha,
2012:17, Durai, 2010:435).



Making employees act more responsibly: Employees empowerment helps employee
to be more self-reliant and enabling employees to take control of their responsibilities
(Bailey,2009: 33).



Improving the morale of employees: Employees empowerment is maintaining pride
and morale among employees (Al sada, 203: 2, Hamed, 2009:7).



Facilitating knowledge sharing: employees empowerment creates and reinforces a
positive work culture (Papitha, 2012:17, Al sada, 203:2, Bailey, 2009:33).



Quickly responding to changing environments (Ahmed and Rafiq,2002:73)



Stress reduction (Durai, 2010:435, Ahmed and Rafiq, 2002:73).
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2.2.2 Factors affecting employees empowerment
Prasnna and Swarnalatha (2012: 109) defined the following conditions necessary for
employee empowerment:


Participation: organizations efforts should be made to encourage employees to
take initiative in the participative process.



Innovation: creative and innovative culture of doing things in an organization
allows employees to do things in their ways and manners.



Information: employees must have free access to information and the required
information must be made readily available to them



Accountability: In order to have a better use of authority, employees must be
accountable with the authority they take.

According to Guillory and Galingo (1995:4) there are two major components to achieve
empowerment: The first component is an organizational support system which consists
of the practices, policies, and procedure that are facilitated by leadership and
management. The second component is individual and team empowerment which refers
to empower employees. That is employees who are self-managed, highly competent,
continuously learning.
Shekari et al. (2011:164) divided the important factors in empowerment into individual
and organizational factors. The individual factors are: cooperation and teamwork,
organizational belonging mood, recognition and appreciation, occupational information,
and knowledge and skills. The organizational factors are: determination of aims,
responsibilities and authorities in organization, Enrichment of employments and
improvement of employees' job, reduction of supervision, and education on the job.

2.2.3 Characteristics of an empowered organization
Organization with high level of empowerment will have the following characteristics
(Prasnna and Swarnalatha, 2012: 109):


An empowered organization will focus on delegation, decentralization, and diffusion
of power and information.



The organizational hierarchy is flat structure
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Fewer managers with wider responsibilities and their role shifts from controller to
coach and mentor.



They set unstructured guidelines which make the employees feel that they are
partners in making decisions.



The employee-related core value is employee satisfaction.



Investment in time and effort to ensure that newly recruited employees are able to
handle workplace freely.

According to Quinn and Spreitzer (1999:5), empowered organizations have a clear vision
and challenge where employees feel that they understand top management’s vision for
the organization and strategic direction of the organization, openness and teamwork
where employees feel a sense of participation, flexibility, creative problem solving and
cohesive teamwork, discipline and control where the employees report clear goals ,clear
line of authority, clear task responsibilities, support and a sense of security where
empowered employees should feel a sense of social support from their bosses, peers, and
subordinates. According to Feldman and Khadermain (2003:15), the empowered
organizations emphasizes four essential tasks in its relations with public: building trust,
opening communications, managing expectations, and demonstrating value of
empowerment.

2.2.4 The characteristic of empowered employee
Quinn and Spreizter, (1999:6) found that empowered employees have the following four
characteristic:


They have a sense of self –determination where they are free how to do their work.



They have a sense of meaning where they feel that their work is important to them
and they care about what they are doing.



They have sense of competence where they are confident about their ability to do
their work.



They have sense of impact where they believe that they can have influence on their
work unit and other listen to their idea.

Guillory and Galindo (1995:9) emphasized the following three criteria of empowered
employee: self- management, competence, and continuous learning.

14

According to Feldman and Khadermain (2003:26) empowered employees are highly
motivated to participate, they provide managers with an opportunity to make their
employees’ work meaningful, and they able to accomplish something management asks
them to do in order to make work more meaningful.

2.2.5 Barriers of employees empowerment
Many factors can hinder proper empowerment. These factors can be in the form of
incongruent organizational culture or the inappropriate approach of superior managers
particularly at higher levels (Prasnna and Swarnalatha, 2012:111). Durai (2010:436)
explained the following barriers of employee empowerment:


Supervisor's attitude: the supervisor has an important role in the success of any
empowerment programme. This is because he is responsible for transferring
authority to the workers. If the supervisor has a negative attitude toward
employee empowerment and has no trust in the intelligence of their subordinates,
the empowerment programmes will fail.



Inadequacies in the employee's skill and knowledge: Employee empowerment
requires employees who have appropriate skills and knowledge .If the employees
have inadequacies skills, the empowerment programmes will fail.



Lack of clarity and overlapping: Unclear policies and provisions for regulating
the employee empowerment programmes leads to conflict between workers and
their supervisors.



Absence of a favorable climate: An organization must have a climate with mutual
trust and companionship at all its levels for an effective implementation of
employee empowerment.
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Prasnna and Swarnalatha (2012:111) stated the following obstacles that hinder
empowerment:


Incongruent organizational culture: Organizational culture affects different
processes and systems which include empowerment too. If there is a lack of
meaningful delegation of authority, employee empowerment cannot be effective.



Love for authority: A superior is unlikely to delegate his authority especially if he
is autocrat. Such a manager has intense desire to influence others.



Fear of subordinates: A manager may not delegate adequate authority because of
fears of subordinates.



Fear of exposure: A superior manager, especially a weak one, may not like to
delegate

simply

because

adequate

delegation

may

reveal

managerial

shortcomings being practiced.


Attitudes towards subordinates: Delegation of authority is a particular kind of
trust between superior and his subordinates. Negative attitudes work against
delegation of authority such as lack of confidence in superior subordinate’s
capacity.



Personality of Superior: Personality factors of superior also affect the degree of
delegation of authority.

According to Pride et al. (2010:295) empowerment barriers are:


The resistance on part of management.



The distrust of management on the part of workers.



Insufficient training.



Poor communication between management and employees.

According to Papitha (2012:20) the following are Obstacles to implementing
empowerment:


Negativism in reviewing employees recommendation.



Fear is another negative emotion.



Failure to respond to employee recommendation.



Unclearly of the concept of empowerment.



Failure to provide strategic framework.
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Unclear understanding of training and feedback.

According to Singh and Dixit (2011:588) the following are the reasons for employees
empowerment failing:


Managers pay lip service to employee empowerment, but do not really believe in
its power.



Managers don’t really understand what employee empowerment means.



Managers fail to establish boundaries for employee empowerment.



Managers have defined the decision making authority and boundaries with staff,
but then micromanage the work of employees.



Wrong conception of employees on the authority delegated to them.

2.2.6 Employees empowerment process
The empowerment process is a complex long-term, stop-start process. Prasnna and
Swarnalatha (2012:110) divided this process into six stages:
The first stage: Recalling of the depowering and empowering experiences: At this stage
the employees should be involved in recalling of events that were both depowered and
empowered to them.
The second stage: Discussing reasons for empowerment. At this stage it is required to
identify the reasons of empowerment. The reason can be either empowering or
depending on the individual; the locus of control and the level of self-esteem of the
individual at the time.
The third stage: Choosing one issue, problem or project, to work on: At this stage of the
process; it is required to choose a problem or project on which to work.
The fourth stage: Identification of potential power basis: At this stage it is essential to
understand the large number of potential power sources available in a given situation.
The fifth stage: Developing and implementing action plans: At this stage identification of
the power basis alone will not help in empowerment unless action plans are carefully
developed. The relevant time limits are also to be developed. This will take considerable
thought and determination.
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The sixth stage : Reviewing and evaluation: in this stage review and evaluation of the
experiences that have resulted from the action plan is essential.
According to Hamede (2009:73) the process of employee's empowerment have several
steps:


Acquiring empowerment: Upper management must be willing to relinquish authority
and decision-making power to lower levels of the organization.



Choosing employees to empower: Choose the employees willing to make correct
decisions and accomplish additional responsibilities.



Providing role information: Upper management defines employee’s role and assigns
responsibilities, authority, and decision making power to meet organization and
department goals.



Sharing organization information: Organizations must share good and bad
information, view mistake positively, explain organization vision and values, clarify
priorities, and learn decision-making and problem-solving skills.



Providing training to employees: Training should be continuous because it is a major
key to the success of a business.



Inspiring individual initiatives: An inspired employee is a highly productive resource
to organization and department.

Lee (2008:14) has described the following 14 steps of implementing empowerment:


Meetings between employees and supervisors.



Explaining empowerment to employees for guest satisfaction.



Scheduling a meeting with the general manager to focus on employee empowerment.



Informing employees how this approach improves their organizations.



Discussing types of employee empowerment.



Introducing skills to provide guest service.



Developing a list of suggestions for guest service.



Shifting decisions –making to employees to reinforce empowerment.



Preparing a written report to implement a plan.



Holding a meeting regarding employee empowerment guidelines.



Providing motivation and support to employees.
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Reviewing employee empowerment programs.



Supporting positive reinforcement to encourage employees.



Scheduling future meeting based on the ongoing process.

2.2.7 Employees empowerment models
Authors have developed different models related to empowerment. Some of the most
recognized are the following:

A. Bowen and Lawler model (1970):
Bowen and Lawler model (1970) suggest a five dimensional formwork for analyzing
empowerment in service industries .These dimensions are (Lashly, 2011:153).


Task dimension: the task dimension involves consideration of the amount of
direction that employee is allowed in performing the tasks for which he or she is
employed.



Task allocation dimension: it is a related aspect of the task dimension, through it
requires specific attention about the amount of responsible autonomy given to
employees.



Power dimension: it is the notion of the boundaries set with which the
empowered creates such tension as to ether threatens existing power structure
which the empowered can exercise to such an extent as to make the initiative
meaningless.



Commitment dimension: the commitment dimension consider as empowerment
benefit, where the greater commitment to the organization employees take more
responsibility for their own performance and its improvement.

B. Conger and Kanungo Model (1988)
According to the authors viewpoint empowerment is the process by which managers
enhance feeling of self-efficacy among organizational members by identifying the
conditions that are needed for feeling powerless through both formal and informal
techniques (Conger and Kanunge, 1988:474).
According to this model the process of empowerment can be viewed in five stages
including:
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 The first stage: Diagnosing process where organizations work to find out the
conditions that are responsible for feelings of powerlessness.

 The second stage: Implementing empowerment strategies, such as participative
management in order to remove some of external conditions responsible for
powerlessness and to provide subordinates with self-efficacy information. These
strategies such as goal setting, job enrichment, feedback systems, modeling, and
competence based rewards.

 The third stage: Provide information through inactive attainment, vicarious
experience, verbal persuasion, and emotional arousal.

 The fourth stage: Receiving the information by subordinates in order to feel
empowered.

 The fifth stage: Referring into the behavioral effects of empowerment that can be
noticed by initiation and persistence of behavior to accomplish task objective.

C. Thomas and Velthouse Model (1990)
Thomas and Velthouse (1990) identified four cognitions as a basis for worker
empowerment: sense of impact, competence, meaningfulness, and choice. Thomas and
Velthouse (1990) model improved upon Conger and Kanungo's general approach in three
ways .First ,they identified the empowerment concept with a type of motivation .Second,
they specified a sufficient set of task assessments that can produce this type of
motivation .Third , they referred to the process that employee used to assess their task.
According to these model four tasks assessments are considered as a basis of employees
empowerment including: (Thomas and Velthouse, 1990:672):


Impact: It refers to the degree to which behavior is seen as (making a difference)
in terms of accomplishing the purpose or task, that is, producing the intended
effects in one’s task environment.



Meaningfulness: It concerns the value of the task goals or purpose, judged in
relation to the individual’s own ideals or standards.



Competence: It refers to the degree to which a person can perform task activities
skillfully when he or she tries.



Choice: It involves casual responsibilities for a person’s actions.
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D. Speritzer model (1995)
Spreitzer model (1995) examined a multidimensional measure of psychological
empowerment in a workplace. Sperizter found that there are four factors of psychological
empowerment (locus of control, self-esteem, access to information, and rewards). The
outcomes of the psychological empowerment are the managerial effectiveness and
innovation (Spreizter, 1995:1446).

E. Smith Model (2007)
Smith (2007) offered an employee empowerment model that includes three degrees of
empowerment .The first level encourages employees to play a more active role in their
work. The second level asks employees to become more involved with improving the
way tasks are done. The third level enables employees to make bigger and better
decisions without having to engage upper management (Moreira.2013:34).

2.3 Total Quality Management (TQM )
Different authors have given different meaning to TQM (Allotey, 2003:7).According to
Hakes (1991:3) TQM is a corporate business, management philosophy which recognizes
that customer needs and business goals are inseparable. According to Sashkin and Kiser
(1993:3), TQM means that the organization’s culture supports the constant attainment of
customer satisfaction and continuous improvement of organizational processes through
an integrated system of tools ,techniques ,and training .According to Palo and Padhi
(2005:21) TQM is a holistic organizational approach to beget continuous improvement in
products, services, and processes in conjunction with proper tools ,technology and
training to perpetually meet customer expectations through total employee involvement.
According to Nigam (2005:66) TQM is a philosophy for managing an organization in a
way which enables it to meet stakeholder needs and expectations efficiently and
effectively without compromising ethical values. According to Mukherjee (2006:40)
TQM is an organized scientific approach towards continuous improvement of quality by
involving everyone in the organization to cover every function towards total customer
satisfaction. According to Wickramsainghe and Lubitz (2007:71) Total Quality
Management is a structured system for satisfying internal and external customers and
suppliers by integrating the business environment with continuous improvement and
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breakthroughs with development, improvement, and maintenance cycles, as well as
simultaneously changing organizational culture. According to Bagad (2008:20) TQM is a
journey or a continuous striving to meet customer requirement while at the same time
achieving continuous improvement in every aspect of the organizations operations.
According to Mohanty and Lakhe (2011:2) TQM means a total operational philosophy,
which covers every aspects of the organization and a set of guiding principle that
represent the foundation of continuously improving organization. According to
Besterfield et al. (2011:1) TQM is the art of managing the whole to achieve excellence, it
is defined as both a philosophy and a set of guiding principles that represent the
foundation of a continuously improving organizations. According to the authors
definition of the TQM, the most acceptable features of TQM concepts are:


TQM is a management philosophy.



The main goal of TQM is to satisfy internal and external customers.



TQM integrates all organizations functions and activity.



its scientific approach.



TQM works for continuous improvement in product, service, and process.

2.3.1 TQM goals
Kanji (1995:81), Ross and Omachonu (2004:3), Nigam (2005:53), Mukherjee (2006:40),
Mandal (2009:25) defined the following goals of TQM


Customer satisfaction: One of the important goals of quality is to satisfy the
organization’s external customers and that can be achieved by exceeding the
customer expectations (kanji, 1995:81).The TQM concept according to the Japanese
industry is customer related concept than a product-related concept. The organization
can survive and excel when it produces product and services fulfilling the customers
stated and implied needs leading to their satisfaction (Mukherjee, 2006:40). TQM
work to increase the customer expectation (Nigam, 2005:53), TQM integrates all
organization function in order to achieve continuous improvement for customer
satisfaction (Ross and Omachonu, 2004:3).



Continuous improvement : Change for better at a revolutionary pace is the ideal
business mantra for business excellence in the current highly competitive
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environment (Mukherjee, 2006:40) .TQM make internal pressure for improvement
where organizational priorities for improvement (Nigam,2005:53).


Total employee involvement and empowerment: To get the best from the people
(Nigam,2005:53).The employee involvement and their pro-activeness can only create
an environment for performance excellence of each and every individual (Mukherjee,
2006:40).



Optimization of resources: In today's competitive world the market force the price.
Organizations do their efforts to reduce the production cost of their product and
service (Mukherjee, 2006:40).



Do it right the first time :To fulfill the requirement of customer satisfaction of
providing products and services of the right quality ,at the right time , place and least
price depends only on the concept of do it right the first time because in the current
competitive world nobody in going to give you the chance second time. An
organization has to capitalize on the opportunity first time itself if it has to survive
and excel (Mukherjee, 2006:40) .

2.3.2 Benefits of TQM :
According to Rawlins (2008:20), TQM helps organizations to:


Focus clearly on the needs of their markets.



Achieve top quality performance in all areas, not just in the products or service
quality.



Operate the simple procedures necessary for the achievement of a quality
performance.



Critically and continually examine all processes to remove non-productive activities
and waste.



See the improvements required and develop measures of performance.



Understand fully and in detail its competition and develop an effective competitive
strategy .



Develop the team approach to problem solving.



Review continually the processes to develop the strategy of never –ending
improvement.
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According to Morfaw (2009:24), TQM is the foundation for productive activities in
business which include:


Meeting customer requirements.



Reducing development cycle times.



Just in time/demand flow manufacturing.



Improvement teams.



Reducing product and service costs.



Improving administrative system training.

2.3.3 Principles of TQM
TQM is a management philosophy ,based upon a set of principles and supported by a set
of proven methodologies and tools (Wickramasinghe and Lubitz,2007:74). Arivalgar and
Naagaraza (2009:12) defined the following principles of TQM:


The organization is focusing on satisfying customer’s needs where customer
satisfaction means bringing in the best that fulfills the customer's desires and
need, and also the customer enchantment ,which means that customer is
motivated towards a better or creative use of the product or service.



Management by face: Ethical decisions are made, based upon factual information,
rather than on pressure or opportunity.



Human based management: Developing and tapping the full human potential of
all employees by participating all employees of organization–that is ,everyone is
involved. The more the people are involved , the greater will be their
commitment to customer's satisfaction.



Continual improvement :TQM as a management process implies that we should
improve ,or other competitor will continue to improve and the customer will turn
away from us.



TQM stand on quality system measures documentation ,records. Process
measurements should be applied to all activities.



TQM starts with education and training and development of the human resources.



