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Abstract 

This study looked at the impact of Total Quality Management in improving customer satisfaction for South African 
banks. In addressing this, the study had one primary and three secondary research objectives. The study is mono-
qualitative, whereby a desk review was conducted. PRISMA methodology was adopted. 200 publications were 
considered for review. However, after a rigorous process, 18 publications were eligible to be used in the study. It was 
found in this study that banks that have used Total Quality Management have improved customer satisfaction and 
ultimately improved their profitability. However, challenges were presented from culture, employee involvement, and 
several others. Publications on this topic date back from 1993 to date. It is recommended that banks should take 
advantage of TQM. However, they must also do evaluations to check the impact of TQM in their banks. There should 
be high involvement of all employees in the bank that is affected. Future research will focus on the use of the Fourth 
Industrial Revolution technologies such as the Internet of Things in the adoption and implementation of TQM in 
banks. This research is unique as it focuses on the implementation of TQM from the context of banking. 
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1. Introduction
The first modernized banking system started in Renaissance Italy in the 14th century. During this time the Medici 
family was the only key player in developing the banking practices (Vlašić et al. 2022). By the 18th the Bank of 
England was established which opened a new era of central banking practices and systems. Major Banks like Bank of 
America and HSBC emerged in the 19th century. In the 19th century, the fractional reserve banking system became 
widespread worldwide. In South Africa the first bank, known as Union Bank of South Africa was established in the 
18th century (1838). During the first introduction of the banking system in Africa, the intention was to serve the mining 
industry's needs. Due to the apartheid system, there was a separation between the whites' and non–whites' banking 
system which changed after the 1990s as the apartheid ended. The end of apartheid marked the introduction of the 
South African Reserve Bank. 

The banking sector plays a crucial role in the global economy, serving the diverse needs of individuals, businesses, 
and industries (Chang et al. 2021; Daga et al. 2021). To effectively meet the evolving demands of its customers, the 
banking sector needs to continually improve its operations and enhance customer satisfaction (Vlašić et al. 2022). One 
approach that holds promise in achieving these goals is Total Quality Management (Tareke 2020). 

Total Quality Management (TQM) began to be used in the 1980s as a response to the decline of United States 
manufacturing competitiveness. The roots of TQM have been proved to have been first used by Japanese quality gurus 
like William Edwards Deming, Joseph Moses Juran, and Kaoru Ishikawa. These quality gurus successfully promoted 
quality in general as the key driver of any organization's performance and success. The theory and practical sense of 
TQM philosophy was first pioneered by Toyota and Motorola as a response to the mass production of United States 
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of America (USA) products on the international market. TQM allowed the Japanese industry to emphasise quality at 
every stage of the production process and throughout the organisation.  
 
Total Quality Management (TQM) is a framework for achieving excellence by continuously improving processes, 
products, and services (Albuainain et al. 2021; Panuwatwanich and Nguyen 2017). It is a management philosophy that 
focuses on continuous improvement, customer satisfaction, and employee engagement (Sohel-Uz-Zaman et al. 2020). 
TQM aims to create a culture of excellence within an organization by integrating quality principles into all aspects of 
its operations (Nugraha and Latief 2019). By implementing TQM, organizations can enhance the quality of their 
products and services, improve customer satisfaction, and achieve sustainable competitive advantage (Sutrisno et al. 
2019; Obeidat et al. 2018; Kwarteng 2021). According to research, implementing TQM in the banking sector can 
positively impact profitability, customer base expansion, and customer loyalty (Nemneichong and Sorokhaibam 2022; 
Asenge et al. 2019; Moisescu 2017; Al‐Marri et al. 2007). 
 
Problem statement 
TQM is a management philosophy that emphasises customer satisfaction, continuous improvement, and employee 
involvement. It is a systematic approach to managing an organization that focuses on improving the quality of products 
and services, as well as the processes used to create them. However, there is a lack of consensus on the best practices 
for measuring the success of TQM. This is a problem faced by the South African banking sector, as they need to be 
able to measure the success of their TQM initiatives to make informed decisions about how to improve their 
performance. 
 
1.1 Objectives  
Primary objective 
To identify the best practices for measuring the success of TQM that can help the South African banking sector 
obtain a competitive edge. 
 
