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ABSTRACT 
Several studies have established that total quality management (TQM) is a revolutionary 
approach to effective management which supports organisational performance and 
competitive advantage. However, most of those studies were carried out in abroad. There 
is very little empirical evidence as to the impact of TQM on organisational performance 
in Nigeria. Therefore, this study aimed at providing comprehensive insights into the 
impact of TQM on performance of Nigerian organisations using the Nigerian Banking 
industry as a case study. To achieve this objective, the study relied on primary data which 
was collected through the administration of structured questionnaire to 210 purposively 
selected respondents from the 21 banking organisations. The data collected were 
analyzed using frequency, percentage, mean, correlation analysis, and multiple linear 
regression. The results showed that the relationship between TQM and organisational 
performance is significant in a cross-sectional sense, in that TQM practice intensity 
explains a significant proportion of variance in performance of banks in Nigeria. The 
study concluded that TQM principles support organisational performance in Nigeria. We 
therefore recommended that for organisations in Africa to be able to compete favorably 
in the global marketplace, gain competitive advantage and organizational success, TQM 
principles identified in this study is a sine qua non. 
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1. INTRODUCTION 
In today’s highly competitive market, the 
demand for quality is the single most 
critical factor for organisations to survive. 
Quality is a sine qua non for 
organization’s success; poor quality of 
products or services can spell doom to 
any organization. Customers require 
quality products and services that meet 
and even exceed their needs. Total quality  

 
management (TQM) plays a significant 
role in continuously improving quality of 
products and services in order to satisfy 
customers’ increasing needs. The 
emergence of TQM has been one of the 
major developments in management 
practice. TQM has become an accepted 
tool to ensure organizational performance 
in the modern economies. Many well 
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known companies such as Xerox, Harley 
Davidson and Ford which were 
experiencing decline in their fortunes, 
have experienced wonderful 
revitalizations, and have restored their 
market share and profitability based on 
TQM. Very few companies (especially 
manufacturing firms) can afford to ignore 
TQM principles (Samson & Terziovski, 
1999). 
 
TQM is a management philosophy which 
seeks to integrate all personnel (from the 
chief executive to the least employee) and 
all organizational functions (marketing, 
finance, design, engineering, production, 
customer service etc.) to focus on 
meeting customer needs and boosting 
organizational objectives. The philosophy 
extends to integrating suppliers as well as 
customers who are key definers of 
quality. Recent studies in developed 
countries (Agus & Hassan, 2000; Prajogo 
& Sohal, 2003; Demirbag et al., 2006; 
Yunis et al., 2013) have shown that 
successful implementation of TQM 
principles generates improved products 
and services, reduced costs, more 
satisfied customers and employees, 
improved innovation, and increased 
financial performance. TQM is therefore 
widely acknowledged as a potential 
source of sustainable competitive 
advantage (Powell, 1995). 
 
The banking industry contributes 
substantially to the economic growth of a 
nation. The success of any bank depends 
on the quality of services it renders to its 
customers. Akinola (2009) emphasized 
that service quality is a critical 

prerequisite and determinant of 
competitiveness as well as for 
establishing and sustaining satisfying 
relationships with customers in 
organisations like banks. In the banking 
industry there is high level of 
competition, and the quality of their 
service is a major aspect that boast or 
hinder their performance. Poor service 
could lead to erosion of goodwill which 
would adversely affect their financial 
performance. Thus, to achieve improved 
service quality in the banking industry, 
TQM is highly essential and necessary. 
 