Quality planning is an essential step, to measure and control quality.



Strong leadership in needed to establish credibility and implement TQM.



TQM should not have any weak links or processes.
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Team work and team accountability are necessary to solve the problems .



Managing by fact ,using reliable data ,information and human oriented by
technology.



TQM is a corporate culture :Involving everyone in efforts corporate goals and
individual attitudes must coincide for effective implementation.

Suganthi and Samuel (2004:42) have mentioned the following principles of TQM:


Vision based:



customer focuses.



Prevention oriented .



Scientifically approached.



Process given more important than result.



Continuous improvement strategies.



Cost conscious attempt.



Documentation /Recognition assured.

According to Morfaw (2009:23), TQM environment is built around a specific set of
principle tools techniques and systems .The basic principles of Total Quality
Management are:


Quality can and must be managed.



Everyone has a customer and a supplier.



Processes , not people are the problem.



Problems must be prevented ,not just fixed.



Quality must be measured.



Quality improvement must be continuous.



The quality standard is defect –free.



Goals are based on requirement ,not negotiations.



Life cycle costs ,not front end costs.



Management must be involved and lead.



Plan and organize for quality improvement.
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2.3.4 Successful implementation of TQM
Demining (1986) described the following points for the successful application and
implementation of TQM .They can be applied in small organizations as well as large one
,to those who deliver service as well as product manufacturers (Roussel and Swansburg,
2011:407):


Create constancy of purpose: Organization should focus on the long term, not the
short term. Long term means having a vision for tomorrow with an acceptance of
responsibility and involve everyone in the organization.



Adopt a new philosophy: The new philosophy includes no longer accept levels of
mistakes , ineffective supervision ,and people on the job who do not know their
job is and afraid to ask. The problems must be solved before they occur.



Cease dependence on mass inspection: TQM focus on analyzing the entire billing
process and then improving each step in the process before rejection can occur.
The goal is to understand the process and to do thing right the first time .



End the practice of awarding business on price tag alone: Instead, minimize total
cost by working with a single supplier.



Improve constantly :Improvements are not a onetime effort. Improvement
requires research and study ,a continuing search for better way. Organizations
should use PDCA (Plan-do-check-act),which mean:

1. Plan: Plan a change in the process to improve outcomes
2. Do: Implement the change.
3. Check: Measure the impact of the change .
4. Act: If the result is improved ,standardize the change.


Institute learning :Training must focus on learning about the organizations ,and
how they can effectively fulfill the customer ‘s needs.



Adopt and institute leadership: Leadership is not the ownership or responsibility
of one person. Everyone in the organization must be consider him/herself a
leader.



Drive out fear: Deming stresses that employees should not fear brining up a
problem they feel needs to be discussed and corrected. It means creating a climate
in which no one fears from making any mistake or errors.
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Break down barriers between departments: TQM demands that people work
across the boundaries of their job ,sharing information ,expertise and interest in
improving their organization.



Eliminate slogans , exhortations ,and work force targets :Increasing productivity
demands an environment and resources that clearly support employees ability to
be better job .Management concepts such as coaching ,rewarding and
encouraging are the best ways to stimulate productivity gains.



Eliminate numerical quotas: All people do not work at the same level of speed
.there will be variation so that organization should use a realistic production
standards and use a system that rewards people efforts toward improvement.



Remove barriers that rob people of pride in workmanship: Eliminate the annual
rating system. They often create an atmosphere which remove the opportunity for
people to take pride in their work.



Encourage education and self-improvement for everyone: The more people learn
,the more they can contribute to the success of the practice.



Take action to accomplish the transformation: Put everyone in the company to
work to accomplish the transformation.

Nigam(2005:52) referred to the following points for successful implementation of
TQM:


Identify all the quality problems and find their solutions.



Establish quality assurance program for procurement ,production ,and service
after sales.



Expand TQM to all other department of the company.



Train all employees (including managers) for awareness of ,and commitment to
quality .



Link product design with process design to achieve the best possible quality .This
may require going through several iterations.



Try to reduce the overall costs to operations while simultaneously adding value to
the products/services.



Use a continual improvement product and process variability.
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2.3.5 The fundamental requirements of TQM :
Mukherjuee (2006:43), Bagad (2008:23)emphasized the following requirements needed
to implement TQM:


Know your customers :Act always in line with customer needs by understanding their
stated and implied needs and supplying the products and service as per the same
(Mukherjuee,2006:43),Bagad , 2008:23 has defined the following steps that lead to
the customer's satisfaction
a) who they are.
b) their current needs.
c) their future requirements.
d) respond to changing customer needs.



Know your competitors.



Know your cost of non-conformance.



Measure your performance against key customer driven parameters.



Make sure each employee understands and commits himself to the quality objective
of the business.



Involve all the participation not only its employees but also the organizations
suppliers ,vendors ,and customers through management commitment to continuous
improvement of quality within the business.



Satisfy all parties at the same time by defining the purpose of each department and
activity in terms of satisfying external or internal customer requirements.



Involve all the participant in the organization by enabling employees to fulfill their
commitment to quality by influencing the programme of continuous improvement.



Replace inspection and correction techniques to control the quality of output with
preventive actions .



Focus on the prevention to prevent the repletion of mistakes and never accept nonconforming output in the form of product or service for external or internal
customers.



Plan effectively before undertaking actions.



Do it right the first time .
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According to Nigam,2005:48 the best practices for successful implementation of TQM
are:


Effective leadership.



Customer satisfaction management.



Building quality culture.



Developing high performing processes.



Improving product Quality and reliability.



Creativity and innovation.



Building supplier partnerships.



Continuous improvement through measurement of quality.



Eliminating root causes of important failure costs.

According Mukherjee ,2006:42 the factor of TQM are:


Customer/supplier focus and relations : Customer orientation is the main objective of
any organization for its survival and performance excellence is maximization of
customer satisfaction.



Employee Relations: Total involvement of employees have a positive effects on the
work environment where a proactive person will not only perform per excellence but
also help others to achieve the organizational goal.



Teamwork: TQM focuses on the teamwork for performance excellence .The
horizontal thinking with common objective of maximization of customer satisfaction
and return on investment is based totally on a cohesive teamwork ,and putting the
entire resources in order to achieve the organizational goals.



Supportive culture: TQM system will expect to have support from the various
functions as well from the suppliers of the organization where the internal customers
supplementing and complementing each other .



Need- based education and training : TQM is the concept which makes changes in
the work at all of the organization’s activity in order to adopt this concept and make
its system work ,employees need intensive education and training.



Strategic direction: The strategic direction consists of the formulating of long range
plan which known as the 'vision' and the value system for the organization which
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known as 'mission', along the annual business plans formulated after SWOT analysis
and formulation of 'function wise strategic action plan.


Commitment at the top: The commitment should come from the top management
who has to implement total quality management in the organization by declaring the
organizational vision ,mission , and quality policy .The top management has also to
walk the talk to make TQM implementation successful .



Recognition and reward system: The total quality management system is based on the
principle of rewarding the performers after their identification and training and
education the non-performers to upgrades their skill level.



Prevention- based system: Total quality management makes the prevention based
system compulsory so that mistake once committed is never repeated again whether
the working is as per the Deming's P-D-C-A cycle or ISO 9000:2000 quality system
or various problem solving techniques like quality circle or Kaizen the fundamental
principle of all these system is formulation of prevention based system.

2.3.6 The differences between traditional management and Total Quality
Management(TQM)
Morefaw (2009:21) explained the differences between traditional management and the
integrative management(TQM) .The following table presents these differences .
Table (2.1) Difference Between traditional management and TQM
Traditional Management




Authoritative management :the director



Empowered teams direct processes:

takes decision without consulting any

decisions emanate from panels and teams

lower authorities.

which are often "cross-functional " and

Competition is discouraged: career

made up of employees from various

enhance is not emphasized to avoid other

departments in the organization.

people climbed the corporate ladder.


TQM



Trust and collaboration are developed:

Communication flows in one direction:

working in panels and teams makes

from the top to the bottom with an

employees to understand each other better.

authoritative management style

This helps to create a very trusting

information is disseminated generally

relationship among employees.

from the director to lower authorizes and
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Communication flows up , down and



vice versa

horizontal information flows in all

Product and service design are dictated by

directions in the organization since

managers: most worker are like "assembly

everyone in involved in decision-making.

line" workers who are just there to



implement decisions. There is no
opportunity for suggestions or change in






Panels and teams deliberate on the
strategic development and implementation

Decisions are based on assumptions: the

of company goals and objectives.


Decisions are based on facts and scientific

evaluate situations before taking decision .

approaches –there is often a lot of analysis

It is always assumed that everything will

and evaluation of facts and figures before

be accomplished

decisions are made.

Quality assurance is based on assumptions 

Quality improvement is based on problem

: the management does not take a prevent

prevention- there is very meticulous

approach to certain problems because it is

planning with provision for maintenance

assumed that all project will materialize.

and contingency to avoid irreparable

Status quo is preferred :precedence

problems.

prevails –most mangers in traditional



service designs.

workflow dictated by the higher authority.

management does not often analyze and



Teams and panels perform product and



Innovation ,creativity and risk taking are

management do not want changes in the

encouraged :employees are empowered to

administration and so prefer people to stay

original in thought ,ingenuous and

in positions indefinitely even if they are

inventive towards the development of

productive.

service or products in the organization.

Training is non-productive since changes



Investment in training is extremely

and career enhancement is not encouraged

valuable –there is often a lot of provision

sometime they see no need for any form

for in – service and professional training

of training in the organization so

for client to acquire the necessary skills

employees are often are not very

and knowledge in order to remain

conversant with contemporary issues

competitive in the market place.

affecting organizations as well employees
benefits.
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2.3.7 The Barriers of TQM
Many authors such as Nigam (2005:74), Arivalager and Naagaraza (2009:22), Besterfield et
al. (2011:8) stated that the implementation of TQM is expected to face the following
barriers:


Lack of management commitment



Resistance of workforce.



Lack of proper training ,teamwork complacency .



Failure to change the organizational philosophy .



Lack of recourses .



Lack of effective measurement of quality improvement.



Paying inadequate attention to internal and external customers .



Failure to continually improve .

Nigam (2005:74) suggested the following barriers facing the implementation of TQM :


TQM implementation without building the quality culture.



Barriers between department



TQM viewed as quick fix emphasis on short term goals.



TQM overly complicated by statistical process control techniques .Employees
did not see much purpose.



TQM overly complicated by statistical process control techniques employees
did not see much purpose.



Clashes with other initiatives



Failure to link TQM strategically with business goals.



Since TQM has a lot to do with downsizing ,the middle management did not
support it.



Failure to deploy the quality policy throughout the workforce.



Too many project improvement teams which lost focus.



Inefficient process or inadequate process capability.
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2.3.8 Process of TQM
Mukherjee (2006:48) suggested that the implementation of TQM go through the
following steps :


TQM overview: Organizations must have a review of total quality management
process and accept it from its employees in order to have a success implementation of
TQM.



Set mission: The organization should define its value system for every employee to
follow. Total adherence and commitment its value system known as ‘mission’ is a
vital first step towards the attainment of the world class management system.



Identify customers: The third step is to identify the customers who respect the similar
value system and who have potential to make the organizational reach the status of a
world-class organization by way of quantity and quality.



Identify customer’s needs: Break up the product into attributes and classify the
attributes into ‘musts’ and ,’wants’ or ‘vital few’ and ‘trivial many’ as per the
customer perception collected during the market survey.



Define critical process and measures: The ‘must ‘ or ‘vital few ‘ key attributes are
outcome of a certain process and its control to ensure consistent production of these
attributes .These process are defined as the critical processes ,and control point for
these processes are called measures.



Set organizational vision: The product performance is defined as the best as per
customer’s requirement. This is based on customer’s feedback on the product
performance and validation by the chosen group of customers.



Develop strategic plan: developing strategic plan according to the customers’ needs
by using SWOT analysis and PEST analysis .



Develop the developed annual plan for breakthrough: The next step in TQM is to
break up the long term strategic plan into the annual business plan for breakthrough
.This business plan should further generate the marketing plan and financial plan
followed by the production plan.



Revise roles and responsibilities: The organization has to be reoriented ,and roles and
responsibilities have to be redefined and revised to attain after providing the suitable
training and education need.
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From ;quality council’ to set change strategy: Total quality management organization
forms a ‘quality council’ consisting of all functional heads and chaired by the Chief
Executive Officer or Managing Director in order to reduce mistakes that individual
may make when he/she take the decision in isolation .



Annual review: The periodic or annual measurement of performance is carried out to
find the performance is going as per the business plan for the year or not .In case
there is a deviation or shortfall corrective actions are taken to put the business plan
back on the track.

Ross and Omachonu, (2004:10) mentioned Juran’s ten steps to quality improvement as
follows:


Build awareness of opportunities to improve.



Set goals for improvement.



Organize to reach goals.



Provide training.



Carry out project to solve problems.



Report progress.



Give recognition.



Communicate results.



Keep score.



Maintain momentum by making annual improvement part of the regular systems
and processes of the company.

2.3.9 TQM models
A. TQM Transition Model (1992)
TQM Transition Model states that all TQM initiatives should have a focus on customers.
Customer satisfaction has been termed as the key factor in this model .Both the explicit
and implicit needs of the customer will be understood and fulfilled. To achieve this, a
three pronged approach is recommended. The three corner stones are :a)Vision,
b)Continuous improvement, c)Involvement of everyone. The model indicates three
processes, which need to be carried out with precision. The first process is a planning
process indicated which includes benchmarking ,strategic planning ,and long term
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perspective. The second process indicated as P2 represents the doing process which
includes preventive mechanism ,index for quality ,and scientific method. The third
process indicated as P3 is the checking process which includes evaluation , appraisal, and
admin audit .The third process namely the checking process is the one which include in
the Transition Model in order to obtain guaranteed expected results in real life situation
(Suganthi and Samuel , 2004:61).

B. Total Quality Management Excellence Model (1995)
Thi Model advocates an integrative approach in order to support the transition to systems
management, which is an ongoing process of continuous improvement that begins when
the company commits itself to manage by quality .This model illuminates the elements
that helps us to understand the TQM philosophy and its implementation company-wide
(Charantimath,2006:2) .
The model is a sequences of steps arranged logically to serve as a guideline for the
implementation of a process in order to achieve the ultimate goal..


The Japanese 5-s practices (5S).



Business Process Management (BPM).



Quality Control Circles (QCC).



Quality Management Systems.



Total Productive Maintenance.

C. Integrated TQM Model (1996):
The integrative model is a preventive measures . In this model the pronged approach is
shown where the following three pronged approach take care of all the TQM principle
(Suganthi and Samuel , 2004:66):


Management leadership.



Product/process excellence.



Human resource excellence.

D. TQM Model (2008)
According to Bagad ( 2008:24) TQM model is based on all the excellent work done
during the last century and provides a simple framework for excellent performance. It
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covers all angles and aspects of an organization and its operation. At TQM model there
are 'four Ps' representing the basis of a simple model for TQM which are:


Planning: the development and deployment of polices and strategies , setting up
appropriate partnerships and resources and designing in quality.



Performance: establishing a performance measure framework ,a balanced scorecard
for

the

organization,

carrying

out

self-assessment,

audits,

reviews,

and

benchmarking.


Processes: understanding, management, design and redesign, quality management
systems continuous improvement.



People: managing the human resources, culture change, teamwork, communications,
innovation and learning.

This model will be completed when the three Cs (culture, communication, and
commitment) are integrated into the four Ps framework to move organizations
successfully forward.