Secondary objectives: 

• To identify challenges faced in implementing TQM.  
• To propose ways in which South African banks can adopt and implement TQM. 
• To identify best practices for South African banks when tracking progress.  

 
2. Literature Review 
This section focuses on the literature that was reviewed in this study. This section gives an introduction and overview 
of the banking sector in South Africa, followed by a review of the history of the implementation of TQM in the banking 
sector and lastly, it will be the summary of this chapter.  
 
2.1. Total Quality Management in Banking 
Sohail and Chaudhry (2002) identified that the implementation of TQM in the banking system in Pakistan has some 
greater effects on customer satisfaction and bank profitability.  Commercial banks in Lebanon (Ghobril 2006) which 
focused on customer and employee satisfaction, achieved greater business results. TQM is seen as a quality strategy 
that needs to be regularly assessed in any organisation to measure the extent to which it is still contributing to the 
growth of the business. TQM can make new emerging banking organisation get into the existing market as the 
Japanese also did. 
 
TQM has become an essential approach for organisations in various industries, including the banking sector (Al-Jarrah 
et al. 2023; Alharth et al. 2017). In recent years, there has been a push for superior quality in all industries, and the 
banking sector is no exception (Ayinaddis et al. 2023; Marlapa 2020; Simwanza and Awolusi 2020). The 
implementation of TQM in the banking sector has become increasingly important to provide excellent services and 
maintain a competitive edge in the market (Osazevbaru and Oyibo 2023). 
 
2.2. History of Total Quality Management Implementation in the South African Banking Industry 
The South African banking sector has also seen TQM gain significant attention in recent years. The literature review 
by Kandemir and Jamieson (2002) thoroughly reviewed the analysis of TQM implantation by South African banks. 
The authors highlighted the challenges and opportunities of TQM implantation.  Table 1 below summarises the names 
of the banks, the year that they implemented TQM and what were the benefits of TQM (Mehale 2021; Bachoo 2018).  
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To comply with ethics as set out by the departmental ethics committee, the names of the banks are not real. This was 
done to avoid mentioning the identity of the banks as it is unethical to reveal the names of organisations.  
 
 

Table 1: Banks in the South that implemented TQM 
 

Name of bank  Year of TQM implementation Outcomes of TQM 
Bank A The early 1990s Created with improved customer 

satisfaction, reduced operational costs, and 
higher productivity  

Bank B The early 2000s Improved efficiency, employee satisfaction, 
and quality  

Bank C Mid 2000s Increased market share and improved 
customer service 

Source: Author’s compilation 
 
Kandemir and Jamieson (2002) found that training programmes in the South African financial sector have contributed 
to performance improvement by enhancing employee knowledge, skills, abilities, competencies, and behaviours 
within the banking industry (Mehale 2021; Lethepa et al. 2020). This aligns with the principles of TQM, which 
emphasise the involvement of all members of an organisation in improving procedures, products, services, and the 
workplace (Karami et al. 2021; Magd et al. 2021; Ali 2021).  
 
The key elements of the TQM model, such as customer focus, top-down commitment, employee involvement, 
communication, continual improvement, training and development, performance measurement, fact-based decision-
making, and communication, have been identified as crucial factors for the successful implementation of TQM in the 
South African banking sector (Le Ha Nguyen 2021; Karami et al. 2021). 
 
2.2.1. Customer Focus 
Mhele et al. (2018) proposed a Customer–Oriented Total Quality Management (COTQM) Framework for 
Performance for the South African retail banking sector. In the framework, customer focus is a very important aspect 
of implementing TQM in the banking sector. They argue that by focusing more on the customer, there will be an 
increase in customer satisfaction, hence business performance will keep on rolling positively. Commercial banks yield 
an intangible product, so their measure is on customer satisfaction which comes after understanding their needs and 
expectations like waiting time to withdraw their R50.10 on ATMs (Obeidat et al. 2018; Rodriguez et al. 2017; 
Ivanauskienė et al. 2012). Moreover, the selected TQM practices for the banking sector, including top management 
support, employee involvement, continuous improvement, customer focus, and data-driven decision management, are 
crucial in enhancing customer satisfaction within this sector (Asenge et al. 2019). Faullant and Wong (2000) 
mentioned that customer focus in TQM can be achieved by: 

• Make use of customer feedback that will help to identify the areas that need improvements.  
• Employee empowerment in making decisions that support the customer interest at the same time adhering to 

the standard regulations. 
• Designing some procedures, policies, and processes that are customer–oriented. 