In the last two decades, a significant 
volume of research has been conducted to 
investigate the impact of TQM on 
organizational performance. Studies have 
been conducted on diverse sectors of the 
world economy such as manufacturing 
(Fotopoulos and Psomas, 2009), service 
(Feng et al., 2008), government (Chen, 
2005), oil and gas (Gbadeyan and Adeoti, 
2008), health care (Kaplan et al., 2010), 
banking (Irfan et al., 2009; Mwaniki & 
Okibo, 2014), and education (Adeoti and 
Omolabi, 2013). Most of these studies 
were performed in developed economies 
whose characteristics and peculiarities are 
quite different from those of developing 
economies like Nigeria. There is very 
little empirical evidence as to the impact 
of TQM on organizational performance in 
Nigeria. The few studies in Nigeria were 
case studies whose findings cannot be 
adequately generalised. Thus, this study 
aimed at providing comprehensive 
insights into the impact of TQM on 
performance of Nigerian organisations. 
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2. LITERATURE REVIEW 
2.1 DIMENSIONS OF QUALITY 
Quality is vital for organizational success. 
Quality denotes excellence in goods and 
services, especially to the degree they 
conform to requirements and satisfy the 
customers (Islam & Haque, 2012). 
Quality is defined by the customer; and 
customers want products and services 
that, throughout their lives, meet their 
needs and expectations at a cost that 
represents value (Akinola, 2014). 
According to Stevenson (2012), there are 
seven principal quality dimensions which 
are: performance, special features (safety, 
aesthetics, convenience, and high tech), 
reliability, conformance, durability, 
perceived quality, and serviceability. 
 
Quality of services is said to be more 
difficult for customers to measure than 
the quality of manufactured goods. 
Defining quality in manufacturing 
organizations is quite different from that 
of service organizations like banks 
because their products are intangible that 
cannot be seen or touched and indirectly 
measured unlike the manufacturing 
organizations. The intangibility nature of 
the products makes it difficult to measure 
its quality but the following factors can 
be used as a measure time/quickness, 
courtesy, friendliness, promptness in 
resolving complaints, work done 
correctly, and consistency, etc (Mwaniki 
& Okibo, 2014; Stevenson, 2012). 
 
2.2 DEFINITION AND PRINCIPLES 

OF TQM 
Total Quality Management (TQM) refers 
to a quality emphasis that encompasses 

the entire organization, from supplier to 
customer. It emphasizes a commitment by 
management to have a company-wide 
drive towards excellence in all aspects of 
products and services that are important 
to the customer (Sullivan, 1986). TQM 
can be viewed as a company-wide, 
holistic management philosophy that 
covers all the business operations and 
seeks to continuously improve them from 
resource procurement and acquisition all 
the way up to the provision of customer 
support and after sale service (Kaynak, 
2003). 
 
In an elaborate form, TQM can be 
defined as a management approach aimed 
at continuously improving the quality of 
goods and services delivered to 
customers, through the participation of 
personnel at all levels (from the chief 
executive to the least employee) and all 
functions (marketing, finance, design, 
engineering, production, customer service 
etc.) of an organization in order to 
improve organization’s effectiveness and 
performance to achieve sustainable 
competitive advantage. From the 
definitions, six basic principles of TQM 
are highlighted which include top 
management commitment, customer 
focus, people management, strategic 
planning, benchmarking, and process 
management. These principles are 
embodied in the criteria of the Malcolm 
Baldrige National Quality Award 
(MBNQA). 
 
Top management commitment refers to 
leadership system which can bring about 
creation of unity of purpose, 
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encouragement of change, and 
management of the business environment. 
Customer focus addresses how well the 
organization determines customer 
requirements and expectations, and 
provides effective customer relationship 
management (Samson and Terziovski, 
1999). People (human resource) 
management addresses employee 
training, development, communication, 
safety, flexibility, responsibility and 
participation in decision making process. 
Strategic planning focuses on the 
organization’s strategic and business 
planning and deployment of plans, along 
with the organization’s attention to 
customer and operational performance 
requirements (Evans and Lindsay, 1995). 
Benchmarking refers to the use of 
technology, data and information to 
maintain a customer focus, to drive 
quality excellence, and to improve 
organizational performance. Process 
management is concerned with how the 
organization designs and introduces 
products and services, integrates 
production and delivery requirements and 
manages the performance of suppliers.   
 