2.4 Employees Empowerment and Total Quality Management
In most organizations, the employees are the most underutilized resources but with the
advent of TQM the organizational structure has changed dramatically. Most
organizations no longer have the one way or pyramidal hierarchical structure but have a
more flattened structure which allows for multi skilled workforce. In today’s corporate
environment, managers take the role of coaching and leadership by providing the
employees with the necessary resources and conditions they need in order to accomplish
their goals.(Nijie et al.2008,13).A feeling of empowered may lead to a better job
performance that translate into better customer satisfaction (Uborgo and Obengo
,2000:247). Employee empowerment is a key TQM practice that managers put in their
consideration in order to increase the success of TQM implementation. That is because
TQM focus on the culture of involving all employees in the process and contributing to
the work performance development (Mustafa and Bon,2012:79).The employees in an
organization gain new knowledge and skills through involving them in TQM
implementation .When employees are empowered, they will change their negative
attitudes, reduce conflicts, and better understanding of the importance of product quality
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and contribute to the establishment of an organization-wide quality culture so that TQM
will do little to improve the performance of an organization.(Fening et al.2013;4).
In TQM literature, employee involvement, empowerment, leadership and commitment
are identified as crucial elements of a successful TQM program.(Gonzslez and
Jimenez,2013:40). TQM programs show that success not so much depends on aspects of
technical rationality, such as improved measurement or policies, but more crucially
depends on conditions related to employee behavior, culture and leadership
(Messaoud,2014:23).
TQM should promote empowerment of front-line employees, giving them more
responsibility and information, and so undermining middle managers” traditional role in
implementing and monitoring the instructions of top management (Messaoud,2014:23).
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2.5 Bank of Palestine
Bank of Palestine (BOP) is the first and largest bank with a well-diversified branch
network of 50 branches in Palestine, and a paid up capital of USD 160 million and assets
of over USD 2.3 billion. Established in 1960, BOP has successfully expanded its
presence and operations throughout the country and now has around 1200 employees
serving 650,000 customers. BOP has around 23% market share of deposits and loans in
Palestine. Operating as a universal bank, BOP is engaged in retail, corporate, SME and
Micro, and Diaspora banking operations, with the largest card processing operations in
Palestine. BOP is the sole agent for issuing and acquiring Visa and Master Card in
Palestine with over 6,000 Point of Sale merchant terminals nationwide.
The BOP has been very active in promoting the SME Finance and Micro Finance sector
in Palestine and established dedicated units within the bank to service those customers
with the aim of developing the economy through wider access to finance. Recently, BOP
has also played a leading role in some of the largest project finance loan syndications in
the country.
In the past few years, and in cooperation with the International Finance Corporation
(IFC), BOP was the first bank in Palestine to develop a risk management structure,
systems, procedures, and processes, as well as promoted and strengthened its corporate
governance practices.
The Bank of Palestine’s stock (PEX: BOP) has been listed on the Palestine Exchange
(PEX) since 2005. It is among the market’s blue chip stocks, and represents 15% of total
PEX market capitalization.
In 2007, the BOP established a brokerage subsidiary, Al Wasata Securities Co, providing
customers with trading access to stocks listed on the Palestinian Stock Exchange and
regional markets, with offices in Gaza and Ramallah. Al Wasata has rapidly grown and is
now one of the leading brokerage companies in Palestine.
In 2011 the Bank established another subsidiary, PalPay® – Palestine. PalPay® which
offers bank and non-Bank clients a unique service enabling them to pay utility bills and
top up mobile phone credit using the bank’s 6,000 Point of Sales (POS) merchant
terminals, spread throughout the country in shops, supermarkets, restaurants, and hotels.
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The Bank of Palestine has played a very proactive role in several fundamental initiatives
in Palestine. The bank has mobilized the Palestinian private sector to launch the first
private pension fund. It led the efforts to set up the fund and to advocate for the required
legislative reforms. This fund will be the first private pension fund in the region. It will
be based on a model similar to the Chilean model. This pension fund is expected to
contribute greatly to strengthening the Palestinian economy and society, through
enabling access to finance for medium and long term projects, developing the Palestinian
financial markets, creating employment and reducing poverty, and providing stability
and reassurance to citizens, especially the elderly, leading to further spending and
investments.
The Bank of Palestine has been committed throughout the years to economic
development on a community level. Therefore the bank has adopted a holistic
sustainability strategy and has been the leader in Corporate Social Responsibility (CSR)
in Palestine dedicating 5% of its net profit to areas of Youth, Innovation and Education,
Health and Environment, Sports, Arts and Culture, Women Empowerment, Economic
and Diaspora Affairs, and Social and Humanitarian Efforts.
In the past few years, the bank’s development, achievements, and contribution to the
Palestinian society and economy have been recognized by several prestigious institutions
including Euro Money and Global Finance as the "Best Bank in Palestine”.
(http://bop.ps/ir/en/hom, 13-3-2015).
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Chapter Three
Previous Studies

3.1 Introduction
This chapter presents local, regional and international studies concerning employees
empowerment, Total Quality Management (TQM), and the relationship between
Employees Empowerment and Total Quality Management (TQM), comments on these will
be also presented.

3.1 Employees empowerment:
3.2.1 Local studies
Afana, 2013: "The administrative empowerment and its relationship with the
effectiveness of the work teams".
The aim of this study is to discover the relationship between managerial empowerment and
the effectiveness of teamwork, and to ascertain the level of their implementation within
international Non-Governmental Organizations operating in the Gaza Strip. The researcher
designed a questionnaire and applied it on 65 of non-governmental organizations .The
study found that there is a strong correlation between managerial empowerment and
effectiveness, and employees empowerment dimension (impact)have a high level . The
researcher recommended a reconsideration of the overall incentive system, to offer greater
equanimity to all staff members. Moreover, the study suggested increasing the speed and
fluidity of the circulation of information at all administrative levels.
Al Ataar, 2012:"The extent of the practice of administrative empowerment and its
effect on employee innovation".
The aim of this study is to identify the level of "administrative empowerment" and the
level of "Administrative Innovation" among the employees in the Islamic University and
Al Azhar University in the Gaza Strip. The researcher designed a questionnaire and
applied the study on the employees who have supervisory positions in both the Islamic
University and Al-Azhar University in Gaza. The study population in the Islamic
University is 169 employees, while the number in the Al-Azhar University is
97employees.The total number of members of the study population 266 employees. The
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study found that there is a significant statistical relationship between administrative
empowerment and administrative innovation among the employees. The researcher
recommended that the universities must work hard to promote the culture of empowerment
through enhancing its dimensions and values.
Al Jabari, 2010: "Employee empowerment in Palestinian Public Universities of West
bank" An Overview of the Managerial Employees".
The aim of this study is to explore the employee empowerment in Palestinian public
universities, to examine the relation between psychological aspect and administrative
aspect. The researcher designed a questionnaire and applied the study on all managerial
employees in six public universities in West Bank .The target population consisted of 226
employee. The study found that there is high level of employee empowerment in the public
universities and no differences in empowerment related to the sex, age , academic
qualification ,and years of experience ,and university. The empowerment dimensions
(impact ,self-determination ,competence ,and meaning) have a high level .The researcher
recommended that it is necessary for the management to create a good work environment
that supports empowerment by caring about incentives both moral and monetary.
Al Raqab, 2010: "Transformational leadership and Its relationship with employee
empowerment in the Palestinian Universities in Gaza Strip".
The aim of this study is to explore the relationship between transformational leadership
with its four dimensions (idealized influence, inspirational motivation, intellectual
simulation, individualized consideration) and empowerment in the Palestinian Universities
in Gaza. The researcher designed a questionnaire and applied the study on the
administrators and the academics in administrative positions.
The study found that there is a positive relationship between the dimensions of the
transformational leadership and empowerment, and there is significant statistical
differences in the responses concerning the relationship of the transformational leadership
which empowerment due to (gender, nature of work, name of university, and years of
experience). The researcher recommended that they must encourage mangers should
practice delegation; increase the training courses for the transformational leader, and to
concentrate on the behaviors of the dimensions of the transformational leadership to
increase staff empowerment.
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3.2.2 Regional studies
Zegat, et al. 2014: "Understanding the impact of employee empowerment on
customer orientation behavior”.
The aim of this study is to measure the impact of employee empowerment on customeroriented behavior in the Jordanian Commercial Banks. The researcher designed a
questionnaire and applied it on 377 frontline employee who play an excellent role in
mediating the relationship between clients and service providers
The study found that psychological empowerment has a stronger impact on customeroriented behavior than does structural empowerment. The three dimensions of
psychological empowerment (meaning, competences and impact) have significant and
positive impacts on customer-oriented behavior. The researchers recommended that banks
should use and implement both types of empowerment to maximize customer-oriented
behavior. Bankers also should give more attention to improving and designing better and
more effective structural empowerment programs. This can be done by implementing
better managerial practices such as work rotation, better job design, the use of up-to date
communication and technology and the revision of job regulations and legislation.
Saif and Saleh, 2013: "Psychological Empowerment and Job Satisfaction in
Jordanian Hospitals".
The aim of this study is to test the impact of psychological empowerment on job
satisfaction in Jordanian private hospitals. The researcher designed a questionnaire and
applied it on 554 employees in th e Jordanian private hospitals. The study found that the
dimensions of psychological empowerment (meaning, competence, self-determination and
impact) have a positive impact on employee satisfaction in the Jordanian hospitals. The
researchers recommended that the hospitals should continue the implementation of
psychological empowerment.
Abazaeed, 2010: “The Effect of psychological empowerment on citizenship behavior
of Employees in Social Security Corporation in Jordan".
The aim of this study is to identify the level of psychological empowerment and its impact
on citizenship behavior. The researcher designed a questionnaire and applied the study on
employees in Social Security Corporation in Jordan. The study found that there is an
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impact of psychological empowerment on citizenship. Employee empowerment
dimensions (self-determination ,competence ,meaning) have a high level. The results also
showed that there were no statistical differences among demographic variables of
employees regarding the psychological empowerment and citizenship behavior. The
researcher recommended that there is a need to enhance the track of psychological
empowerment and citizenship behavior of employees.
Al Gathami, 2009: "Psychological empowerment and its relationship with
organizational loyalty of employees in hospital security power in El Riad city".
The aim of this study is to investigate the level of psychological empowerment in security
forces hospital staff and its relationship with the organizational loyalty. The researcher
designed a questionnaire and applied the study on 210 employees in security forces
hospital. The study found that the employees are more aware of the sufficiency subdimension followed by meaning then self –determination .The researcher recommended
that the supervisory levels should believe in the importance of the psychological
empowerment and its benefits to the organization and employees, which is achieved by
several mechanisms like awareness and training of the supervisor.

3.2.3

International studies:

Abadi and Chegini, 2013: "The relationship between employee empowerment with
job satisfaction in Melli Bank of Guilan Province" in Iran .
The aim of this study is to investigate the relationship between empowerment and
satisfaction. The researcher designed a questionnaire and applied the study on 302
employees of Meli bank .The study found that access to information; reward systems, selfdetermination and competence have positive relationship with job satisfaction. The
researcher recommended that the perception and feeling of people should be important for
human resource management in human resource planning.
Khatri and Khushboo, 2013: "A study of empowerment and engagement of
ITES/BPO professionals in Delhi-NCR"
The aim of this study is to understand the perception of employees pertaining to the level
of empowerment and engagement with respect to variables like, job security, work-life
balance, concern from top management, performance review system and to analyze the
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relationship between the level of empowerment and engagement. The researcher designed
a questionnaire and applied it on 20 managerial level employees from different companies
.The study found that there is a positive relationship between the level of engagement and
the level of empowerment impact, self-determination ,meaning have a high level, and there
is a significant difference between male and female employees regarding the level of
empowerment. The researchers recommended that management should use the advanced
techniques to develop an empowered culture that will promoting engagement.
Ambad and Bahron, 2013: "Psychological empowerment: The influence on
organizational commitment among employees in the construction sector ".
The aim of this study is to investigate the relationship between psychological
empowerment and organizational commitment among employees in the construction
sector. The researcher designed a questionnaire and applied it on 171 employees from
various backgrounds and positions working in the construction sector in Kota Kinabalu.
The study found that education level and length of service did not significantly moderate
the relationship between psychological empowerment and organizational commitment. The
findings also indicate that when the construction employees feel empowered by giving
them autonomy, freedom and opportunity in determining how they do their job, they will
be more committed to their organization and put the best effort to ensure the sustainability
of the organization. In addition, if the employees are directly involved in outcomes that
affect the organization and the more the individuals are involved in decision making, the
more committed they would be to their organization. The researchers recommended that
the employers should treat their employees better in order to retain good and talented
people in their organization.
Indradevi, 2012: "The impact of psychological empowerment on job performance
and job satisfaction in India software companies".
The aim of this study is to study the impact of psychological empowerment on job
performance. The researcher designed a questionnaire and applied the study on 200
respondents from 4 Software Companies in Chennai. The study found that there is a
positive relationship between psychological empowerment and job satisfaction. The
relationship is stronger in autonomy followed by meaningful work, competence and
impact. The researcher recommended that all firms should recognize the importance of
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increased employee performance for organizational sustainability and development ,and
when organizations entrust responsibility on its employees and empower them, it leads to
greater flexibility, increased innovation, commitment to change and improved job
satisfaction.
Westgeest, 2011: “Employee Empowerment and its relation to affective
commitment".
The aim of this study is to investigate the relations between the dimensions of
empowerment (impact, competence, meaning and self-determination) and affective
commitment, and to investigate the interactional effects of the dimensions of
empowerment with job engagement and trust in the management on affective commitment
.The researcher designed a questionnaire and applied it on the participants are Dutch
Rabobank employees in two divisions: banking operations, and concern purchase. The
study found that the relationship between empowerment competence and affective
commitment, empowerment component (self-determination, competence, meaning) have a
high level. The researchers recommended that organizations must pay attention to the
knowledge workers' characteristics and the way the management presents itself to its
employees in order to be trusted by them.
Mishra and Bhaskar, 2010:"Empowerment: A necessary attribute of learning
organizations"
The aim of this study is to investigate the role of empowerment in a learning organization
and to explore whether empowerment is a necessary attribute for organizations to enhance
their learning capability or not. The researcher designed a questionnaire and applied the
study on 213 of IT organizations. The study found that only the decision making
dimension of empowerment has emerged as a significant predictor of organizational
learning, not the power sharing and people valuing dimensions. No difference is observed
in high and low learning organizations on their empowerment pattern .The researchers
recommended that future research should consider the dynamic interplay of success factors
over time.

46

Wang and Lee, 2009: "Psychological empowerment and job satisfaction .An analysis
of interactive effects".
The aim of this study is to investigate the interactive effects of the psychological
empowerment dimensions on job satisfaction. The researcher designed a questionnaire and
applied it on employees of multiple organizations. The study found that Choice has a weak
but negative effect on job satisfaction when both competence and impact are high or low
but has a strong positive effect when one of the two dimensions is low and the other is
high. Impact has no effect on job satisfaction when choice and competence are either high
or both low. The effect of impact is positive only when one of the two dimensions is high
and the other is low. In addition, high levels of choice and competence reinforce the
positive effect of meaning on job satisfaction. The researchers recommended that
empowerment programs should focus on reaching optimal levels on the individual
dimensions to create a balanced combination that will result in the most positive outcomes.
Patah et al. 2009: "The influence of psychological empowerment on overall job
satisfaction of front office receptionists".
The aim of this study is to examine the influences of psychological empowerment on
overall job satisfaction. The researcher designed a questionnaire and applied it on 210
employees of 21 hotels in Kuala Lumpur, Malaysia. The study found that psychological
empowerment has significant influence (through the dimensions of meaningfulness,
competence and influence) on overall job satisfaction of the receptionists. The findings
also suggested that receptionists’ age and tenure affected their sense of overall job
satisfaction. The researchers recommended that hotel managers should include this in their
effort and consideration to enhance employees’ performance and competencies. More
competitive solutions such as enhancing participation by the departmental decision making
process, encouraging creativity, implementing better work environment and employment
packages may harmonize work relationships and outcomes.
Drake et al. 2007: "Empowerment, motivation, performance: Examining the impact
of feedback and incentives on non-management employees".
The aim of this study is to exam how specific types of performance feedback and
performance-based rewards affect three psychological dimensions of empowerment. The
researcher designed a questionnaire and applied it on lower-level workers from different
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type of company. The study found that feedback and rewards affect different dimensions
of empowerment. Financial feedback has a significant and positive effect on perceived
impact, while performance-based rewards have significant and negative effect on selfdetermination and perceived competence. Additionally, only greater levels of perceived
impact were associated with greater motivation. The researchers recommended that firms
should consider carefully the techniques they employ to try to increase feelings of
empowerment among non-management employees.

3.2 Total Quality Management (TQM)
3.3.1 Local studies
Ghanem, 2008: Total quality management in local organizations of Palestine in West
Bank and its role in the institutional capacity"
The aim of this study is to evaluate the application of the principles and the tools of total
quality management in local organizations in the West Bank and its basic dimensions , to
study the effect of applying the principle and the tools of total quality management in local
organizations, and to identify the weaknesses in applying the TQM principles in local
organization .To achieve these aims the researcher designed a questionnaire and applied
the study on 170 mangers and heads of departments of the local organizations. The study
found that there is a positive correlation between the application of the principles and tools
of total quality management and performance indicator ,and there are no real efforts for
developments specially at employees areas , productivity levels , quality levels and the
relationships with the customers .The researcher recommended that the organizations
should rethink their human resources practices and invest in them for the long term.
Abd el All, 2007: The extent of the application of total quality management in the
service of cellular phone customers in Mobile Company from the viewpoint of
employees in Palestine"
The aim of this study is to answer the question whether there was an implantation of TQM
in the services of cellular phone customers in Jawwal Company from the viewpoint of
employees in Palestine, to identify the key activities to ensure the success of total quality
management concept implementation in the Palestinian Cellular Communications
Company, and to discover the limitation of applying TQM. The researcher designed a
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questionnaire and applied the study on 700 employees from management, all of its
subsidiaries, and all of its Gallery services affiliate. The study found that the common
principles of TQM and the level of awareness of TQM benefits is ranked highly in the
study. The study provided some recommendations and suggestions which could raise the
implementation level of TQM concept subsequently will increase the return on the
company, employees , customers and other beneficiaries of the services of the company.
Parakat, 2007: "The reality of applying the TQM dimensions under the existed
organizational culture in the banks operating in Gaza Strip "
The aim of this study is to recognize whether the banks in Gaza strip adopt Total Quality
Management (TQM) dimensions and to clarify the effect of organizational culture on
applying TQM dimensions .The researcher designed a questionnaire and applied the study
on the top level of management in the different main offices and branches of banks
working in the Gaza strip. The study found that the banks in the Gaza Strip adopt TQM
dimensions, and there are no significant differences among respondents about the actions
of TQM applications in the Banks attributed to