 
Yener and Uz (2021), and Sogut et al. (2021) identified COTQM for Turkish Bank. In their study, they have 
highlighted the importance of customer focus in the successful implementation of TQM practices within the banking 
sector. For instance, literature about the Indian banking industry suggests that private banks have been more successful 
than public sector banks in implementing TQM initiatives, particularly in terms of Human Resources, customer focus, 
and top management commitment (Pattanayak and Maddulety 2011). 
 
2.2.2. Top-Down Commitment 
According to Rangarajan and Mahadevan (2003), implementing TQM in the banking sector requires much of a top-
down commitment from management to ensure it is successfully implemented.  
Top management plays a crucial role in driving TQM implementation in the banking sector. Research has shown that 
there is a positive relationship between top management's commitment to quality management practices 
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implementation and the performance of the banking industry (Asenge et al. 2019; Dawabsheh, Hussein, and 
Jermsittiparsert 2019). 
 
2.2.3. Employee Involvement 
Employee involvement, which plays a vital role in enhancing the overall performance and success of banks is 
considered to be a fundamental component of TQM (Yusuf 2023). Studies have shown that the adoption of TQM 
practices in banks leads to improved employee capabilities, increased performance and retention, reduced turnover, 
and enhanced morale (Sobhani et al. 2021). 
 
2.2.4. Training and Development 
TQM in the South African Banking Industry by de Wet, Nkomo and Burger (2002) and a study by Mtombeni and 
Monyatsi (2021) in their study looking at the impact of Lean six sigma and organisational culture on financial 
performance in South African retail banks have emphasised the importance of implementing TQM practices in the 
banking industry, recognising training and development as key factors for ensuring quality service delivery. Banks, 
being providers of intangible services, rely heavily on the quality of their service to attract and retain customers in a 
competitive marketplace. TQM requires that employees have the skills and knowledge necessary to participate in the 
process (Blignaut 2005). To achieve and maintain quality service, banks must prioritise training and development 
programs (Leonardus and Mangago 2021). 
 
2.2.5. Continuous Improvement 
Continuous improvement refers to the ongoing effort to enhance processes, services, and products in order to meet 
changing customer needs and achieve better results (Jbeily 2022). In the banking sector, it involves a proactive 
approach to identifying areas for improvement, implementing changes, measuring their impact, and making further 
adjustments as needed (Indriasari et al. 2022). This approach is crucial in the banking sector due to the dynamic nature 
of customer preferences, advancements in technology, and increasing competition. By embracing continuous 
improvement, banks can ensure that they stay ahead of the competition, provide superior customer experiences, and 
meet evolving regulatory requirements. 
  
3. Methods 
This study adopted a qualitative research choice whereby a desk review was conducted. The study employed secondary 
data to investigate the best practices for measuring success. According to Pederson et al. (2020), secondary data helps 
to answer both descriptive and analytical questions. Therefore, in this study, secondary data provided answers relating 
to the challenges for implementing TQM in the South African banking sector, how can banks in South Africa adopt 
and implement TQM measurement to improve their performance and identify the best practices for tracking progress 
over time and using the results to improve. In answering the research questions and reaching the research objectives, 
this study followed the PRISMA method as it was the most appropriate one for the study. In this section, the 
researchers explain the process used in the PRISMA method in this study.  
 
This research report is mono-qualitative research which employed contextual design through the use of documents 
and publications of some journals, articles, books, and reports from companies that once experienced the issues of 
TQM towards customer and employee satisfaction (Yin, 2017). A contextual design investigates a topic through 
observation and analysis of already existing data without conducting any practical testing (Jaakkola 2020). The use of 
a conceptual design allowed for the use of theoretical analysis and reasoning to come up and develop and test 
hypotheses about the researcher’s area of interest (Yin 2017). Under this, the key concepts and theories of TQM 
philosophies were defined, which were then analysed and allowed to synthesise some concepts and theories that will 
help in developing new insights and hypotheses. Also, conceptual research was chosen since can identify the gaps in 
the existing literature hence identifying new areas for future research.  Also new way of thinking of TQM can be 
identified. 
 