2.3 RELATIONSHIP BETWEEN 

TQM AND ORGANISATIONAL 
PERFORMANCE 

Since mid-1980 when TQM came into 
limelight, several studies have been 
conducted on the relationship between 
TQM and organisational performance. 
One of the first researches was by Pfau 
(1989) who found that Total Quality 
Management gives companies a way to 
enhance position in global market place. 
He observed a positive correlation 

between TQM and organization’s 
operating procedures (improved product 
and service quality, process, and reduced 
defects). 
 
Samson and Terziovski (1999) examined 
the impact of TQM practices on 
organizational performance of 1200 
Australian and New Zealand 
manufacturing organisations. The 
reliability and validity of the practice and 
performance measures were evaluated. 
The findings showed that the relationship 
between TQM practice and organizational 
performance is significant. Some but not 
all of the TQM practices were particularly 
strong predictors of performance. The 
categories of leadership, management of 
people and customer focus were the 
strongest significant predictors of 
operational performance. 
 
Rahman (2001) studied the relationship 
between TQM practices and three 
business outcomes (revenue, profit, and 
the number of customers) in firms in 
Western Australia. A questionnaire was 
developed which asked respondents to 
rate themselves on the extent to which 
they practiced TQM principles. The same 
six quality criteria were employed, and 
the results revealed that leadership, 
process management, people management 
and customer focus were all significantly 
correlated with business outcomes. 
 
In the same manner, the effect of TQM on 
the performance of organizations was 
observed in United States of America by 
Kaynak (2003). TQM was measured 
training, management leadership, 
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employee relations, quality data and 
reporting, supplier relationship, process 
management, and product/service design. 
The findings showed there exist positive 
relationships among TQM practices, and 
the practices had significant effects on 
various performance levels of 
orgaanizations – inventory management 
performance, quality performance, and 
financial and market performance. 
 
Prajogo and Sohal (2006) examined the 
fit of TQM practices in mediating the 
relationship between organization 
strategy and organization performance. 
The study attempted to explain the 
relationship between TQM and 
differentiation and cost leadership 
strategies as well as quality and 
innovation performance. The empirical 
data for this study was drawn from a 
survey of 194 middle/senior managers 
from Australian firms. The findings 
indicated that TQM was positively and 
significantly related to differentiation 
strategy, and partially mediated the 
relationship between differentiation 
strategy and three performance measures 
(product quality, product innovation, and 
process innovation). 
 
Sadikoglu and Zehir (2010) examined the 
mediating effects of employee 
performance and innovation performance 
on the relationship between TQM 
practices and organizational performance. 
The study used a cross-sectional survey 
methodology on 500 randomly selected 
companies in Turkey. Findings of the 
study revealed that employee 
performance and innovation  performance  

partially  mediated  the  relationship  
between  TQM  practices  and  
organizational performance. 
 
Yunis et al. (2013) investigated whether 
TQM has a driving role in the formation 
of strategy or has a mediating effect in the 
strategy-performance relationship. A 
survey was used to collect data and the 
instrument was assessed for its validity 
and reliability. The findings showed that 
TQM  influenced  strategy  formulation  
process  and  it  is  a  dynamic  resource  
that contributes to the achievement of a 
sustainable competitive advantage. In 
addition, soft TQM has a higher impact 
than hard TQM on competitive strategy 
formulation and on organizational 
performance. 
 
Olusanya and Adegbola (2014) 
investigated the impact of TQM practices 
on performance of small businesses in 
Lagos metropolis using a sample of 100 
respondents. The results revealed that 
TQM practices had significant effect on 
organizational performance as it results in 
improved product and service quality, 
enhanced customer satisfaction, and 
increased productivity. 
From the foregoing, it can be seen that 
TQM principles have positive and 
significant relationship organizational 
performance; however, the bulk of these 
empirical evidence are associated with 
developed countries.   
 