job position, age, specialization,

experience by years, and gender. The researcher recommended to avoid the routine
procedures to improve the customer services , to take the worker opinions before making
any changes in the work place environments , enhance the role of worker in managerial
activities , and Enhance the importance and the effect of organizational culture which will
improve the effectiveness of TQM application.
Al Doqe, 2006:"The reality of TQM at the Palestinian National Authority (PNA)
Ministries in Gaza Strip"
The aim of this study is to examine the reality of applying the standards and factors of
Total Quality Management (TQM), at the Palestinian National Authority (PNA) Ministries
in Gaza Strip, to examines the extent of the implementation and practicing level of the
concept factors .The researcher designed a questionnaire and applied the study on 3,363
employees which represented all the employees of Ministries in the Gaza Strip.
The study found that there is a shortage in training opportunities, and there is a low level of
employees awareness about the employees participation in the TQM process .The
researcher recommended that they should take in their account the stability and
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consistency in administrative leadership, and adopt a national strategy and plan to reduce
the effects of political instability.
AL Ataar, 2006:"The reality of Total Quality Management in Palestinian Universities
and the ways to develop it from the heads department academic point in Gaza Strip
universities"
The aim of this study is to identify the current status of the Total Quality Management in
the Palestinian Universities in Gaza Strip, and to develop general approaches of TQM in
the Palestinian Universities. The researcher designed a questionnaire and applied the study
on all the heads of the academic departments (eighty-four heads) in the Gaza Strip
Universities. The study found that the status of the Total Quality Management in the Gaza
Strip's Universities (the Islamic University, ALAzhar University and Al Aqsa University)
hasn’t reached the minimum average of the standards of the quality in the international
universities, and there were no difference of statistical significance among averages of the
evaluation of the respondents among the three universities. The researcher recommended
that the three universities should pay more attention to the application of the factors of the
Total Quality Management, they should adapt a comprehensive view for the process of
management, and the employees should be trained on the Total Quality Management
activities.`
Baidoun, 2004:"The implementation of TQM philosophy in Palestinian Organization:
a proposed non-prescriptive generic fromework"
The aim of this study is to identify the critical quality factors for effective TQM
implementation, to understand how these critical quality factors are implemented by the
Palestinian organizations .The researcher designed a questionnaire and applied the study
on78 organizations of ISO-9000 accredited organizations .The study found that there are
19 quality factors perceived as critical and absolutely essential for the successful
implementation of TQM. The researcher recommended that organizational activities and
guidelines should be taken when addressing foundation elements and core components for
successful implementation.
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3.3.2 Regional Studies
Saeed and Hasan, 2012: "The effect of Total Quality Management on construction
project performance. Case study: Constriction firms in Yemen".
The aim of this study is to study the effects of TQM on project performance .The
researcher designed a questionnaire and applied it on 40 companies chosen from the
construction sector. The study found that TQM has positive effects on teamwork
satisfaction, quality of construction project implementation, client satisfaction, and
construction project performance .The researchers recommended that top management
must participate in quality management activities, give more freedom for employees to
make decisions on their jobs and should be encouraged to propose solutions for problems
which arise during work.
Shobaki et al. 2010: "The Implementation of Total Quality Management (TQM) for
the banking sector in Jordan":
The aim of this study is to investigate the application of TQM to a service organizations
using Jordanian Baking Sector as a model example , and to understand the current state of
application of TQM in the Banking Sector in Jordan .The researcher designed a
questionnaire and applied it on sample which were divided into two groups: bank
employees and bank customers .The study found that there is a high rational relationship
between all TQM principles and the organization performance in Commercial Jordanian
Banks measured in productivity and profitability. The evaluation of Commercial Jordanian
Banks customers to the provided services quality level was positive although the general
feeling of customers was not satisfied. The results show that the application of TQM in the
Jordanian Banking Sector lead to increased productivity and ability to compete in the
global markets. The researcher recommended that TQM (approval of philosophy,
commitment toward philosophy and documentation and information) and actions should be
taken to achieve TQM implementation.
Mady, 2008: "Quality management practices: An empirical investigation of
associated constructs in two Kuwaiti industries"
The aim of this study is to provide reliable and valid constructs for measuring quality
management practices and to test the effect of type of industry and plant size on the
implementation level. The researcher designed a questionnaire and applied it on
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manufacturing companies in the food processing (96) and refractors (198) industries
working in Kuwait. . Plant size was a determinant factor of the implementation of
customer focus and process quality practices, TQM dimensions (training, employee
satisfaction, customer satisfaction, teamwork) have high level. The researchers
recommended that there should be a continuous enhancement of quality management
implementation in all manufacturing units.

3.3.3 International Studies:
Mardani et al. 2013: "Relationship between national culture and soft total quality
management in Iranian multinational firms".
The aim of this study is to investigat the impact of national culture dimension on soft total
quality management (STQM) in Iranian Multinational Firms. The researcher designed a
questionnaire and applied it on 100 Iranian Small and Medium Enterprises. The study
found that TQM dimensions (training and customer satisfaction) have a high level, and
there is relationship between national culture and soft total quality management. The
researchers recommended that implementing soft or hard aspects alone will not achieve the
envisioned results associated with TQM. Instead, both soft and hard aspects need to be
integrated into any TQM program.
Oluwatoyin and Oluseun, 2008: "Total Quality Management: A test of the effect of
TQM on performance and stakeholder satisfaction".
The aim of this study is to highlight the benefit of TQM implementation in the Nigerian
Airline Industry by examining the basic principles of TQM in the airline. The researchers
designed a questionnaire and applied it on 30 employees who deal directly with customers
on daily basis. The study found that the TQM dimensions (training, customer satisfaction,
employee satisfaction, and teamwork) had high level means .The researchers
recommended that management of the organization should have a major role to play in
terms of ensuring a culture which permits every member of the organization to be involved
and contribute to quality improvement.
Kakkar and Narag, 2007: "Recommending a TQM model for Indian organizations"
The aim of this study is to explore the meaning of TQM implementation in India and its
impact on the Indian organizations’ overall performance, and to prescribe a TQM model
52

for Indian organizations in order to maximize the impact of TQM. The researcher designed
a questionnaire and applied the study on all types of manufacturing organizations and
service organizations and government undertakings view of the TQM activities in India.
The study found that the existence of clusters of large correlation coefficients between
subsets of these variables: respectively, efficiency, customer, people, and teambuilding.
researcher recommended that TQM managers must keep an eye on cost and waste
reduction, resources planning, conservation and utilization .Top management should
emphasize on building a strong and cohesive team, impressing upon every member of the
team to keep process efficiency at maximum.
Samat et al. 2006: "TQM practices, service quality, and market orientation: Some
empirical evidence from a developing country".
The aim of this study is to explore the relationship between Total Quality Management
(TQM) practices and service quality as well as the relationship between TQM practices
and market orientation. The researcher designed a questionnaire and applied it on 175
service organizations in the Northern Region of Malaysia. The study found that there is a
significant effect on service quality whereas only employee empowerment and customer
focus had a significant effect on market orientation. TQM practices had significant effect
on service quality and market orientation, information and communication was positively
related to service quality and had the greatest impact on service quality. The researchers
recommended that organizations should have the correct information to ensure all
employees understand the organization and its processes.
Barah and Roa 2002: "Relationship between TQM and performance of Singapore
companies"
The aim of this study is to develop a quality framework to determine the success factors of
quality program through an examination of the relationship between individual quality
management practices , quality performance ,customer satisfaction and employee
satisfaction, and to investigate whether quality performance is a function of the nature and
size of the organization and the duration of the TQM implementation .To achieve these
aims the researcher designed a questionnaire and applied the study on 700 manufacturing
and service companies that are randomly selected. The study found that there are a
significant differences between experienced TQM and less experienced TQM firms in
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terms of rigor of their quality management implementation ,the length of implementation
of TQM program affects quality performance ,and the size of the company and the
adoption of TQM are two factors that correlate significantly with a more rigorous quality
management implementation and a higher level of quality performance .The researcher
recommended that it is necessary to have a suitable culture in place to promote the role of
top management leadership ,customer focus ,human resource focus and quality focus.
Sohal and Terziovski, 2000:"TQM in Australian Manufacturing: factors critical to
success"
The aim of this study is to discuss the trends in the adoption of quality management
practices in the Australian Manufacturing .The researcher designed a questionnaire and
applied the study on 895 manufacturing companies in Australia. The study found that
customer survey and continuous improvements concepts have a significant effect on the
organizational performance, and there is no single best approach to implement TQM
philosophy .The researcher recommended that manager at all levels and all staff must have
a positive attitude towards quality to ensure that there is organization-wide commitment to
the TQM philosophy and the tools and techniques of quality improvement, and Quality and
customer-related performance indicators must be developed as part of the performance
review system.
Woon, 2000:"TQM implementation comparing Singapore's service and
manufacturing leaders"
The aim of this study is to compare TQM implementation levels in services and
manufacturing .The researcher designed a questionnaire and applied the study on 240
organizations which are consist of 111 service and 129 manufacturing organizations. The
study found that the service organizations have a significantly lower level of TQM
implementation than the manufacturing-oriented service and the manufacturing
organizations .The researcher recommended that appropriate programs should be
introduced to assist the service organizations, and attention should be given to the
influence of industry type on the TQM implementation level in organizations despite their
adoption of a common national TQM framework.
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3.3 Total Quality Management (TQM) and Employees Empowerment:
3.4.1 Regional studies:
Messaoud, 2014: The relationship between empowerment and the adaption of Total
Quality Management: from the view point of top and middle leaders in a Baraka
Bank of Algeria.
The aim of this study is to identfy the dimensions of empowerment that affect the adoption
of Total Quality Management in the Algerian Al Baraka Bank. The researcher designed a
questionnaire and applied it on leaders in the upper and middle levels in the bank. The
study found that there is a strong relationship between employee empowerment and Total
Quality Management, and there is positive relationship between employee empowerment
dimensions (self-determination, competence, impact, and meaning) and Total Quality
Management. The researchers recommended that TQM should promote empowerment of
front-line employees, giving them more responsibility and information.
Al made and Nsirat, 2011: The impact of managerial empowerment in the
implementation of Total Quality Management at Jordan university Hospital:
(A case study).
The aim of this study is to identify the impact of managerial empowerment on the
implementation of Total Quality Management at the Jordan University Hospital, and to
examine the differences in the attitudes of employees toward the implementation of total
quality management on the bases of their demographic characteristics. The researchers
designed a questionnaire and applied the study on 319 employees in Jordan University
Hospital. The study found that there is relationship between managerial empowerment and
Total Quality Management and there is significant relationship between employee
empowerment dimensions (impact, self-determination, meaning, and competence) and
Total Quality Management. There were no significant statistical differences in the attitudes
of employee towards quality management according to their demographic characteristics,
with the exception of the employment level. The researchers recommended improving the
organizational climate, creating an organizational culture to encourage the implementation
of managerial empowerment, adopting an incentive system to increase efforts of the
employees, granting the employees enough authority and discretion to enable them to
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make decisions, and developing the abilities of the employees to improve their
performance.

3.4.2 International studies:
Gonzalez and Jimenez, 2013: " Total quality management and its relationship with
empowerment and commitment: their effects on firm performance".
The aim of this study is to highlight the importance of the soft dimensions of Total Quality
Management (TQM), such as Human Resource Management (HRM) in the
implementation of a TQM program in the organization, and to tests the effect of TQM on
empowerment and commitment. The researchers designed a questionnaire and applied the
study on 200 companies. The study found that there is a positive relationship between
TQM and employee empowerment, and also TQM positively related to employees’
commitment. The researcher recommended that organizations should look for the
establishment of empowerment and commitment philosophies inside their TQM programs.
This will lead to better results for the organization.
Pramuka and Adawiyah, 2012:"The human related dimensions of TQM practice in
service setting"
The aim of this study is to understand the human related aspects of TQM practice. The
researcher designed a questionnaire and applied the study on 497 employee of Islamic
bank locate in central Jawa Indonesia. The study found that the Islamic Banks in Indonesia
emphasize more on employee empowerment than other dimensions of soft TQM , they pay
attention on the implementation of top management commitment ,customer focus and
employee empowerment. Most of the respondent agree that top management of the banks
actively participate in quality management and improvement related to top management
commitment to empowering the employees in quality problem solving. The researchers
recommended that promotion system should be based on quality performance, Investment
should be made on employee education and training, and competency based HRM training
should be adopted to ensure employees get the most appropriate training for their job.
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Jain and Gupta, 2012:"Effects of TQM on perceptual HRM outcomes in software
industry in India"
The aim of this study is to examine the effect of TQM practices by software organization
on perceptual HRM .The researcher designed a questionnaire and applied the study on 324
employees of software industry. The study found that there is a strong relationship between
empowerment and employees job perceptions, and there are weak relationships between
process quality improvement, risk management, continuous improvement and perceptual
HR outcomes. The researcher recommended that software organizations should apply
employee empowerment in order to foster development.
Ugboro and Obeng, 2000:"Top management leadership, employee empowerment, job
satisfaction, and customer satisfaction in TQM organizations": an empirical study
The aim of this study is to test the effects of top management leadership, employee
empowerment, job satisfaction, and customer satisfaction in TQM organizations .The
researchers designed a questionnaire and applied the study on organizations which have
adopted TQM .The study found that there is apositive correlation between top management
leadership, employee empowerment, job satisfaction, and customer satisfaction and
improved levels of job satisfaction that are facilitated by top management leadership and
commitment to the TQM goal of customer satisfaction. The researcher recommended that
organizations should involve their employees in the culture changes and adjustment
process.

3.4 Comments on previous studies
The previous studies demonstrated the importance of employees empowerment and Total
Quality Management in different organizational sectors especially in the service sector
such as the banking sector, health sector, and education sector.
Some previous studies measured the practical dimensions of employees empowerment such
as (Afana, 2013, Al ataar, 2012 ,and Mishra and Bhashar, 2010) ,and others measured the
psychological empowerment dimensions like (Al Jabari ,2010, Al Raqab , 2010, Zegat ,et
al.2014 ,Saif and Saleh, 2013 ,Westgeest, 2011 ,Abazaeed,2010, Al Gathami, 2009, Abadi
and Chegini, 2013, Khatri and Khushboo,2013, Ambad and Bahron, 2013 , Indradevi, 2012
,Wang and Lee, 2009, Patah et al.2009, and Darke, and Wong, 2007).The current research
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measures the psychological empowerment dimension(impact- meaning- self-determinationcompetence)in addition to commitment.
The current research is similar to (Afana, 2013, Al ataar ,2012, Al Jabari ,2010,Zegat,et
al.2014, Saif and Saleh, 2013 ,Westgeest, 2011 ,Abazaeed,2010, Al Gathami, 2009, Abadi
and Chegini, 2013, Khatri and Khushboo, 2013, Ambad ,and Bahron, 2013, Indradevi,
2012) in taking employees empowerment as independent variable.
The current research is similar to (Massoud,2014, Al made and Nsirat, 2011,Ugboro and
Obeng, 2000) in taking employees empowerment as independent variable and Total Quality
Management as dependent variable, and different from (Gonzlez and Jimenez,2013,and Jain
and Gupta, 2012) in taking Total Quality Management as independent variable and
employees empowerment as dependent variable.
.
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4 Chapter Four
Research Methodology

4.1 Introduction
This chapter describes the methodology of the research adopted to accomplish the
objectives of the research. The term methodology is used to establish a step by step
procedure for reaching the intended research results.
In this chapter, the methodological procedures are presented including: the method of the
research, population of the research, sample of the research, response rate, questionnaire
design, measurement scales, the validity and reliability of the study, test of normal
distribution and data analysis and statistical techniques used in the research.

4.2 The Research Method
This research used a descriptive analytical method which studies the phenomenon as it is;
it describes it accurately and clarifies its characteristics through collecting, analyzing and
explaining data (Al whadi, 2013:68). The descriptive analytical method does not only
collect and organize data related to a specific phenomenon, but also aims at reaching
conclusions that contribute in understanding reality throughout analyzing and explaining
the studded phenomenon. The researcher used two types of data sources .The first type is
the secondary sources including the previous studies and books that are related to the
research subject. The second type is the primary sources including the data the researcher
collected through the questionnaire.

4.3 Population of the Research
The population of the research is the frontline employees who work in the Bank of
Palestine in Gaza governorates, which consists of 333 employees who work in the main
head quarter branches, and sub-branches. The sub branches have a very small number of
employees so the researcher merged them with the branches they are related to. The
merged sub branches are (i) Omar Al Mokhtar sub-branch which is merged with Main
Bank. (ii) Sarya sub-branch which merged with Al Remal branch. (iii) Bni-shela subbranch which merged with KhanYounis branch.
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Table (4.1): Population of the Research
No.

Branches

1
2
3
4
5
6
7
8

The main Bank
Al Remal branch
AL Nasser branch
Nussirat branch
Jabalia branch
KhanYounis branch
Rafah branch
Deir El Balah branch
Total number

No. of
employees
71
78
32
24
32
40
32
24
333

Percent %
21
23
10
7
10
12
10
7
100

Table 4.1 shows that the population of the research is distributed on eight branches. Al
Remal branch has the largest number of employees (78 employees) with a percentage of
23%, whereas Nussirat and Deir El Balah branches have the smallest number of employees
(24 employees) with a percentage of 7% each.

4.4 Sample of the research
In order to achieve the research objective a questionnaire was designed to collect data from
a stratified random sample of 179 employees .The sample size is calculated using the
following equation: (Thompson, 2011:60)

n

N  p1  p 
N  1  d 2  z 2  p1  p 







Where:
Z = at the confidence level of 95% equal1.96.
D = the percentage of errors which equal 0.05
P = the degree of variability in the attributes which equals 0.5
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Table (4.2): Clarifies the distribution of the research sample
No.
1
2
3
4
5
6
7
8

Branches
The main Bank
Al Remal branch
AL Nasser branch
Nussirat branch
Jabalia branch
KhanYounis branch
Rafah branch
Deir El Balah branch
Total number

Population
71
78
32
24
32
40
32
24
333

Sample
38
46
17
13
17
22
17
13
179

4.5Questionnaire Design
There are two types of research approaches quantitative approach and qualitative approach
(Naoum, 2007:41). According to Fellows and Liu (1997) quantitative approaches seek to
gather factual data and to study relationships between facts and how such facts and
relationships accord with theories and the findings of any research executed previously
(Al-Najjar, 2008:32). The questionnaire was designed in Arabic language (Appendix: D),
and an English version is attached in (Appendix: C).
This research adopted

a quantitative approach using a descriptive research tool

(questionnaire) designed to examine “The relationship between employee empowerment
and Total Quality Management”.
The research questionnaire consists of three parts :
Part (1): Consists of the demographic and personal information of the respondents (Age,
Gender, Educational Level, Years of experience in the current job and Managerial
Level).
Part (2): Consists of the five sub dimensions of the independent variables (employees
empowerment) including:


Impact: consists of 6 paragraphs.