4. Data Collection 
4.1. PRISMA in its context 
This paper presents a structured literature review, which may be seen as an appropriate method of considering the 
literature that is critical and central. It is carried out by the Preferred Reporting Items for Systematic Reviews and 
Meta-analyses (PRISMA) methodology (Covidence 2022). This was deemed to be an appropriate option owing to its 
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transparency and completeness for the reporting of systematic reviews. Figure 1 presents the four-phase flow diagram 
associated with the PRISMA methodology, which outlines the steps taken in this systematic literature review. 
 

 
 

Figure 1: PRISMA chart for the screening and selection of articles 
 
For this paper, the literature was obtained through the use of SCOPUS - the largest database of peer-reviewed 
literature, consisting of publications from scientific journals, books, and conference proceedings as mentioned by 
Cameron et al. (2015) and Nederhof (2007). Google Scholar was used to identify specific literature related to key 
concepts that were not found in the SCOPUS database. 
 
4.1.1 Identification 
The identification stage of the PRISMA methodology, where the first step is to select appropriate keywords for the 
SCOPUS database search function. The selected keywords and their variations are summarised in the Table 2 below. 
The SCOPUS results were not subject to any limitations to accumulate the greatest number of articles for the screening 
phase. The results were limited, however, by the various publishers’ restrictions on access to the literature. Based on 
the respective search queries entered in the SCOPUS database, 200 results were displayed before screening. A further 
three documents were identified through the use of Google Scholar, which increased the total number of publications 
to 203. Next, duplicate documents were removed, which led to a total of 183 publications. 
 

Table 2: Search term variations and inclusions 
 

Keywords Variations and inclusions 
Total Quality Management Traditional TQM, Lean TQM, Kaizen, Total Productive Maintenance (TPM), 

Customer Focus, Continuous Improvement, Teamwork, Data-driven decision 
making, Leadership Commitment 

Banking Sector Different types of banks, Geographic variations, Technological innovations, 
Regulatory changes, Sustainability 

Customer satisfaction Customer demographics, Product or service quality, Customer service, Brand 
reputation, Competitive landscape 

Employee involvement Representative participation, Direct communication, Upward problem solving 
 
4.1.2. Screening Phase 
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The screening of the literature identified in the Identification phase starts by screening the titles and abstracts to 
exclude blatantly irrelevant material, and by looking at the occurrence of the keywords used to search shown in Table 
1 and the main categories of the study namely, Total Quality Management, Banking Sector, Customer satisfaction, 
Employee involvement. The initial 200 documents were narrowed down to 99 by the first screening. Owing to a lack 
of access to publications, a further 42 documents were disregarded, which left a total of 54 documents. Next, the 
documents were screened based on document type: all unpublished documents were disregarded, along with web 
pages, presentations, and posters. A further 3 documents were thus excluded, leading to a total of 65 documents for 
the Eligibility phase. 
 
4.1.3. Eligibility Phase 
The eligibility of the screened literature was determined using the eligibility criteria, as shown in Figure 2 below. The 
main determinants of the selection process were the context of Total Quality Management and whether the literature 
covered the Banking Sector in this context. A total of 47 documents did not meet the eligibility criteria, leaving 18 
documents for the qualitative review and synthesis phase as indicated in Figure 2 below. 