3. METHODOLOGY 
The study employed primary data which 
were gathered from respondents of the 21 
money deposit banks (MDB) in Nigeria. 
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The banks are Sterling bank of Nigeria, 
Union bank of Nigeria, Unity bank of 
Nigeria, Main street bank of Nigeria, 
Keystone bank, Standard chartered bank 
of Nigeria, first city monument bank, 
Heritage bank, citi-bank, First bank plc, 
Skye Bank, Guarantee Trust Bank, Zenith 
Bank, Access Bank, Diamond Bank, Eco 
bank Nigeria, United Bank for Africa 
(UBA), Wema Bank, Fidelity Bank, 
Stanbic IBTC, and Enterprise Bank. 
These banks were chosen because they 
are ISO certified organizations; thus, they 
are aware of quality management 
procedures. The method of investigation 
was census survey. 
 
The research instrument was the 
structured questionnaire administered to 
210 purposively selected respondents – 
ten respondents from each bank. The 
respondents were managers from 
different departments/units of the MDB 
who have good knowledge of continuous 
improvement and total quality 
management practices in the banks. 
 
The main objective of this study was to 
determine the impact of TQM principles 
and organizational performance in 
Nigeria. The independent variable is 
TQM principles, which are top 
management commitment, customer 
focus, people management, strategic 
planning, benchmarking, and process 
management. The dependent variable is 
organisational performance, which is 
measured by service quality, customer 
satisfaction, and employee relations. Each 
of these principles of TQM was rated on a 
5-point scale ranging from 1 ‘strongly 

disagree’ to 5 ‘strongly agree’, while 
organizational performance ranges from 1 
‘very low’ to 5’very high’.   
 
The questionnaire was validated through 
face, content and construct validity. The 
draft questionnaire was given to two 
academic members of staff of the 
Department of Management and 
Accounting in Obafemi Awolowo 
University, who have conducted 
researches on quality management 
practices. The questionnaire was viewed 
in the light of the research objectives, its 
relevance, the adequacy of the 
questionnaire items, and question 
coverage. The reliability was determined 
by Cronbach’s coefficient alpha of above 
0.6 for each of the seven items including 
performance. This indicates high internal 
consistency among the measurement 
items. 
 
4. RESULTS AND DISCUSSIONS 
Two hundred and ten copies of the 
questionnaire were administered to 
managers of the banks, and 193 copies 
were retrieved, out of which 175 were 
thoroughly filled. The remaining 18 
copies of the questionnaire were 
discarded because they were incomplete. 
Thus, results and discussions were based 
on the 175 useable copies. 
 
4.1 TQM IMPLEMENTATION IN 

THE NIGERIAN BANKING 
INDUSTRY 

The analysis in Table 4.1 showed the 
distribution of respondents on TQM 
practice in Nigerian Banks. More than 
75% of the respondents agreed that top 
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management acknowledges and rewards 
employee’s contribution to bettering 
quality service, actively encourages 
change and implements a culture of trust, 
involvement and commitment in moving 
towards quality principles, and assesses 
the application and progress of total 
quality principles. This depicts that the 
leadership of banks in Nigeria are very 
committed to improving quality service, 
encouraging change, and fostering a 
culture of trust and commitment towards 
quality. 
 
The analysis also showed that the practice 
of people management received adequate 
attention by the banks. The banks have 
effective top-down and bottom-up 
communication process, and 
organization-wide training and 
development process, including career 
path planning for all employees. Besides, 
their employees receive the right 
occupational health and safety training at 
work. This was attested by at least 70% 
of the respondents. 
 