Meaning: consists of 10 paragraphs.



Self-determination: consists of 8 paragraphs.
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Commitment: consists of 12 paragraphs.



Competence: consists of 10 paragraphs.

Part (3): Represents the dependent variable (Total Quality Management) consists of 21
paragraphs.
After designing the questionnaire it was piloted to measure its validity and reliability.
Thirty copies of the questionnaire were distributed for this purpose.
After piloting of the questionnaire ,179 questionnaire were distributed and 139 completed
questionnaire were received (response rate 78%). Table (4.3) shows the responses of the
study sample.
Table (4.3): Response rate of distributed questionnaires
No.

Branches

1
2
3
4
5
6
7
8

The main Bank
Al Remal branch
AL Nasser branch
Nussirat branch
Jabalia branch
KhanYounis branch
Rafah branch
Deir El Balah branch
Total number

Distributed
questionnaires
38
46
17
13
17
22
17
13
179

Recovered
questionnaires
28
42
11
7
14
20
10
7
139

Response
rate
73%
91%
64%
54%
81%
93%
58%
54%
78%

4.6 Measurement scale
The likert scale has been used to measure the response to the questionnaire classes as
follows: Strongly agree (5), agree (4), Neutral (3), disagree(2),strongly disagree (1).
The level of agreement will be determined for each paragraph and each dimension
according to five levels based on likert scale, as shown in Table (4.4).
Table (4.4): Level of agreement about paragraphs according to mean value
Level of
agreement
Mean
Weight %

Very Low

Low

Medium

High

Very High

1 - 1.80

1.80 – 2.60

2.61 – 3.40

3.41 – 4.20

4.21 – 5.0

20% - 36%

36% - 52%

52% - 68%

68% - 84%

84% - 100%
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4.7 Validity of the Questionnaire
Validity refers to the degree to which an instrument measures what it is supposed to be
measuring (Pilot and Hungler, 1985:656). When an instrument is valid, it truly reflects the
concept it is supposed to measure (Wood and Haber, 1998:368). Validity has a number of
different aspects and assessment approaches (Polit and Hangler, 1985:656).

4.7.1 Arbitrating validity
The questionnaire was examined by a number of arbitrators who have wide experience in
the field of the research. The researcher has modified, deleted, and added the necessary
parts to the questionnaire in response of the arbitrators suggestions.

4.7.2 Internal validity
The internal validity of the questionnaire is the first statistical test used to test the validity
of the questionnaire. Internal validity is measured through the correlation coefficients
between each paragraph in the dimension and the whole dimension.
The following tables show the correlation coefficient for all items in the dimensions of
questionnaire ((4.5),(4.6),(4.7),(4.8),(4.9),(4.10),(4.11))
Table (4.5): Correlation coefficient for the paragraphs of "impact "
No.
1
2
3
4
5
6

Paragraph
I know exactly the impact of my job performance on the
profitability of the bank .
I know how to do my job so as to maximize the profitability of
the bank.
I have control over the means of doing my job.
I have a great impact on what happen in my department .
My job has a great effect on my colleagues and my supervisors
jobs .
I have impact on the development that occur in the Bank

Corr.
Coefficient
0.861*
0.897*
0.798*
0.848*
0.821*
0.858*

*Significant at the 0.05 level
Table (4.5) shows that all the correlation coefficients for the paragraphs of the sub
dimension “Impact” are significant at 0.05 level. The correlation coefficients ranged
between (0.798) for “I have control over the means of doing my job” and (0.897) for
“I know how to do my job so as to maximize the profitability of the bank”.
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Table (4.6): Correlation coefficient for the paragraphs of the 'Meaning '
No.

Paragraph

1

The work I do is important to me.
My work contributes to achieve the overall objective of the ban
k.
The work that I do means a lot to me.
My work activities have a personal meaning to me.
My job activities have meaning and value to my collogues and
supervisor.
My boss makes me feel that my job is important as a vital part
of the bank.
I feel I use my time in executing an important work.
My work is considered as an important one in the bank
My work makes me feel responsible toward the bank.
I practice during my work activities that have a high value

2
3
4
5
6
7
8
9
10

Corr.
Coefficient
0.705*
0.912*
0.843*
0.799*
0.851*
0.782*
0.887*
0.769*
0.814*
0.705*

*Significant at the 0.05 level
Table (4.6) shows that all the correlation coefficients for the paragraphs of the sub
dimension “Meaning” are significant at 0.05 level. The correlation coefficients ranged
between (0.705) for “I practice during my work activities that have a high value” and
“The work I do is important to me” and (0.912) for “My work contributes to achieve
the overall objective of the bank” .
Table (4.7): Correlation coefficient for the paragraphs of 'self-determination'
No.

Paragraph

1

I can change the style of work when I want.
I have ample opportunity and freedom regarding the way in
which I carry out my work .
I feel free in choosing the amount of effort needed to
understand the elements of my work
I can understand the existing elements in anything I chose in my
work.
I can chose the needed speed to understand my work.

2
3
4
5
6
7
8

I express my opinion in my work related issues.
I can decide by myself how to perform my work.
I have the authority to do my work task.

Corr.
Coefficient
0.903*
0.598*
0.869*
0.783*
0.629*
0.894*
0.750*
0.879*

*Significant at the 0.05 level
Table (4.7) shows that all the correlation coefficients for the paragraphs of the sub
dimension “Self-determination” are significant at 0.05 level. The correlation coefficients
ranged between (0.598) for “I have ample opportunity and freedom regarding the way
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in which I carry out my work ” and (0.903) for “I can change the style of work when I
want”.
Table (4.8): Correlation coefficient for the paragraphs of 'Commitment'
No.

Paragraph

1
2
3
4
5
6
7
8

I would be very happy to spend the rest of my career with this bank .
I feel that the problems of the bank are my own problems.
I feel a sense of belonging to my bank.
There is an emotional sense of belonging to the bank.
I feel that I am part of the family of the Bank .
This bank has a great meaning to me.
My attitudes are consistent with the attitudes of the Bank.
I am ready to do any task in order to continue working in this bank.
I am ready to do more effort than expected to help the bank to
succeed.
I feel proud telling others that I am part of the bank
I am very glad that I have chosen and preferred to work in this bank
on other workplaces .
The reputation of the bank means a lot for me.

9
10
11
12

*Significant at the 0.05 level
Table (4.8) shows that all the correlation
dimension “Commitment” are significant
ranged between (0.730) for “I feel that
problems.” and (0.896) for “I am ready to
bank to succeed”.

Corr.
Coefficient
0.825*
0.730*
0.875*
0.781*
0.768*
0.795*
0.810*
0.769*
0.896*
0.788*
0.790*
0.852*

coefficients for the paragraphs of the sub
at 0.05 level. The correlation coefficients
the problems of the bank are my own
do more effort than expected to help the

Table (4.9): Correlation coefficient for the paragraphs of 'Competence'
No.
1
2
3
4
5
6
7
8
9
10

Paragraph
I am confident about my ability to do my work activities.
I have the required skills to do my work.
I am confident I am doing my work activity correctly.
I feel competent to perform the required tasks of my work.
I feel adequately prepared to perform my work.
I have the authority to take the necessary decisions on how to
perform my job on a correct way.
My boss has trust in my capabilities to do my work properly.
I have skills and information that enable me to deal with my
responsibilities of my work.
I prefer the job that give me the opportunity to use my skills and
capabilities
I can deal effectively with any work related problem that requires
immediate treatment

*Significant at the 0.05 level
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Corr.
Coefficient
0.811*
0.802*
0.867*
0.811*
0.901*
0.830*
0.728*
0.760*
0.885*
0.895*

Table (4.9) shows that all the correlation coefficients for the paragraphs of the sub
dimension “Competence” are significant at 0.05 level. The correlation coefficients ranged
between (0.728) for “My boss trust in my capabilities to do my work properly” and
(0.901) for “I feel adequately prepared to perform my work”.
Table (4.10): Correlation coefficient for the paragraphs of Total Quality Management
No.
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18
19
20
21

Paragraph
Management encourages and recognizes team-work effort in
providing service with high quality
Management respects my suggestion that I provide for job
Individual effort is recognized in delivering quality service
I view my job as being flexible
Salary is a means of motivation in the bank
There is continuous improvement in the service in the Bank
Mistakes are seldom made while responding to customer’s request
Quality service delivery is due to workers empowerment
Employees are involved in decision making
Customers see high standard of quality in the service provided
My customers recommend my services to others
My bank responds quickly to customers complains
Bank’s services are readily accessible to customers
In the bank ,quality means total customer satisfaction or whatever
the customer expects
In my department, different groups cooperate to meet common
department goals
I can feel a spirit of cooperation and teamwork that exists in my
department.
In my department and in the bank as whole, teamwork is
encouraged
Management respects that teamwork through an environment of
open communication.
My management often sends me to professional seminars, and/or
technical courses to promote my technical knowledge of quality
management
The bank provides appropriate training on quality management to
all employees.
The bank recognizes the importance of training to enable
employees to acquire skills needed to accomplish quality goals.

Corr.
Coefficient
0.950*
0.527*
0.581*
0.806*
0.656*
0.701*
0.893*
0.758*
0.802*
0.780*
0.867*
0.714*
0.903*
0.841*
0.821*
0.855*
0.799*
0.947*
0.821*
0.914*
0.813*

*Significant at the 0.05 level
Table (4.10) shows that all the correlation coefficients for the paragraphs of the dimension
“Total Quality Management” are significant at 0.05 level. The correlation coefficients
ranged between (0.527) for “Management respect my suggestion that I provide for
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job” and (0.950) for “Management encourages and recognizes team-work effort in
providing service with high quality”.

4.7.3 Structure validity
Structure validity is the second statistical test that has been used to test the validity of the
questionnaire structure by testing the validity of each dimension and the validity of the
whole questionnaire. It measures the correlation coefficient between one dimension and all
the dimensions of the questionnaire that have the same level of likert scale. Table (4.11)
illustrates the results of the test.
Table (4.11): Correlation coefficient between each dimension and questionnaire

No.
1
2
3
4
5
6

Dimensions
Independent Variables
Impact
Meaning
Self-determination
Commitment
Competence
Dependent Variable
Total Quality Management

No. of
Paragraphs

Corr.
Coefficient

47
7
10
8
12
10

0.986*
0.915*
0.890*
0.894*
0.943*
0.908*

21

0.937*

*Significant at the 0.05 level
The correlation coefficient for the first dimension “Employees Empowerment” is (0.986)
and (0.937) for the second dimension “Total Quality Management” .The p-values (Sig.) are
less than 0.05, so the correlation coefficients of both dimensions are significant. It can be
concluded that the questionnaire structure is valid.

4.8 Reliability of the Questionnaire
The reliability of an instrument is the degree of consistency which measures the attribute it
is supposed to be measuring (Polit and Hunger, 1985:651) or the degree to which an
instrument measures the same way each time it is used under the same condition with the
same subjects. There are many methods for measuring reliability. The researcher used
Cronbach's Alpha and Split-Half methods.
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4.8.1 Cronbach's Alpha
Cronbach's Alpha is designed as a measure of internal consistency, that is, do all items
within the instrument measure the same thing (George and Mallery, 2003:53). Cronbach's
Alpha is used to measure the reliability of the questionnaire for each dimension. The
normal range of Cronbach's Alpha value is between 0 and 1. The closer the Alpha is to 1,
the greater the internal consistency of items in the instrument being assumed. Table (4.12)
shows the values of Cronbach’s Alpha for the dimensions of the research.
Cronbach’s Alpha value is (0.984) for “Employees empowerment” and (0.97) for “Total
Quality Management”. For the entire questionnaire, the Cronbach's Alpha equals (0.988)
. The questionnaire is considered reliable, and ready for distribution for the intended
sample.
Table (4.12): Cronbach's Alpha coefficient for reliability
No.
1
2
3
4
5
6

Dimensions
Independent Variables
Impact
Meaning
Self-determination
Commitment
Competence
Dependent Variable
Total Quality Management
All dimensions

No. of
Paragraphs
47
7
10
8
12
10

Cronbach's
Alpha
0.984
0.932
0.939
0.917
0.951
0.949

21
68

0.972
0.988

4.8.2 Split-Half method
Reliability is measured by using Split Half method. This methods depends on splitting the
paragraphs in two halves. The first half includes odd items and the second half includes
even items. The correlation coefficient is then calculated between the two halves (Abu
Hashem,2006:6). Finally the correlation coefficient is adjusted by Spearman-Brown
equation. Table (4.13) illustrates the results of this test.
The adjusted correlation coefficient using Spearman-Brown equation is (0.986) for
“Employees empowerment” and (0.944) for “Total Quality Management”. And for the
entire questionnaire, adjusted correlation coefficient using Spearman-Brown equation
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equals (0.984) which shows that the questionnaire is reliable and can be used for the
purpose of this research.
Table (4.13): Split half method for reliability
No.
1
2
3
4
5
6

Dimensions
Independent Variables
Impact
Meaning
Self-determination
Commitment
Competence
Dependent Variable
Total Quality Management
All dimensions

No. of
Corr.
Paragraphs coefficient
47
0.971
7
0.850
10
0.848
8
0.824
12
0.887
10
0.786
21
68

0.893
0.968

SpearmanBrown
0.986
0.920
0.918
0.903
0.940
0.880
0.944
0.984

4.8.3 Test of normal distribution
There are two types of statistical tests, the first is “Parametric tests” and the second one is
“Non-Parametric tests”. If the data is normally distributed, parametric tests are applicable,
if not nonparametric tests are used. According to Central Limit Theorem, if the sample size
(n) is greater than 30 respondents. we can throw over the normal distribution condition
(Rabe’e, 2007:111). Parametric statistics are used with Likert data, with small sample sizes
(Norman, 2010:31).In this research the parametric tests are used.
4.9 Data analysis and statistical techniques
In order to test the research questions and hypotheses the following statistical techniques
are used to analyze the data:


Frequencies & Percentages: To describe the personal characteristic of the study
sample.



Mean: To identify to what extent the responses for sentences and the main
dimensions of the study.



Standard Deviation: To show how much variation or dispersion exists from the
mean.



Cronbach's Alpha: To estimate the reliability of the questionnaire questions.



Pearson Correlation Coefficient: To measure the sincerity of internal consistency.
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One Sample T-test: To test the Differences between the Mean value and the
neutral value (3).



T-test for independent samples: To test the presence of statistically significant
differences in the level of Agreement on dimensions due to the gender.



Analysis of Variance- ANOVA: To test for the presence of statistically significant
differences in the level of agreement on dimensions of the study due to other
demographic variables.



Pearson Correlation: To measure the relationship between two variables.
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5 Chapter Five
Findings and Data Analysis
5.1 Introduction
This chapter includes the presentation and analysis of the most important statistical results
that describe the characteristics of the research sample and those have been reached about
the problem of the research, which aims to measure and determine “The relationship
between employees empowerment and total quality management”. In addition, this chapter
features the results of testing hypotheses. It also includes discussing and commenting on
each hypothesis in light of the study problem.

5.2 Characteristics of the research sample
Table (5.1) shows the distribution of the study sample according to the demographic
factors (age, gender, educational level, years of experience in the current job and
managerial level).
33.8% of the research sample is aged less than 30 years, 35.3% are aged between (30-40)
years, 20.1% are aged between (40-50) years, 5.8% are aged 50 years and more and 5.0%
are missing. The result could be justified as the bank hires young people in order to ensure
a high productivity and continuous improvement in the work.
56.1% of the research sample is males, 30.2% is females, and 13.7% are missing. The
result shows a lack of interest in the Bank to employ females.
5.8% of the research sample is holders of Diploma degree, 72.7% are holders of Bachelor
degree, 9.4% are holders of Master degree, 1.4% is holders of Doctoral degree and 10.8%
are missing. The results show that most of the employees are well-qualified.
Based on the years of experience in the current job the distribution of the research sample
is 26.6% with less than 5 years of experience in their current job, 33.8% from 5 to 10 years
of experience in their current job, 16.5% from 11 to 15 years of experience in their current
job, 13.7% 16 years and more of experience in their current job and 9.4% are missing.
These results indicate that the employees are satisfied with the level of job security, there
is low turnover in the bank, and they have a high experience in their current work.
73

Finally, 6.5% of the respondents are Managers, 5.0% are deputy managers ,36.0% are
heads of department, 46.8% are employees and 5.8% are missing.
Table (5.1): Distribution of the respondents’ according to demographic factors
Demographic Factors
Age
Less than 30 years
From 30 to less than 40 years
From 40 to less than 50 years
50 years and more
Missing
Gender
Male
Female
Missing
Educational Level
Diploma
Bachelor
Master
PhD
Missing
Years of experience in the current job
less than 5 years
From 5 to 10 years
From 11 to 15 years
16 years and more
Missing
Managerial level
Manager
Deputy manager
Head of department
Employee
Missing
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Frequency
(N)

Percent
(%)

47
49
28
8
7

33.8
35.3
20.1
5.8
5.0

78
42
19

56.1
30.2
13.7

8
101
13
2
15

5.8
72.7
9.4
1.4
10.8

37
47
23
19
13

26.6
33.8
16.5
13.7
9.4

9
7
50
65
8

6.5
5.0
36.0
46.8
5.8

5.3 Employees empowerment
5.3.1 Impact
Table (5.2) shows the results of the paragraphs of “Impact” which indicates a very high
level of agreement on these paragraphs. The means of these paragraphs ranged between
4.07 for “I knew I have impact in the development that occur in the bank” and 4.40 for
“I have a great impact on what happen in my department” (81% and 88%)
respectively. The results of T-test for checking if the means are greater than the neutral
degree (3) were all significant at level 0.05, where the minimum mean for the answers is
4.07. Moreover, the mean of the whole dimension is 4.28 (86%). This result indicates that
there is a very high level of "Impact" according to the responder’s point of view.
Table (5.2): Analysis of results for first dimension “Impact”
No
1

2
3
4
5
6

Paragraph
I know exactly the impact of my job
performance on the profitability of
the bank .
I know how to do my job so as to
maximize the profitability of the
bank.
I have control over the means of
doing my job.
I have a great impact on what
happen in my department .
My job has a great effect on my
colleagues and supervisors jobs.
I have impact on the development
that occur in the Bank
Total degree

M

SD

T

Sig.