 
 

Figure 2: Eligibility criteria. Author’s representation based on PRISMA methodology 
 
4.1.4. Quantitative Synthesis Phase 
The different keywords considered for the SCOPUS database searches and the extent of their variations are illustrated 
in Table 3. As discussed in the identification phase. The banking sector is regarded as an umbrella keyword for this 
article; it consists of many related concepts that were included in the Banking sector search keyword. The different 
combinations of the search keywords illustrated in Table 1 are shown in Table 2, along with their corresponding search 
labels for ease of reference.  
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Table 3: Various search combinations 
 

Keywords used 
for searches 

Search combinations 

Search 
labels 

Total 
Quality 
Management 

Banking 
Sector 

Implementation 
of TQM in the 
Banking sector 

TQM 
challenges 
in the 
Banking 
sector 

Customer 
focus 

Top-Down 
Commitment 

Implementation 
of TQM in the 
Banking sector 

 X X X    

TQM 
challenges in 
the Banking 
sector 

 X X  X   

Customer 
Focus 

 X X   X  

Top-Down 
Commitment 

 X X    X 

 
Table 3 indicates various search combinations for the literature. To identify literature that responded to the research 
objectives, to establish the challenges for implementing TQM in the South African banking sector, how banks in South 
Africa can adopt and implement TQM measurement to improve their performance and identify the best practices for 
tracking progress over time and using the results to improve, the following keywords were used:  

• total quality management 
• banking sector 
• total quality management in the banking sector 
• customer focus  
• top-down commitment 

After presenting the methodological choices and decisions followed in the study, the next section presents the findings 
and discussion. 
 
5. Results and Discussion 
In this section, the authors present the outcome of the conceptual research carried out. The results have been displayed 
in the form of tables since the obtained data were more numeric. Following the literature search strategy explained in 
the PRISMA chart in Figure 1, from the 200 articles initially identified, 18 were selected for qualitative synthesis. The 
findings from each of the research objectives are presented below. 
 
5.1. Findings relating to research objective 1: 
This finding aimed to identify the challenges that South African Banks are facing. The challenges that the banking 
sector is facing in trying to improve customer satisfaction were found by analysing the themes of TQM. The trend of 
the themes from 1993 to 2023 helped to find and conclude the effect of TQM on customer satisfaction in the banking 
industry. Themes like framework, enablers, culture, and enablers. 
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5.2. Findings relating to research objective 2: 
In this section, the researchers were finding how the banks in South Africa can adopt and Implement TQM 
measurement to improve performance. Again, from the theme trending toward different TQM concepts reported by 
other researchers from 1993 to 2023, the measurement of the success of TQM toward the success and sustainability 
of the TQM philosophy was analysed quantitatively. The concept of results and effects of TQM themes on the theme 
analysis phase showed that TQM has a significant effect on the banking industry's success.   
 
5.3. Findings relating to research objective 3: 
The conceptual investigation managed to identify the best practices for tracking progress over time and using the 
results to improve banking systems. From the findings, through the theme trend, implementing TQM in the banking 
sector has led to improved customer satisfaction, increased employee motivation, and better process efficiency (Ali et 
al. 2021). 
 
5.4. Numerical Results 
This section outlines numeric results. This study followed content analysis. Below is a discussion of Figure 3.  
 

 
 

Figure 3: TQM Implementation in the Banking Sector from 1993 - 2023 
Source: Author compilation  
 
In the early 1990s, it was seen that there were several trends in the use of TQM implementation in the banking sector. 
TQM was implemented in the form of frameworks like quality circles, increasing use of Six Sigma which focuses on 
reducing errors and variations, process mapping to identify and improve processes, and ISO 9000 which is a set of 
quality management standards in the banking industry. Figure 3 above illustrates that the TQM implementation theme 
has evolved and attracted an increasing audience since 1993, obtaining a 420% increase from 1993 to 2002, and 
peaked in terms of the number of occurrences in 2002. In the second decade, the theme lost its appeal, as demonstrated 
by a percentage decrease of -45%. The theme has retained slightly the same level of attention in the last decade, as it 
has maintained the number of studies but with a percentage decrease of -6.25%. The blue, linear regression blue dotted 
line and the decade average showed a slight upward trend for the whole period 1993 - 2023. In the South African 
Banking sector, there was a positive transition since there was a move from apartheid to a more democratic state. The 
South African banks and other international banks implemented the frameworks since there was more competition in 
the financial sector. There were more rivals. So the banks started to develop and adapt some TQM frameworks to cope 
with the customer demand and expectations on the market. 
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Figure 4: TQM Challenges in the Banking Sector vs years 1993 – 2023 
Source: Authors Compilation 
 