In recent times, the contribution of the 
banking sector to economic growth in 
Nigeria is highly significant. This could 
be traced to the sound implementation of 
strategic planning principle by the MDBs. 
More than 80% of the respondents 
indicated that as part of their strategic 
planning principle, the banks have 
mission statements which have been 
communicated throughout the banks and 
are supported by the employees, 
information from all banks’ processes is 
analyzed when strategy is defined, and 

progress towards achieving strategic 
objectives is regularly assessed.  
 
Furthermore, the analysis revealed that 
the banks adequately engaged in the 
practice of benchmarking to remain 
competitive and contribute to economic 
development. Majority (about 80%) of 
the respondents indicated that the banks 
strive to improve operational efficiency 
by efficient use of state-of-art technology, 
makes ongoing efforts to continuously 
sustain customer service, and have 
updated quality related data which are 
available to all members. 
 
The survival of any bank depends on the 
quality of services provided to customers. 
Thus, customer focus should be the 
mantra of the banking industry. Our 
results revealed that Nigerian banks 
provide services in consonance with 
customer focus. More than 70% of the 
respondents agreed that the banks 
systematically and regularly measure 
external customer satisfaction, design 
new products and services using the 
requirements of domestic customers, and 
have effective process for resolving 
customer’s complaints. 
 
In addition, a high proportion (about 
78%) of the respondents showed that the 
banks performed well in process 
management as processes are designed 
ensuring skills and capabilities are right 
for the company needs, customer needs 
are passed on and understood at all levels, 
and all process, procedures and services 
are assessed regularly in an attempt to 
bring in change and improvement.  
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The foregoing analysis showed that 
Nigerian banks successfully implement 
TQM principles such as quality-oriented 
leadership, people management, strategic 

planning, benchmarking, customer focus, 
and process management, to gain 
competitive advantage. 

 
 
    Table 1: Distribution of Respondents on TQM Implementation in Nigerian Banks (%) 

Top Management Commitment SD D N A SA 
Top management acknowledges and rewards employees’ 
contribution to bettering quality service. 

4.0 2.9 16.0 44.0 33.1 

Top management actively encourages change and implements a 
culture of trust, involvement and commitment in moving 
towards best practice. 

0.6 2.3 10.9 56.0 30.3 

Management personally assesses the application and progress of 
total quality principles. 

2.3 1.7 12.0 53.7 30.3 

People Management      
The company has effective top-down and bottom-up 
communication process 

3.4 1.7 14.9 54.3 25.7 

Employees receive the right occupational health and safety 
training at work. 

2.9 2.9 24.6 49.1 20.6 

We have organization-wide training and development process, 
including career path planning for all employees 

2.3
  

6.9 14.3 45.7 30.9 

Strategic planning      
We have a mission statement which has been communicated 
throughout the company and is supported by the employees. 

4.0 2.9 11.4 46.3 35.4 

Information from all company’s processes is analysed when 
strategy is defined. 

0.6 1.7 13.7 53.7 30.3 

Progress towards achieving strategic objectives is regularly 
assessed. 

2.3 2.3 16 47.4 32 

Benchmarking      
Our company strives to improve operational efficiency by 
efficient use of technology. 

1.7 1.7 15.4 38.3 42.9 

The company makes ongoing efforts to continuously sustain 
customer service as compared to other banks. 

1.7 0.6 17.1 38.3 42.3 

There is updated quality related data available to all members of 
the company. 

3.4 2.9 22.9 45.1 25.7 

Customer focus      
We systematically and regularly measure external customer 
satisfaction.  

3.4 3.4 13.1 51.4 28.6 

In designing new products and services my company uses the 
requirements of domestic customers. 

1.7 3.4 24.6 44.6 25.7 

We have effective process for resolving customer’s complaints. 3.4 1.7 12 40.6 41.7 
Process management      
Processes are designed ensuring that skills and capacities are 
right  

1.7 2.9 17.1 50.3 28.0 

Our customer needs are passed on and understood at all levels 1.7 2.3 17.1 49.1 29.7 
All process, procedures and services are assessed regularly in 
attempt to bring in change and improvement. 