RII

R

4.37

0.72

22.27

0.00

%87

2

4.32

0.68

22.78

0.00

%86

3

4.23

0.73

19.99

0.00

%85

4

4.40

0.68

24.39

0.00

%88

1

4.32

0.71

21.85

0.00

%86

3

4.07

0.90

14.07

0.00

%81

6

4.28

0.55

27.29

0.00

%86

Hint: M=Mean of answers, SD=standard Deviation, T= calculated value for t-test,
RII=Relative Importance Index., R=Rank of Items.
This result is consistent with (Saif, and Saleh ,2013,Patah et al.2009.Khatri and khushboo,
2013, Indradevi, 2012, Al Gathami,2009, Al jabare,2010, Afana, 2013, Abadi and Chegini,
2013, Ambad and Bahrom,2012, and Zegat et al. 2014 )who stated that there is a high
level of impact. The result contradicts with (Abazaeed, 2010, Westgeest, 2011, Wang and
Lee, 2009) who concluded that there is a medium level of impact. These results show that
the employees in the bank have a high experience in their current job which increased their
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skills and abilities as well as enabling them to control and influence the work procedures
and process in their departments.

5.3.2 Meaning
Table (5.3) illustrates the results of the paragraphs of “Meaning” which shows a very high
level of agreement on these paragraphs. The means of these paragraphs ranged between
4.17 for “I practice during my work activities that have a high value” and 4.49 for
“The work I do is important to me”, ( 83% and 90%) respectively. The results of T-test
for checking if the means are greater than the neutral degree (3) were all significant at level
0.05, where the minimum mean for the answers is 4.17. The mean of the whole dimension
is 4.32 (86%). This result indicates that there is a very high level of "Meaning" from the
respective of the respondents.
Table (5.3): Analysis of results for second dimension "Meaning"
No
Paragraph
1 The work I do is important to me.
My work contributes to achieve the
2 overall objective of the bank .
3
4
5

6
7
8
9
10

The work that I do means a lot to
me.
My work activities have a personal
meaning to me.
My job activities have meaning and
value to my collogues and
supervisor.
My boss makes me feel that my job
is important as a vital part in the
bank.
I feel I use my time in executing an
important work.
My work is considered as an
important one in the bank
My work makes me feel
responsible toward the bank.
I practice during my work activities
that have a high value
Total degree

M
4.49

SD
0.63

T
22.88

Sig.
1011

RII
%90

R
1

4.38

0.73

22.42

1011

%88

4

4.29

0.69

22.26

1011

%86

5

4.22

0.78

18.43

1011

%84

7

4.25

0.76

19.36

1011

%85

6

4.22

0.78

18.43

1011

%84

7

4.38

0.64

25.39

1011

%88

4

4.41

0.68

24.48

1011

%88

3

4.42

0.69

24.11

1011

%88

2

4.17

0.81

17.13

1011

%83

8

4.32

0.51

30.72

0000

%86

Hint: M=Mean of answers,SD=standard Deviation, T= calculated value for t-test,
RII=Relative Importance Index., R=Rank of Items.
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This result is consistent with ( Saif, and Saleh, 2013, Patah et al. 2009, Indradevi,2012, Al
Gathami,2009, Al jabare,2010, Ambad and Bahrom, 2012, Zegat et al. 2014, Abazaeed, 2010
,Westgeest, 2011 and Wang and Lee, 2009) who stated there is a very high level of meaning
dimension. These results show that the bank satisfies financial , social, and psychological
needs of the employees. The employees recognize the importance of their jobs; work at the
bank makes them feel valued and self-esteemed, and management appreciates their existed
efforts in accomplishing the required tasks that make their work more meaningful.

5.3.3 Self-determination
Table (5.4) displays the results of the paragraphs of “Self-determination” which shows a
high level of agreement in these paragraphs. As the means of these paragraphs ranged
between 3.91 for “I have ample opportunity and freedom regarding the way in which I
carry out my work” and 4.22 for “I can change the style of work when I want”, (78%,
84%) respectively. The results of T-test for checking if the means are greater than the
neutral degree (3) were all significant at level 0.05, where the minimum mean for the
answers is 3.91. In addition, the mean of the whole dimension is 4.11 (82%). This result
indicates that there is a high level of "Self-determination" from the perspective of the
respondents.
Table (5.4): Analysis of results for third dimension “Self-determination”
No.
Paragraph
1 I can change the style of work when I want.
I have ample opportunity and freedom
2 regarding the way in which I carry out my
work .
I feel free in choosing the amount of effort
3
needed to understand the elements of my work
I can understand the existing elements in
4
anything I chose in my work.
I can chose the needed speed to understand my
5
work.
I express my opinion in my work related
6
issues.
I can decide by myself how to perform my
7
work.
8 I have the authority to do my work task.
Total degree

M
4.22

SD
T
Sig. RII
0.80 17.95 1011 %84

R
1

3.91

0.80 13.29 1011 %78

8

4.04

0.85 14.37 1011 %81

7

4.11

0.69 18.86 1011 %82

5

4.18

0.68 20.55 1011 %84

3

4.21

0.69 20.65 1011 %84

2

4.13

0.84 15.73 1011 %83

4

4.07
4.11

0.83 15.07 1011 %81
0.55 23.89 0000 %82

6

Hint: M=Mean of answers ,SD=standard Deviation, T= calculated value for t-test,
RII=Relative Importance Index., R=Rank of Items.
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This result is consistent with (Saif, and Saleh ,2013, Patah et al.2009, Kitapa et al. 2009, Al
Gathame,2009, Al jabare,2010, Ambad and Bahrom ,2012, and Zegat et al.2014
,Abazaeed,2010, Westgeest,2011, and Wang and Lee, 2009) who stated that there is a high
level of self-determination. The result contradicts with (Abdi and Chegini,2013) who
concluded that there is a medium level of self-determination dimension. These results
show that the employees in the bank have a high experience which improve their skills,
capabilities and abilities that enable them to be more dependent and effective. The bank
creates various opportunities for the employees to improve their skills and capabilities of
carrying their work.

5.3.4 Commitment
Table (5.5) shows the results of the paragraphs of “Commitment” which show a very high
level of agreement on these paragraphs. The means of these paragraphs ranged between
3.99 for “I feel that the problems of the bank are my own problems” and 4.40 for
“The reputation of the bank means a lot for me”,( 80% , 88% )respectively.
The results of T-test for checking if the means are greater than the neutral degree (3) were
all significant at level 0.05, where the minimum mean for the answers is 3.99. In addition,
the mean of commitment is 4.23 (85%). This result indicates that there is a very high level
of “Commitment” according to responder’s point of view.
Table (5.5): Analysis of results for fourth dimension “Commitment”
No
1
2
3
4
5
6
7
8
9

Paragraph
I would be very happy to spend the
rest of my career with this bank .
I feel that the problems of the bank
are my own problems.
I feel a sense of belonging to my bank.
There is an emotional sense of
belonging to the bank.
I feel that I am part of the family of
the Bank .
This bank has a great meaning to me.
My attitudes are consistent with the
attitudes of the Bank.
I am ready to do any task in order to
continue working in this bank.
I am ready to do more effort than
expected to help the bank to succeed.
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M

SD

T

Sig.

RII

R

4.22

0.88

16.30

0.00

%84

7

3.99

0.92

12.62

0.00

%80

12

4.30

0.82

18.51

0.00

%86

4

4.16

0.87

15.60

0.00

%83

9

4.27

0.85

17.52

0.00

%85

5

4.21

0.82

17.45

0.00

%84

8

4.13

0.83

16.06

0.00

%83

11

4.15

0.81

16.72

0.00

%83

10

4.39

0.70

23.39

0.00

%88

2

No
10
11
12

Paragraph
I feel proud telling others that I am
part of the bank
I am very glad that I have chosen and
preferred to work in this bank on
other workplaces .
The reputation of the bank means a lot
for me.
Total degree

M

SD

T

Sig.

RII

R

4.31

0.75

20.47

0.00

%86

3

4.24

0.82

17.66

0.00

%85

6

4.40

0.69

23.84

0.00

%88

1

4.23

0.65

22.22

0.00

%85

Hint: M=Mean of answers ,SD=standard Deviation, T= calculated value for t-test,
RII=Relative Importance Index., R=Rank of Items.
This result is consistent with (Al Gathami,2013, Gonzalez and Jimenez, 2013, and
westgeest,2011) who stated that there is a high level of commitment. This result shows that
the bank is the source of income for the employees which makes them more interested in
the bank reputation. The bank provides some privileges to the employee, a one which
makes them more motivated, satisfied and secured.

5.3.5 Competence
Table (5.6) presents the results of the paragraphs of “Competence” which shows a very
high level of agreement on these paragraphs . The means of these paragraphs ranged
between 4.18 for “I have the authority to take the necessary decisions on how to
perform my job on a correct way” and 4.43 for “I am confident I am doing my work
activity correctly” and “I feel adequately prepared to perform my work”, (84% , 89% )
respectively.
The results of T-test for checking if the means are greater than the neutral degree (3) were
all significant at level 0.05, where the minimum mean for the answers is 4.18 (87%). This
result indicates that there is a very high level of "Competence" according to respondents’
point of view.
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Table (5.6): Analysis of results for fifth dimension “Competence”
No.
1
2
3
4
5
6
7

8

9

10

Paragraph
I am confident about my ability to
do my work activities.
I have the required skills to do my
work.
I am confident I am doing my work
activity correctly.
I feel competent to perform the
required tasks of my work.
I feel adequately prepared to
perform my work.
I have the authority to take the
necessary decisions on how to
perform my job on a correct way.
My boss has trust in my
capabilities to do my work
properly.
I have skills and information that
enable me to deal with my
responsibilities of my work.
I prefer the job that give me the
opportunity to use my skills and
capabilities
I can deal effectively with any
work related problem that requires
immediate treatment
Total degree

M

SD

T

Sig.

RII

R

4.39

0.67

24.52

1011

%88

3

4.33

0.68

23.16

1011

%87

5

4.43

0.64

26.28

1011

%89

1

4.38

0.63

25.74

1011

%88

4

4.43

0.64

26.28

1011

%89

1

4.18

0.77

18.11

1011

%84

7

4.33

0.76

20.67

1011

%87

5

4.26

0.72

20.63

1011

%85

6

4.41

0.66

25.11

1011

%88

2

4.33

0.72

21.81

1011

%87

5

4.35

0.52

30.38

0000

%87

Hint: M=Mean of answers, SD=standard Deviation, T= calculated value for t-test,
RII=Relative Importance Index., R=Rank of Items.
This result is consistent with (Saif and Saleh, 2013,Patah et al.2009, Indradevi, 2012, Al
Gathami,2009, Al jabare,2010, Abadi and Chegini,2013, Ambad and Bahrom ,2012, Wang
and Lee ,2009, and Zegat et al.2014) who concluded that the competence have very high
level. While, the result contradicts with (Westgeest, 2011) who concluded that there is a
medium level of competence dimension. These results show that the employees in the bank
are confidence because they have high experience in their current jobs and

their

supervisors and peers support and trust them.
Table (5.7) shows that the total degree of “Employees Empowerment” is (4.26) with a
relative important index (85.2%) which indicates that there is a high level of agreement
from the employees of the Bank of Palestine concerning “Employees Empowerment”.
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Table (5.7) Summary of analysis results of Employees Empowerments
Dimensions
Impact
Meaning
Self-determination
Commitment
Competence
Part total degree

Mean
4.28
4.32
4.11
4.23
4.35
4.26

SD
0.55
0.51
0.55
0.65
0.52
0.46

RII %
85.6
86.4
82.2
84.6
87.0
85.2

T
27.89
30.72
23.89
22.22
30.38
32.17

Sig.
0.000
0.000
0.000
0.000
0.000
0.000

Rank
3
2
5
4
1

Hint: RII: Relative Importance Index, SD: Standard Deviation.
This result is consistent with (Saif and Saleh, 2013, Patah et al.2009 ,Indradevi,2012, Al
Gathami, 2009, Westgeest, 2011, Al jabare, 2010, Abadi and Chegini, 2013, Ambad and
Bahrom, 2012, Wang and Lee, 2009, and Zegat et al.2014) who concluded that employees
empowerment has very high level. These results show that the Bank of Palestine
recognizes the important of empowering their employees so that they provide a positive
environment to empower them.

5.4 Total Quality Management
Table (5.8) shows the results of the paragraphs of “Total Quality Management”. The
agreement level on these paragraphs is very high. The means of these paragraphs ranged
between 4.00 for “Employees are involved in decision making” and 4.46 for “The Bank
recognizes the importance of training to enable employees to acquire skills needed to
accomplish quality goals”. (80% ,89%) respectively.
The results of T-test for checking if the means are greater than the neutral degree (3) were
all significant at level 0.05, where the minimum mean for the answers is 4.00.
The mean of the whole dimension is 4.23 (85%). This result indicates that there is a very
high level of “Total Quality Management” according to the respondent’s point of view.
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Table (5.8): Analysis of results of “Total Quality Management (TQM)”
No
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18
19
20
21

Paragraph
Management encourages and recognizes teamwork effort in providing service with high
quality
Management respects my suggestion that I
provide for job
Individual effort is recognized in delivering
quality service
I view my job as being flexible
Salary is a means of motivation in the bank
There is continuous improvement in the service
in the Bank
Mistakes are seldom made while responding to
customer’s request
Quality service delivery is due to workers
empowerment
Employees are involved in decision making
Customers see high standard of quality in the
service provided
My customers recommend my services to
others
My bank responds quickly to customers
complain
The bank services are readily accessible to
your customers
In my bank ,quality means total customer
satisfaction or whatever the customer expects
In my department, different groups cooperate to
meet common department goals
I can feel a spirit of cooperation and teamwork
that exists in my department .
In my department and in the bank as whole,
teamwork is encouraged
Management respects that teamwork through an
environment of open communication.
My management often sends me to professional
seminars, and/or technical courses to promote
my technical knowledge of quality management
The bank provides appropriate training on
quality management to all employees.
The Bank recognizes the importance of training
to enable employees to acquire skills needed to
accomplish quality goals.
Total degree

M

SD

T

Sig.

RII

R

4.31

0.69

22.10

1011

%86

4

4.11

0.74

17.45

1011

%82

14

4.19

0.68

20.45

1011

%84

12

4.20
4.06

0.70
0.92

20.16
13.44

1011
1011

%84
%81

11
15

4.28

0.68

21.89

1011

%86

6

4.20

0.78

17.86

1011

%84

11

4.23

0.68

21.29

1011

%85

9

4.00

0.84

13.93

1011

%80

16

4.24

0.68

21.33

1011

%85

8

4.18

0.72

19.20

1011

%84

13

4.39

0.62

26.21

1011

%88

2

4.35

0.73

21.55

1011

%87

3

4.29

0.78

19.44

1011

%86

5

4.18

0.77

17.96

1011

%84

13

4.20

0.79

17.94

1011

%84

11

4.23

0.77

18.75

1011

%85

9

4.21

0.82

17.35

1011

%84

10

4.20

0.78

18.08

1011

%84

11

4.25

0.76

19.35

1011

%85

7

4.46

0.70

24.52

1011

%89

1

4.23

0.52

27.69

0000

%85

Hint: M=Mean of answers, SD=standard Deviation, T= calculated value for t-test,
RII=Relative Importance Index., R=Rank of Items.
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The previous result is consistent with (Saeed and Hassan,2012, Parakat ,2007, Mady ,2008,
and Oluwatogin and Oluseun,2008) who found that there is a high level of TQM. The
result however contradicts with (Al Doqe ,2006) who found that there is a low level of
TQM. The above result show that the bank focuses on providing multiple services that
meet the needs of the customer and ensuring continuous improvement to create a
competitive advantage in order to increase customer satisfaction, and the bank provides a
suitable training programs to improve the skills , abilities ,and knowledge of the employees
in order to enhance the application of TQM

5.5 Hypotheses testing
Pearson correlation has been used to measure the relationship between Employees
Empowerment dimensions and Total Quality Management in the Bank of Palestine.
Statistically the null hypothesis (Ho) is being tested which assumed that there is no
significant relationship versus the alternative hypothesis which assumed that there is a
significant relationship .The result of the test is determined according to the significant
level. If the significant level is less than 0.05 then the null hypothesis will be rejected and
the alternative will be accepted then we can say there is a significant statistical
relationship, if not (if significant level is greater than 0.05) the null hypothesis is accepted
then we conclude that there is no significant statistical relationship
Main hypothesis 1:
“There is no significant statistical relationship at a significant level (α≤0.05) level
between employees empowerment and Total Quality Management(TQM) in the Bank
of Palestine”.
Sub hypothesis 1
“There is no significant statistical relationship at a significant level (α≤0.05) level
between impact and Total Quality Management (TQM) in the Bank of Palestine”
Table (5.9) shows that Pearson correlation coefficient equals (r=0.597), and the level of
significance is 0.000, which is lower than 0.05. We conclude that there is a positive
significant relationship between impact and TQM in the Bank of Palestine. at a significant
level (α≤0.05).
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Table (5.9): Relationship between impact and Total Quality Management (TQM)
Dimension

Total Quality Management (TQM)
Person correlation

0.597

Sig.