The TQM challenges that affected the success of TQM in the banking industry like process management, employee 
involvement, and continuous improvement have been seen to help banking industry processes to be more efficient and 
effective from 1993 to 2023.  TQM emphasised the importance of understanding and meeting the needs of banking 
industry stakeholders and their expectations. In the banking sector, TQM ensures that services are designed with the 
customers in mind and take customer service as the highest quality. Figure 4 above displays the TQM challenges 
theme; that is the TQM essentials and enablers exhibit trends superior to those in Theme 1. The first decade (1993–
2003) reveals an increase of 600%. It then peaks in terms of the number of occurrences in 2001. The theme’s 
attractiveness decreased by -7% during the second decade and increased by 14%  in the third. The green, linear 
regression dotted line in the figure shows a clear upward trend, and the moving average line showed the same from 
the second decade to 31 in the last decade.  
 

 
 

Figure 5: Theme 3 TQM methods and techniques 
Source: Author’s Compilation 
 
Figure 5 above, indicates how method/technique-based research has evolved. Theme 3 exhibited stable numbers of 
research studies during the first decade, with an increase of 133% since the second decade. The theme increased by 
240% in the final decade. Hence, the pattern has trended upward, as demonstrated by the red–linear regression dotted 
line in the figure. The trend showed that methods and techniques have been used to reduce costs, improve customer 
satisfaction, and increase efficiencies in the banking sector. This is because TQM has been used to improve the 
accuracy of banking transactions, reducing processing time and streamlining customer services. This makes banks 
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that use TQM methods and techniques more competitive and profitable since the banks put more resources into quality 
and continuous improvement. 
 

 
 

Figure 6: Theme 4 - Top–Down Commitment Towards TQM 
Source: Author’s Compilation 
 
Figure 6 illustrates the TQM top–down commitment to culture and characteristic themes towards TQM, with a slightly 
downward trend. During the first decade, the number of studies increased drastically; in the second decade, it increased 
by 8%, and in the last decade, the number of studies further decreased. The TQM culture and characteristics theme 
peaked in 2000, but the number of studies has since decreased, with a slight recovery since 2016. The black dotted 
line in the figure reveals a slightly downward trend for the last 10 years and the linear regression also showed a 
decrease. From the graph, TQM culture/characteristics have shown some significant impact on the banking sector.  
Banks that have adopted the quality culture have shown some significant improvement in customer satisfaction and 
loyalty. Banks that adopted TQM top–down commitment culture/characteristics increased employee engagement and 
hence improved quality. The South African banks as well like Bank A which implemented TQM culture/ characteristic 
have gained a competitive advantage. 
 

 
 

Figure 7: Theme 5 – Results/ Effects of TQM through Customer Focus 
Source: Author compilation 

 
Figure 7 shown above, displays the trends for Theme 5 - the TQM effects/results on customer focus. Among the five 
themes, this one exhibits an appealing success over the years. It has the second–highest percentage increase in the first 
decade of 550% (24 – 4 / 4), indicating the attraction to the quality community topics published in this journal, and 
particularly the evidence regarding the effects and results of implementing TQM. The percentage increased by 3% in 
the second decade (33 – 32 / 32). Moreover, and with Themes 2, 3, and 4 in the last decade, the number of studies 
increased by 13% (34 – 30 / 30) compared to the previous decade. The blue, linear regression dotted lines in the figure 
demonstrate an upward trend. Thus from the trend, TQM performance in banks is measured continuously as shown 
by the trend which also shows an increase. Customer satisfaction done through surveys, financial performance (return 
on asset, interest margin, etc.), service development, and brand reputation have been used to assess the effects/ results 

0
10
20
30

1
9

9
3

1
9

9
4

1
9

9
5

1
9

9
6

1
9

9
7

1
9

9
8

1
9

9
9

2
0

0
0

2
0

0
1

2
0

0
2

2
0

0
3

2
0

0
4

2
0

0
5

2
0

0
6

2
0

0
7

2
0

0
8

2
0

0
9

2
0

1
0

2
0

1
1

2
0

1
2

2
0

1
3

2
0

1
4

2
0

1
5

2
0

1
6

2
0

1
7

2
0

1
8

2
0

1
9

2
0

2
0

2
0

2
1

2
0

2
2

TQ
M

 C
U

LT
U

RE
 A

N
D 

CH
AR

AC
TE

RI
ST

IC
S

YEAR

Culture and characteristic

10 per. Mov. Avg. (Culture and characteristic )