5.7 0.6 15.4 44.6 33.7 

    SD = Strongly Disagree, D = Disagree, N = Neutral, A = Agree, SA = Strongly Agree 
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4.2 TQM PRINCIPLES AND 
ORGANIZATIONAL 
PERFORMANCE 

Analysis in Table 4.2 showed the impact 
of TQM on performance of the Nigerian 
banking sector.  About 64% of the 
respondents indicated that TQM 
principles had high impact on the service 
quality of the banks, and about 21% of 
them indicated that the principles had 
moderate impact on service quality. Thus, 
majority of the respondents believed that 
TQM has assisted the banks to provide 
quality services to customers. The 
analysis also showed that 60% of the 
respondents indicated that TQM 
principles had high impact on customer 
satisfaction, and about 27% signified that 
TQM had moderate impact on customer 
satisfaction. This confirmed the high 
impact of TQM on service quality which 
consequently influenced the ability of the 
banks to provide services that meet or 
even exceed customers’ expectations. 

In terms of employee performance in the 
banks, TQM had played a significant role. 
The analysis showed that 70.6% of the 
respondents believed that TQM principles 
had high impact on employee morale in 
the banks, and 24% of them claimed 
TQM had fair impact on employee 
morale. In the same vein, a high 
proportion (68%) of the respondents 
indicated that the impact of TQM 
principles on employee commitment was 
high, and about a quarter of the 
respondents indicated moderate impact. 
According to Ologunde, Monday and 
James-Unam (2015), the key to sustaining 
enviable competitiveness in any 
organization is the productivity of the 
employees. Employees are the most 
valuable resource of organizations. 
Having the right personnel (motivated 
and committed employees) at the right 
place and at the right time is of utmost 
importance to the survival and success of 
any organization.  

 
 
 

Table 2: Distribution of Respondents on Impact of TQM on Banks’ Performance (%) 

Organizational Performance VL L M H VH 
Service Quality 5.3 9.3 21.3 38.7 25.3 
Customer satisfaction 4 9.3 26.7 32 28 
Employee morale 2.7 2.7 24 41.3 29.3 
Employee commitment  1.3 5.3 25.3 38.7 29.3 

VL = Very Low, L = Low, M = Moderate, H = High, VH = Very High 
Source: Field Survey, 2015 

 
 

Apart from the descriptive analysis 
presented in Table 2, an inferential 
analysis (Pearson Correlation) was also 
carried out to establish the relationship 

among TQM principles and their 
relationship with organizational 
performance of banks. The analysis in 
Table 3 depicted that top management 
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commitment had positive and significant 
relationship with people management, 
strategic planning at 0.01 level (2 tailed), 
and with benchmarking at 0.05 level (2 
tailed). Also, People management was 
found to be significant to all the other 
principles of TQM at 0.01 level (2 tailed). 
This again confirmed that people are the 
active and most valuable asset of the 
organization; all the other assets of an 
organization are passive resources which 
require human application to generate 
value.   
 
Strategic planning is very crucial since 
banks operate in a competitive 
environment. The analysis showed that 
strategic planning had significant 
relationship with top management, people 
management, process management, 
benchmarking, and customer focus at 
0.01 level (2 tailed). The implication is 
that no top management can effectively 
manage employees and processes, 
successfully benchmark, and maintain 
sound customer focus without strategic 
planning. It is through strategic planning 
that an organization can predict changes 
in the environment and act pro-actively. 
 
Furthermore, benchmarking principle was 
found to be positively significant to 
people management, strategic 
management, and customer focus at 0.01 

level (2 tailed), and was significant to top 
management and process management at 
0.05 level (2 tailed). In addition, the 
correlation matrix revealed that process 
management had positive and significant 
relationship with people management and 
strategic planning at 0.01 level, and with 
benchmarking and customer focus at 0.05 
level of significance. The analysis also 
customer focus was significant to people 
management, strategic planning and 
benchmarking at 0.01 level (2 tailed), and 
with process management at 0.05 level (2 
tailed). 
 