0.000

N.

137

Impact

Significant at 0.05 level
This result is consistent with (Messoaud,2014) who stated that there is a positive
relationship between impact and Total Quality Management. This result show that the
employees in the bank are well qualified and have the adequate skills and abilities. The
employees can influence their work which leads to quality performance. The employees
feel that they have impact on their work on the success of the bank.
Sub hypothesis 2
“There is no significant statistical relationship at a significant level (α≤0.05) level
between meaning and Total Quality Management (TQM) in the Bank of Palestine”
Table (5.10) shows that Pearson correlation coefficient equals (r=0.654), and the level of
significance 0.000, which is lower than 0.05. This means that there is a positive significant
relationship at (α≤0.05) level between meaning and TQM in the Bank of Palestine.
Table (5.10): Relationship between meaning and Total Quality Management (TQM)
Dimension

Meaning

Total Quality Management (TQM)
Person correlation

0.654

Sig.

0.000

N.

137
Significant at 0.05 level.

This result is consistent with (Messoaud, 2014) who stated that there is a positive
relationship between meaning and Total Quality Management. This result shows that the
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employees in the bank recognize the importance of their job which makes them feel valued
,and more capable of developing the services and have a quick response to the customer
needs. During Total Quality Management implementation meaning dimension is an
important aspect.
Sub hypothesis 3
“There is no significant statistical relationship at a significant level (α≤0.05) level
between self-determination and Total Quality Management (TQM) in the Bank of
Palestine”
Table (5.11) shows that Pearson correlation coefficient equals (r=0.696), and the level of
positive significance is 0.000, which is lower than 0.05. This means that there is a positive
relationship at a significant level α≤0.05 level between self-determination and TQM in the
Bank of Palestine.
Table (5.11): Relationship between self-determination and Total Quality
Management (TQM)
Dimension

Self-

Total Quality Management (TQM)
Person correlation

0.696

Sig.

0.000

N.

137

determination

Significant at 0.05 level
This result is consistent with (Messoaud, 2014) who stated that there is a positive
relationship between self-determination and Total Quality Management. This result shows
that the bank creates various opportunities for the employees to do their work dependently
and freely which enable the employees to be more creative. The employees can recognize
problems and probably make improvement in the quality of the services that they provide.
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Sub hypothesis 4
“There is no significant statistical relationship at a significant level (α≤0.05) level
between Commitment and Total Quality Management (TQM) in the Bank of
Palestine”
Table (5.12) shows that Pearson correlation coefficient equals (r=0.653), and the level of
significance 0.000, which is lower than 0.05. This means there is a positive relationship at
significant level α≤0.05 between commitment and TQM in the Bank of Palestine.
Table (5.12): Relationship between commitment and Total
Quality Management (TQM)
Dimension

Commitment

Total Quality Management (TQM)
Person correlation

0.653

Sig.

0.000

N.

137
Significant at 0.05 level

This result is consistent with results of previous studies such as (Gonzalez and
Jimeneza,2013) who found a positive relationship between commitment and Total Quality
Management. This result shows that the employees in the bank feel loyal and they are
highly commitment to the bank. The employees do the best in order to continuously
improving the performance of the bank and meet customer needs. The employees have
high level of commitment and a sense of belonging to the bank which assist them in
achieving the banks’ objectives. Employee commitment is turned at producing a desirable
organizational behavior towards quality goals.
Sub hypothesis 5
“There is no significant statistical relationship at a significant level (α≤0.05) level
between Competence and Total Quality Management (TQM) in the Bank of
Palestine”
Table (5.13) shows that Pearson correlation coefficient equals (r=0.670), and the level of
significance is 0.000, a level lower than 0.05. This means that there is a positive
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relationship at significant level α≤0.05 between competence and TQM in the Bank of
Palestine.
Table (5.13): Relationship between competence and Total
Quality Management (TQM)
Dimension

Total Quality Management (TQM)
Person correlation

0.653

Sig.

0.000

N.

137

Competence

Significant at 0.05 level
This result is consistent with (Messoaud, 2014) who found a positive relationship between
competence and Total Quality Management. This result shows that the employees in the
bank have a sense of competence where they are confident about their ability to do their
work effectively, meeting the customer requirements and lead to achieve the goals of Total
Quality Management.
In general table (5.14) shows that the levels of significant for Pearson correlations are less
than 0.05 level. Therefore, we conclude that there is a significant relationship between
Employees Empowerment dimensions and Total Quality Management in Bank of Palestine
at α≤0.05.
Table (5.14) Relationship between Employees Empowerment dimensions and TQM

Impact

N
137

TQM
Pearson Corr. (r)
0.597*

Sig.
0.000

Meaning

137

0.654*

0.000

Self-determination

137

0.696*

0.000

Commitment

137

0.653*

0.000

Competence
Employees
Empowerment

137

0.670*

0.000

137

0.796*

0.000

Independent variables

*significant at 0.05 level
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This result indicates that Employees Empowerment is positively related to Total Quality
Management and has a great impact on service quality .This result shows that the
employees in the bank are empowered which affects the implementing of Total Quality
Management. The Bank of Palestine supports the employees and empower them to be
empowered to maintain focus on the customer needs. This result is consistent with the
findings of previous studies that suggest the existence of a positive relationship between
Employees Empowerment and Total Quality Management. Messaoud (2014) studied the
dimension of empowerment (impact-self-determination-competence-meaning) and their
effect on the adaptation of TQM in Algerian Al Baraka Bank of Pond. The study found
that there is a relationship between the dimensions of empowerment and the adaptation of
TQM. The result is also consistent with Njie et al.(2008), who studied top management and
Employees Empowerment in TQM implementation and the study found that TQM
objective of quality improvement and customer satisfaction can be better achieved if the
top management is committed to empower employees to be responsible for the quality of
their work. The finding is also consistent with Samat, et al.(2006) who studied the
relationship between TQM practices and service quality and market orientation. The study
found that employees empowerment had a significant effect on service quality. Ugboro and
Obeng (2000) studied top management leadership, employees empowerment, job
satisfaction, and customer satisfaction. The study found that if the employees are satisfied
with their jobs from being empowered, it could translate into increased job satisfaction
which is the basis of most TQM programs.
Main hypothesis 2:
“There are no significant differences in the answer of the respondents concerning
Total Quality Management (TQM) in the Bank of Palestine due to the demographic
characteristics (gender, age, educational level, years of experience in the current
position, managerial level) at a significant level α≤0.05” .
Sub hypothesis 1:
“There are no significant differences in the answers of the respondents concerning
Total Quality Management (TQM) due to gender at a significant level α≤0.05”
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To test the above sub hypothesis, T-Test was used. Table (5.15) shows that there are no
significant differences of a significant level α≤0.05 in the answers of respondents due to
gender as sig=0.96 which is more than 0.05.
The result is consistent with (Made and Nsirat, 2011, Parakat, 2007) who found no
significant differences in the answers of the respondents due to gender. The result
contradicts with (Al Doqe, 2006) who found significant differences in the answers of the
respondents due to gender. The researcher believes that all the employees in the bank
either male or female recognize the important of Total Quality Management, and how it
contributes to achieving the goals of the bank.
Sub hypothesis 2:
“There are no significant differences in the answers of the respondents concerning
Total Quality Management (TQM) due to age at a significant level α≤0.05”
To test the above sub hypothesis T-Test was used. Table (5.15) shows that there are no
significant differences of a significant level α=0.05 in the answers of respondents due to
age as sig=0.14 which is more than 0.05.
The result is consistent with (Made and Nsirat, 2011, Parakat, 2007, Al Doqe,2006) who
found no significant differences in the answers of the respondents due to age. The
researcher believes that all the employees in the bank at all ages have the capabilities to be
more productive and applying Total Quality Management concepts and principles.
Sub hypothesis 3:
“There are no significant differences in the answers of the respondents concerning
Total Quality Management (TQM) due to educational level at a significant level
α≤0.05”
To test the above sub hypothesis T-Test was used. Table (5.15) shows that there are no
significant differences of a significant level α≤0.05 in the answers of respondents due to
educational level as sig=0.36 which is more than 0.05.
The result is consistent with (Made and Nsirat,2011, Parakat,2007) who found no
significant differences in the answer of the respondents due to educational level. The
result contradicts with (Al Doqe, 2006) who found significant differences in Total Quality
89

Management (TQM) due to educational level. The researcher believes that the banks’
procedures to apply Total Quality Management does not take into consideration the
educational level.
Sub hypothesis 4:
“There are no significant differences in the answers of the respondents concerning
Total Quality Management (TQM) due to years experience in current position at a
significant level α≤0.05”
To test the above sub hypothesis T-Test was used. Table (5.15) shows that there are no
significant differences of a significant level α≤0.05 in the answers of respondents due to
years of experience in the current position as sig=0.95 which is more than 0.05.
The result is consistent with (Made and Nsirat,2011) who found no significant differences
in the answer of the respondents due to years experience in the current position. The result
contradicts with (Parakat,2007, and Al Doqe, 2006) who found that significant differences
in Total Quality Management (TQM) due to years of experience in the current position.
The researcher believes that all the employees in the bank are asked to apply the Total
Quality Management standards despite the years of experience they have in their current
position.
Sub hypothesis 5:
“There are no significant differences in the answers of the respondents concerning
Total Quality Management (TQM) due to managerial level at a significant level
α≤0.05”
To test the above sub hypothesis T-Test was used. Table (5.15) shows that there are no
significant differences of a significant level α≤0.05 in the answers of respondents due to
managerial level as sig=0.27 which is more than 0.05.
The result is consistent with (Made and Nsirat,2011 and Al doqe, 2006) who found no
significant differences in the answer of the respondents due to managerial level. The
researcher believes that all the employees at all managerial levels at the bank are
committing to apply Total Quality Management concepts and procedures.
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In general, table (5.15) demonstrates that there is no significant differences in Total
Quality Management (TQM) in Bank of Palestine due to demographic factors, whereas all
significant levels were greater than 0.05. Therefore, all the sub hypotheses are accepted.

Table (5.15) Test significant differences in TQM due to demographic factors
Demographic Factors
Less than 30 years
From 30 to less than 40
years
From 40 to less than 50
years
50 years and more
Male
Female
Diploma
Bachelors
Master
PhD
less than 5 years
From 5 to 10 years
From 11 to 15 years
16 years and more
Manager
Deputy manager
Head of department
Employee

Mean

RII

St. Dev

4.34

Age
87%
0.53

4.19

84%

4.08

82%

Test
value

Sig.

Comment

F=1.58

0.14

There are no
sig. differences

0.53
0.47

4.40

88%
0.27
Gender
4.21
84%
0.50
T=0.96
0.50
4.22
84%
0.58
Educational Level
4.26
85%
0.27
4.19
84%
0.52
F=1.07 0.36
4.15
83%
0.67
3.55
71%
0.17
Years of experience in the current position
4.19
84%
0.62
4.18
84%
0.50
S
0.95
4.21
84%
0.52
4.26
85%
0.43
Managerial level
4.24
85%
0.50
4.54
91%
0.25
F=1.31 0.27
4.23
85%
0.51
4.14
83%
0.55

There are no
sig. differences

There are no
sig. differences

There are no
sig. differences

There are no
sig. differences

Main hypothesis 3:
“There are no significant differences in the answer of the respondents concerning
employees empowerment in the Bank of Palestine due to demographic characteristics
(gender, age, educational level, years of experience in the current position,
managerial level) at a significant level α≤0.05”.

91

Sub hypothesis 1:
“There are no significant differences in the answers of the respondents concerning
employees empowerment due to gender at a significant level α≤0.05”
To test the above sub hypothesis T-Test was used. Table (5.16) shows that there are no
significant differences of a significant level α=0.05 in the answers of the respondents due
to gender as sig =0.61 which is more than 0.05.
The result is consistent with (Patah et al.2009, Khatri and Khshboo,2013, and Al Jabari
,2010) who found no significant differences in the answer of the respondents due to
gender. The researcher believes that the bank is working to empower all the employees
regardless of their gender.
Sub hypothesis 2:
“There are no significant differences in the answers of the respondents concerning
employees empowerment due to age at a significant level α≤0.05”
To test the above sub hypothesis T-Test was used. Table (5.16) shows that there are no
significant differences of a significant level α=0.05 in the answers of the respondents due
to age as sig=0.06 which is more than 0.05.
The result is consistent with (Al Ataar, 2012) who found no significant differences in the
answer of the respondents due to age. The result contradicts with (Al Jabari,2010) who
found significant differences in employees empowerment due to age. The researcher
belives that the viewpoint of the employees about employees empowerment and its impact
on achieving the bank’s goals is not related to age.
Sub hypothesis 3:
“There are no significant differences in the answers of the respondents concerning
employees empowerment due to educational level at a significant level α=0.05”
To test the above sub hypothesis T-Test was used. Table (5.16) shows that there are no
significant differences of a significant level α≤.05 in the answers of the respondents due to
educational level as sig=0.36 which is more than 0.05.
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The result is consistent with (Al Jabari, 2010, and Al Ataar, 2012) who found no
significant differences in the answer of the respondents due to educational level. The
researcher believes that the managerial practices in the bank to empower the employee is
not affected by the educational level of the employees.
Sub hypothesis 4:
“There are no significant differences in the answers of the respondents concerning
employees empowerment due to the years' experience in current position at a
significant level α=0.05”
To test the above sub hypothesis T-Test was used. Table (5.16) shows that there are no
significant differences of a significant level α≤0.05 in the answers of the respondents due
to years experience in current position as sig=0.18 which is more than 0.05.
The result is consistent with (Al Jabari, 2010, and Al Ataar, 2012) who found no
significant differences in the answer of the respondents due to the years experience in the
current position. The researcher believes that all the employees in the bank have the
abilities and skills that make them empowered of regardless the number of the years of
experience they have in their current position.
Sub hypothesis 5:
“There are no significant differences in the answers of the respondents concerning
employees empowerment due to managerial level at a significant level α≤0.05”
To test the above sub hypothesis T-Test was used. Table (5.16) shows that there are no
significant differences of a significant level α≤0.05 in the answer of respondents due to
managerial level as sig=0.11 which is more than 0.05.
The result is consistent with (Al Ataar, 2012) who found no significant differences in the
answer of the respondents due to managerial level. The researcher believes that all the
employees at all managerial level in the bank have the same opportunities to improve their
capabilities and being empowered .
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In general, table (5.16) demonstrates that there are no significant differences in employees'
empowerment due to demographic characteristics, whereas all significant levels were
greater than 0.05. Therefore, all the sub hypotheses are accepted.
Table (5.16) Test significant differences in employees empowerment according to
demographic factors
Demographic Factors

Mean

RII

St.
Dev

Less than30years
From30 to less than 40
years
From40toless than50years
50years and more

4.36

Age
87%
0.48

4.23

85%

4.13
4.53

Male

4.27

83%
0.46
91%
0.30
Gender
85%
0.45

0.45

Test
value

Sig.

Comment

F=2.58

0.06

There are no
sig.
differences

T=0.52

0.61
4.22 84%
0.50
Educational Level
Diploma
4.49 90%
0.20
Bachelors
4.20 84%
0.48
F=1.07 0.36
Master
4.27 85%
0.47
PhD
4.40 88%
0.45
Years of experience in the current position
less than5years
4.26 85%
0.51
From5to10years
4.14 83%
0.45
F=1.68 0.18
From11to15years
4.34 87%
0.47
16 years and more
4.37 87%
0.37
Managerial level
Manager
4.34 87%
0.46
Deputy manager
4.61 92%
0.32
F=2.09 0.11
Head of department
4.26 85%
0.46
Employee
4.18 84%
0.48
Female
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There are no
sig.
differences
There are no
sig.
differences

There are no
sig.
differences

There are no
sig.
differences

Chapter Six
Results and Recommendations
6.1 Results
6.2 Recommendations
6.3 Future research
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6 Chapter Six
Results and Recommendations
6.1 The results
The following are the results of this research:


There is a very high level of agreement by the respondents concerning employees
empowerment as the mean of the variable equals 4.26 (%85.2).



There is a very high level of agreement by the respondents concerning the subdimensions of employees empowerment as the means of the sub-dimensions equals
(4.28, 4.23, 4.11, 4.23, and 4.35) for impact, meaning, self-determination,
commitment, and competence respectively.



There is a very high level of agreement by the respondents concerning Total
Quality Management (TQM) as the mean of this dimension equals 4.23(%85).



There is generally a significant statistical relationship at a significant level α≤0.05
between employees empowerment and Total Quality Management (TQM) as the
overall correlation coefficient equals 0.796, the p-value equals 0.05.



There is a significant statistical relationship between all the sub-dimensions of
employees empowerment a at a significant level α≤0.05 between employees
empowerment and Total Quality Management (TQM) .The correlation coefficients
equal (0.574, 0.654, 0.696, 0.670, and 0.653) for impact, meaning ,selfdetermination ,competence ,and commitment respectively.



There are no significant statistical differences in the answers of the respondents
concerning Total Quality Management (TQM) due to (gender, age, educational
level, years of service in the current job, and managerial level).