0

20

40

60

80

1
9

9
3

1
9

9
4

1
9

9
5

1
9

9
6

1
9

9
7

1
9

9
8

1
9

9
9

2
0

0
0

2
0

0
1

2
0

0
2

2
0

0
3

2
0

0
4

2
0

0
5

2
0

0
6

2
0

0
7

2
0

0
8

2
0

0
9

2
0

1
0

2
0

1
1

2
0

1
2

2
0

1
3

2
0

1
4

2
0

1
5

2
0

1
6

2
0

1
7

2
0

1
8

2
0

1
9

2
0

2
0

2
0

2
1

2
0

2
2

TQ
M

 E
FF

EC
TS

/R
ES

U
LT

S

YEAR

TQM Effects and results Linear (TQM Effects and results)

920



Proceedings of the Second Australian International Conference on Industrial Engineering and Operations 
Management, Melbourne, Australia, November 14-16, 2023 

© IEOM Society International 

of TQM implantation in banks. Banks that have used the TQM philosophy have shown some improvement in the 
results/effect. 
 
5.2 Proposed Improvements  
From the study, the following recommendations were identified. 
 
5.2.1. Implementing Total Quality Management 
From the literature, findings, and discussions, it is clear that banks and other organisations are using TQM to improve 
customer satisfaction.  South African banks that have adopted and implemented TQM have satisfied their customers. 
It is recommended that banks implement TQM to improve customer satisfaction. This will help increase profitability. 
Organisations should know and understand the factors for implementing TQM in the banking sector. 
 
5.2.2. Compare Approaches 
The report recommends that the bank compares and contrasts approaches to TQM implementation which include Six 
Sigma, lean management, and house of quality. The trend based on the themes identified from themes 1 – 5, showed 
that more studies are carried out towards TQM. These studies are used to compare TQM with other philosophies that 
improve customer satisfaction. However, the banking sector should check other quality initiatives that can work in 
their bank to improve customer satisfaction.  
 
5.2.3. Continuous Examination 
In addition, the research encourages a continuous examination of the TQM implementation in any organisation, in the 
case of South African banks, the examination should happen every year. In their examination, they must check the 
challenges, opportunities, and successes they have experienced since they implemented TQM. This will help them to 
see if TQM is still working or not. In assessing the effect(s) on TQM implementation, some relationship between 
TQM with other frameworks and philosophies used in management like Agile management must be examined as well. 
The findings were only concentrating on the trend, but not on the relationship of the theme with other parameters that 
may affect the success of TQM implantation. To take more consideration, there should be a further investigation into 
the use of technology, the Internet of Things, and other digital tools in TQM implementation. 
 
6. Conclusion 
This study aimed to explore how South African banks can implement TQM to improve customer satisfaction as they 
service many people and customer satisfaction has always been a problem. In this study, three research objectives 
were developed. In addressing the objectives, this study followed the PRISMA method which led to authors 
identifying Scopus databases as the main source of peer-reviewed publications, and after a rigorous process, only 18 
were used. The research has found that the root cause of many problems and challenges faced by TQM is proven to 
be the best methodology for mitigating these challenges in the banking sector. In this paper, there is much contribution 
to the body of knowledge of quality literature in several aspects as listed below. Firstly the paper identified 52 key 
terms from the past 30 years of publications in the TQM journal and the top three key terms in terms of occurrences 
which are ‘quality’, ‘total quality management’, and ‘service quality’. Identification of the 5 themes is done by 
clustering the 52 key terms which are frameworks or models, essentials/ or enablers, methods or techniques, culture 
or characteristics, and effects or results. The three phases of quality development in terms of historical evolution and 
future projection have been discussed. The study recommends continuous examination of the TQM implementation 
in the banking sector in South Africa every year and the banking sector should consider further investigation on the 
use of technology, Internet of Things, and other digital tools in TQM implementation. Future research will focus on 
the development of a framework to enhance TQM in the South African banking sector. 
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