Considering the relationship between 
TQM principles and organizational 
performance of banks, the analysis in 
Table 3 revealed that all the TQM 
principles were statistically significant to 
the organizational performance of the 
banks, although at different levels. With 
the exception of strategic planning which 
was significant at 0.05 level (2 tailed), all 
the other principles had positive and 
significant relationship with 
organizational performance of the banks 
at 0.01 level of significance. In general, 
the TQM principles had strong 
interrelationship with each other as one 
cannot do without the other, and each of 
them had a significant relationship with 
organizational performance of the banks. 
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Table 3: Correlation Matrix showing the Relationship between TQM and Performance  

 1 2 3 4 5 6 7 

Top management 
1       

       

People management .306** 1      
(.000)       

Strategic planning .268** .197** 1     
(.000) (.009)      

Benchmarking .184* .250** .231** 1    
(.015) (.001) (.002)     

Process management .132 .238** .214** .185* 1   
(.081) (.001) (.004) (.014)    

Customer focus .128 .208** .211** .284** .188* 1  
(.092) (.006) (.005) (.000) (.013)   

Performance 
.291** .389** .182* .414** .245** .311** 1 
(.000) (.000) (.016) (.000) (.001) (.000)  

**. Correlation is significant at the 0.01 level (2-tailed).    p-values in parentheses 
*. Correlation is significant at the 0.05 level (2-tailed). 
Source: Author’s Computation, 2015 
 
 
 
Having established the relationship 
between TQM and organizational 
performance, the extent of the 
relationship and the combined impact of 
TQM principles on performance were 
determined by running a multiple 
regression analysis which produced the 
multiple coefficient of determination (R 
Square) and analysis of variance 
(ANOVA) presented in Table 4. The R-
squared value showed that the 
relationship between TQM and 
organisational performance was 
significant in that TQM practice 
intensity explained a significant 
proportion (31.1%) of variance in 

organizational performance of the banks. 
Failure to explain higher proportions of 
variance in performance may be because 
it is a cross-sectional study which suffers 
from not being able to account for the 
lag that exists between the time that new 
practices are introduced and 
performance improvements are 
observed. Besides, the results from the 
ANOVA revealed that all the TQM 
principles had combined significant 
impact on organizational performance of 
banks (F = 12.635, p < 0.05).  
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Table 4: Impact of TQM Principles on Organizational Performance 

Analysis of Variance (ANOVA) 
Model Sum of Squares df Mean Square F (p-value) 
Regression 47.430 6 7.905 12.635 (.000) 
Residual 105.107 168 .626  
Total 152.537 174   
Model Statistic 
Multiple R R2 Adjusted R2 S.E of Estimate Durbin-Watson 
.558 .311 .286 .791 1.942 
Source: Author’s Computation, 2015 
 
 
 
5. CONCLUSION 
The study revealed that Nigerian banks 
successfully implement TQM principles 
such as top management commitment, 
people management, strategic planning, 
benchmarking, customer focus, and 
process management, in order to gain 
competitive advantage. The central 
finding of this study is that the TQM 
model, as we modeled it in a cross-
sectional study, is a reliable and valid 
instrument for predicting organizational 
performance. All the TQM principles 
have significantly positive impact on 
organizational performance. They are 

strong predictors of operational 
performance such as service quality, 
customer satisfaction, employee morale 
and employee commitment. Thus, this 
study considers TQM practices as a 
significant tool for boosting the 
performance of Nigerian organisations. 
We therefore recommended that for 
organisations (manufacturing, service, 
government, etc) in Africa to be able to 
compete favorably in the global 
marketplace, gain competitive advantage 
and organizational success, TQM 
principles identified in this study is a 
sine qua non. 
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