There are no significant statistical differences in the answers of the respondents
concerning employees empowerment due to (gender, age, educational level, years
of service in the current job, and managerial level).
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6.2 Recommendations
Based on previous results, the following recommendations are offered:
A. Employees empowerment: More efforts can be utilized to further improve all the aspects of
employees empowerment in the Bank of Palestine:
1. The bank should involve employees in the identification, discussion of the bank
objectives.
2. Management should listen more to the employees ideas about the bank development.
3. Management should invite their employees to participate their employees in the
development that occur in the bank.
4. Managers should make their employees work meaningful by asking them to do order
they able to do.
5. Mangers should make their employees believe that they are important for the bank to
feel themselves effective.
6. Management should recognize the employees achievement and provide important
activities to make employees feel more appreciated and valued.
7. Management should allow the employees to do their own work process freely and give
them the required authorities to improve the quality performance.
8. Management should give employees substantial freedom, independence in scheduling
the work and in determining several task elements and procedures to be used in
carrying out it .
9. Management should respect and help the employees in their personal problems; they
are required to increase their self-belonging to the bank.
10. Top management and supervisors need to improve their personal working relationship
in order to make the employees more happy to spend the rest of their career with the
bank.
11. Mangers should ensure that employees are satisfied and enjoy what they do at work in
order to make them more ready to do any task to continue working at the bank.
12. Mangers attitudes should be positive, supportive, facilitative, helping, and motivating
to enhance the employees attitudes to be consistent with the attitudes of the bank.
13. Mangers should provide visible support to encourage desired employees behavior.
14. Management should give the employees more responsibilities for conducting their own
job in order to increase their confidence.
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15. Management should establish more flexible working environment instead of forced
imperatives and it would enable the employees to acquire more responsibility related to
their own works.
B. Total Quality Management (TQM): More efforts can be utilized to further improve the
implementation of Total Quality Management (TQM) in the Bank of Palestine by:
1. The employees should receive training in the following areas:


Customer service.



Total Quality Management concept.



Teamwork.

2. The employees should be given further opportunities to provide suggestions
concerning their work.
3. The bank should enhance the concept of teamwork as an important pillar of Total
Quality Management application in an environment of open communication.
4. Financial aspects should be taken into consideration when deciding the salaries of the
employees as a mean for enhancing the motivation of the employees.
5. Technical knowledge of the employees should be further developed by participating
in seminars and technical courses.
6. Individual efforts should be recognized.
C. Employees empowerment and Total Quality Management (TQM) :The Bank of Palestine
can utilize more efforts in employee empowerment that can enhance the implementation of
Total Quality Management (TQM). In particular, the Bank of Palestine can:
1. Provide interactive and challenging activities ,and opportunities for the employees to
achieve Total Quality Management (TQM) goals.
2. Give the employees more freedom to make decisions on their work and encourage them
to solve problem.
3. Focus on employee empowerment when applying Total Quality Management (TQM)
program to perform better, feel higher level of satisfaction, and increase the levels of
commitment towards the bank.
4. Enhance employee empowerment by using teams, work groups, functional teams, and
self-management for better implementation of Total Quality Management (TQM).
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6.3 Future Research:
1. Testing the relationship between TQM and other managerial concept such as
emotional intelligent, innovation, and transformational leadership.
2. Conducting similar researches in other sectors such as health, and education sectors.
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8.2 APPENDIX B
Approval of facilitating
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8.3 APPENDIX C
Questionnaire in English

Al- Azhar University-Gaza
Deanship of Postgraduate studies
Faculty of Economic and
Administration science
Depart. of Business Administration

The relationship between Employee Empowerment and Total Quality
Management (TQM)
A practical Study on the Bank of Palestine in Gaza governances
Dear colleagues: will you please view the following statements and provide your opinion
by ticking the appropriate answer. The answer accuracy and completeness of the answers
will affect the accuracy of the research results. The information will be used for scientific
purpose only.

Thank you all in advance.

The researcher
Amani Al khazendar
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Section A: The demographic characteristic:
1

Age

Less than 30year

From 30-less than 40year

From 40-less than50
year

50 year and more

2

Gender

Male

Female

3

Education level

Diploma

Bachelor

Master

Doctoral

less than 5years

From5-10years

from 11-15year

16year and more

Manager

Deputy manager

Employee

Head of department

4

5

Number of service year in the current job

Managerial level
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Section B: Employees Empowerment
Strongly
disagree
a- Impact
1
2
3
4
5
6

I know exactly the impact of my job
performance on the profitability of the bank.
I know how to do my job so as to maximize
the profitability of the bank.
I have control over the means of doing my
job.
I have a great impact on what happen in my
department.
My job has a great effect on my colleagues
and my supervisors jobs.
I have impact on the development that occur
in the Bank.
b- Meaning

1
2
3
4
5
6
7
8
9
10

The work I do is important to me.
My work contributes to achieve the overall
objective of the bank.
The work that I do means a lot to me.
My work activities have a personal meaning
to me.
My job activities have meaning and value to
my collogues and supervisor.
My boss makes me feel that my job is
important as a vital part in the bank.
I feel I use my time in executing an
important work.
My work is considered as an important one
in the bank
My work makes me feel responsible toward
the bank.
I practice during my work activities that
have a high value
c- Self-determination

1
2

3

4

I can change the style of work when I want.
I have ample opportunity and freedom
regarding the way in which I carry out my
work.
I feel free in choosing the amount of effort
needed to understand the elements of my
work
I can understand the existing elements in
anything I chose in my work.
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Disagree

Neutral

Agree

Strongly
agree

Strongly
disagree
5
6
7
8

I can choose the needed speed to understand
my work.
I express my opinion in my work related
issues.
I can decide by myself how to perform my
work.
I have the authority to do my work task.
e-Commitment

1
2
3
4
5
6
7
8
9
10
11

12

I would be very happy to spend the rest of
my career with this bank.
I feel that the problems of the bank are my
own problems.
I feel a sense of belonging to my bank.
There is an emotional sense of belonging to
the bank.
I feel that I am part of the family of the
Bank.
This bank has a great meaning to me.
My attitudes are consistent with the attitudes
of the Bank.
I am ready to do any task in order to
continue working in this bank.
I am ready to do more effort than expected
to help the bank to succeed.
I feel proud telling others that I am part of
the bank.
I am very glad that I have chosen and
preferred to work in this bank on other
workplaces.
The reputation of the bank means a lot for
me.
d-Competence

1
2
3
4
5
6

I am confident about my ability to do my
work activities.
I have the required skills to do my work.
I am confident I am doing my work activity
correctly.
I feel competent to perform the required
tasks of my work.
I feel adequately prepared to perform my
work.
I have the authority to take the necessary
decisions on how to perform my job on a
correct way.
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Disagree

Neutral

Agree

Strongly
agree

Strongly
disagree
7
8
9
10

Agree

Strongly
agree

Disagree Neutral Agree

Strongly
agree

Disagree

Neutral

My boss has trust in my capabilities to do
my work properly.
I have skills and information that enable me
to deal with my responsibilities of my work.
I prefer the job that give me the opportunity
to use my skills and capabilities
I can deal effectively with any work related
problem that requires immediate treatment

Section C: Total Quality Management
Strongly
disagree
1

4

Management encourages and recognize
team-work effort in providing service with
high quality
Management respect my suggestion that I
provide for job
Individual effort is recognized in delivering
quality service
I view my job as being flexible

5

Salary is a means of motivation in the bank

6

There is continuous improvement in the
service in the Bank
Mistakes are seldom made while responding
to customer’s request
Quality service delivery is due to workers
empowerment
Employees are involved in decision making
Customers see high standard of quality in
the service provided
My customers recommend my services to
others
My bank responds quickly to customers
complain
The bank’s services are readily accessible to
customers
In my bank ,quality means total customer
satisfaction or whatever the customer
expects
In my department, different groups
cooperate to meet common department goals
I can feel a spirit of cooperation and
teamwork that exists in my department.

2
3

7
8
9
10
11
12
13
14

15
16
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Strongly
disagree
17
18

19

20
21

In my department and in the bank as whole,
teamwork is encouraged
Management respects that teamwork
through an environment of open
communication.
My management often sends me to
professional seminars, and/or technical
courses to promote my technical knowledge
of quality management
The bank provides appropriate training on
quality management to all employees.
The Bank recognizes the importance of
training to enable employees to acquire
skills needed to accomplish quality goals.

118

Disagree Neutral Agree

Strongly
agree

8.4 APPENDIX D
االستبانة باللغة العربية

عمادة الدراسات العليا
كلية االقتصاد والعلوم اإلدارية
قسم ادارة األعمال

" العالقة بين تمكين العاملين و إدارة الجودة الشاملة"
" دراسة تطبيقية على بنك فلسطين في محافظات غزة "

الزمالء األعزاء :يرجى التفضل باالطالع وبيان الرأي بتأشير اإلجابة المناسبة من وجهة نظركم ٬إذ أن استكمال
اإلجابة عن كافة عبارات االستبانة و الدقة في اإلجابة ستنعكس بالتأكيد على دقة النتائج التي سيتم التوصل إليها٬
علما" بأن كافة المعلومات الواردة في االستبانة لن تستخدم إال ألغراض البحث العلمي.

شاكرة لكم حسن تعاونكم معي ،،،
وتفضلوا بقبول ف ائق االحترام والتقدير ،،،

الباحثة/
أماني محمود هاشم الخزندار
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الخصائص الديموغرافية:
أقل من 31سنة

من  -31أقل من  41سنة

1

العمر

من-41أقل من 51سنة

 51سنة فأكثر

أنثى

2

الجنس

ذكر

3

المستوى التعليمي

دبلوم عالي

بكالوريوس

ماجستير

دكتوراه

4

عدد سنوات الخدمة في الوظيفة
الحالية

أقل من  5سنوات

من 11-5سنوات

من  15-11سنة

 16سنة فأكثر

5

المستوى الوظيفي

مدير

نائب مدير

رئيس قسم

موظف

121

فقرات االستبانة:
أبعاد تمكين العاملين:
موافق
بشدة

موافق

محايد

غير
موافق

غير
موافق
بشدة

 .1التأثير (إدراك الفرد بأن له تأثير على القرارات التي يتم اتخاذها و السياسات التي تصنعها المنظمة خاصة التي تتعلق بعمله)
الفقرة
م
. .1اعرف تماما مدى تأثير أدائي الوظيفي على ربحية البنك.
. .2اعرف كيفية أداء عملي الذي يعظم ربحية البنك.
. .3أسيطر على األساليب التي يؤدى بها عملي.
. .4تأثيري كبير فيما يحدث في القسم الذي اعمل به
. .5تؤثر وظيفتي بشدة علي وظائف زمالئي في العمل و رئيسي المباشر
. .6لدي تأثير في التطورات التي تحدث في البنك.
 .2معنى العمل (هي قيمة العمل أو غرض العمل بالنسبة للعامل و مدى وجود انسجام و تالؤم بين متطلبات الدور و بين معتقدات
الفرد و قيمة سلوكه)
غير
غير
موافق
موافق
موافق محايد
موافق
بشدة
بشدة
الفقرة
م
. .1العمل الذي أقوم به على درجة عالية من األهمية بالنسبة لي.
. .2عملي يساهم في تحقيق األهداف العامة للبنك.
. .3العمل الذي أقوم به يعني لي الكثير.
. .4أنشطة وظيفتي ذات معنى بالنسبة لي على المستوى الشخصي.
. .5إن مهام عملي لها معنى وقيمة بالنسبة لزمالئي في العمل و رئيسي المباشر.
. .6يشعرني مديري بأهمية وظيفتي و مكانتها كجزء حيوي بالنسبة للبنك.
. .7أشعر بأنني استخدم وقتي في تنفيذ عمل مهم.
. .8يعتبر عملي من األعمال الهامة في البنك.
. .9يجعلني عملي أشعر بالمسؤولية نحو البنك.
 .11أمارس أثناء عملي نشاطات ذات قيمة عالية.
 .3حرية اإلرادة (االستقاللية تعبر عن شعور الفرد بحريته باالختيار عندما ترتبط األمر باإلنجاز وعمل األشياء )
موافق
بشدة
م
.1
.2
.3
.4
.5
.6
.7
.8

الفقرة
.أستطيع أن أغير األساليب التي أؤدي بها عملي عندما أرغب بذلك.
.امتلك فرصة كبيرة من االستقاللية و الحرية في كيفية أداء عملي.
.أشعر بالحرية في اختيار مقدار الجهد الالزم لفهم عناصر مهام عملي.
.أستطيع أن أفهم العناصر الموجودة في أي أمر أنا اختاره في عملي.
.أستطيع أن أختار السرعة الالزمة لفهم مهام عملي.
.أبدي رأي في األمور الخاصة في عملي.
أستطيع أن أقرر بنفسي كيفية أداء العمل.
.يتوفر لدي الصالحيات للتصرف في مهام عملي.
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موافق

محايد

غير
موافق

غير
موافق
بشدة

غير
غير
موافق
موافق
موافق محايد
موافق
بشدة
بشدة
 .4االلتزام ( التزام العاملين بأهداف المنظمة و تشجيعهم علي تحمل مسؤوليات أكثر من خالل تحسين رضاهم عن العمل و الشعور
باالنتماء للمنظمة)
موافق
بشدة

موافق

محايد

غير
موافق

غير
موافق
بشدة

الفقرة
م
. .1سأكون سعيد لقضاء ما تبقى من مسيرتي الوظيفية في البنك.
. .2أشعر إذا حدث مشكلة في البنك انها مشكلة شخصية.
. .3أشعر باالنتماء اتجاه البنك.
. .4هناك ارتباط عاطفي اتجاه البنك.
. .5أشعر بأنني جزء من عائلة البنك.
. .6هذا البنك يمتلك معنى عظيم بالنسبة لي.
. .7توجهاتي تتطابق مع توجهات البنك.
. .8أنا مستعد للقيام بأي مهمة من أجل االستمرار في العمل بهذا البنك.
أنا مستعد أن ابذل جهدا أكثر مما هو متوقع مني عادة من اجل مساعدة البنك
9 .9
.على النجاح.
. .11أشعر بالفخر عندما أخبر اآلخرين بأني جزء من البنك.
أنا سعيد جدا ألني اخترت العمل في البنك و فضلته على غيره من الجهات
. .11
األخرى التي كان يمكن أن أعمل بها.
. .12في الحقيقة تعنيني سمعة البنك.
 .5الكفاءة (قدرة الفرد علي انجاز مهام عمله بنجاح)
موافق
بشدة
م

الفقرة
 . .1أنا على ثقة بقدراتي في أداء أنشطة عملي.
 . .2أنا أمتلك المهارات الالزمة ألداء عملي.
 . .3أنا واثق أنني أقوم بمهام عملي بشكل صحيح.
 . .4أشعر بالكفاءة ألداء مهام عملي المطلوبة مني في مكان عملي.
 . .5أنا على استعداد كافي ألداء عملي.
 . .6أمتلك السلطة الالزمة التخاذ القرارات الخاصة بكيفية أداء عملي بشكل جيد.
 . .7مديري يثق بأنني قادر على القيام بمهام عملي بالشكل المناسب.
1 .8لدي من المهارات و المعلومات ما يمكنني من التعامل مع مسئوليات و أعباء
 .وظيفتي.
 . .9أفضل الوظيفة التي تتيح لي استخدام قدراتي و مهاراتي.
 .11يمكنني التعامل مع أي مشكلة في العمل تتطلب عالجا فوريا
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موافق

محايد

غير
موافق

غير
موافق
بشدة

إدارة الجودة الشاملة:
موافق
بشدة
م
1
2
3
4
5
6
7
8
9
11
11
12
13
14
15
16
17
18
19
21
21

الفقرة
اإلدارة تدرك و تشجع العمل الجماعي في تقديم خدمات عالية الجودة.
اإلدارة تحترم اقتراحاتي التي أقدمها من أجل العمل.
ُتحترم الجهود الفردية في تقديم خدمات ذات جودة عالية.
يتسم عملي بالمرونة الكافية للقيام به.
الراتب الذي اتقاضاه هو الدافع للتحفيز في البنك .
هناك تحسين مستمر للخدمات في البنك .
نادرا ما يتم ارتكاب األخطاء عند االستجابة لطلبات العمالء.
يتم تقديم خدمات ذات جودة عالية من خالل تمكين العاملين.
يتم مشاركة العاملين عند اتخاذ القرارات.
يرى العمالء مستوى عال من الجودة عند تقديم الخدمة
عمالئي يوصون بالخدمات التي أقدمها لهم لآلخرين.
يستجيب البنك لشكاوى العمالء بشكل سريع.
يمكن للعمالء الوصول للخدمات المصرفية بسهولة.
مفهوم الخدمة في البنك هي إرضاء العمالء بشكل كامل مهما كانت
توقعاتهم.
هناك مجموعات مختلفة تتعاون في القسم الذي أعمل به من أجل
الوصول لألهداف العامة.
أشعر بروح العمل الجماعي و التعاون في القسم الذي أعمل به.
يتم التشجيع على العمل الجماعي في القسم الذي اعمل به و في البنك
ككل.
تحترم اإلدارة العمل الجماعي من خالل البيئة ذات االتصال المفتوح.
غالبا ما ترسلني اإلدارة إلى الدورات المهنية و الفنية لتعزيز
معرفتي الفنية و المهنية في إدارة الجودة.
يقدم البنك برامج تدريبية مناسبة عن إدارة الجودة لكل الموظفين.
يدرك البنك أهمية التدريب لتمكين الموظفين و إكسابهم المهارات
الالزمة .لتحقيق أهداف الجودة .
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