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ABSTARCT
Recent studies on total quality management (TQM) show that there is sudden shift in the application of TQM from manufacturing to service organization and voluminous studies have been undertaken in it. TQM has taken a strong place in all sectors and emerged out as an approach for process improvement, waste reduction, business optimization and quality performance. Additionally, numerous researchers and academicians have acknowledged the applicability of TQM for sustainable competitive advantage especially for service organizations. In light of this, the purpose of the present study is to understand the concept of TQM as applicable to the service system. It also explores the literature on TQM in service organizations as well as reasons for its failure. The findings of study provide a better understanding of TQM, its practices and present the reasons for growth of service organizations. Results also highlight some major outcomes from the latest studies on TQM in service organizations. Finally, the study proposes a ten-step approach for effective implementation of TQM in the service organizations. This study provides a framework for better understanding the fundamentals of TQM in service organizations and seeks an in-depth knowledge of TQM theory to the service managers and practitioners. Some managerial implications and scope for future study are presented at the end









CHAPTER ONE
INTRODUCTION
1.1	BACKGROUND TO THE STUDY
Business environment has undergone tremendous changes and enhancement in quality and has become as one of the essential strategies that could be implemented in any organization in order to achieve organizational competitive advantage. In addition, because of the continuous increase in global labor market, organizations must improve their product and services quality in order to survive within other competitors. In order to enhance organizational performance, and for the purposes of improving customer satisfaction; several total Quality management practices were implemented. Total Quality Management (TQM) is based on; that all organization staff should collaborate with each other for the purposes of producing high quality products and services in order to meet customers' demands. One strategy that could be implemented in order to minimize errors is by controlling processes of manufacturing. Total Quality Management consists of several quality instruments and technique, in addition to various values and beliefs that all staff within the same organization shares. (Gharakhani et al., 2013).Total Quality Management (TQM) can be defined as a strategy that aims to generate and transfer more efficient and superior services, through achieving cooperation between organizational members. An environment which encourage innovation and both individually and team work together with potential for personal development can be a pre-requisites for success. Thus, total quality management is the management process which employs fundamental principles to harness all the organization energizes to consistently meet the customer’s expectation at the lowest cost. It is a senior management-Led, companywide initiative intended to improve assurance or quality control principle that deals specifically with the production process. For the success of the total management, it involves setting a forward plan by the organization and establishment of policy, strategy, mission, statement and objectives. During the past decade, quality improvement has become one of the most important organizational strategies for achieving competitive advantage. Improving the quality with which an organization can deliver its products and services is critical for competing in an expanding global market. TQM begins with the primary assumption that employees in organizations must cooperate with each other in order to achieve quality for the needs of the customer. One can achieve quality by controlling manufacturing/service processes to prevent defects. TQM, however, does not only consist of quality tools and techniques. TQM processes also depend on a certain set of values and beliefs shared by all organizational members. The concept of quality has migrated from being considered as a non-price factor on which imperfect competition in the markets is based, to being considered as a strategic resource of firms. In other words, quality went from being a one-dimensional attribute of the product to being considered a multi-dimensional construct which has to be managed and the implementation of which leads to a dynamic capability of firms. Total quality management (TQM) is a systematic quality improvement approach for firm-wide management for the purpose of improving performance in terms of quality, productivity, customer satisfaction, and profitability. Since TQM practices have been embraced by many firms around the world for decades, they have earned the attention of many researchers from diverse areas. TQM is a management philosophy that is intended to empower every member of the organization. It is intended to promote continuous, sustained, and long term improvement in quality and productivity and to eliminate employees' fear of change. Its basic principle is that the cost of prevention is less than the cost of correction. TQM focuses on continuous process improvement within organizations to provide superior customer value and meet customer needs. TQM is a popular guideline for organizational management is adopted for developing strategic information and info charts for an information organization.
1.2	STATEMENT OF THE PROBLEMS
Total Quality Management (TQM) act as an agent of change involving all staff, it calls for positive attitude towards achieving the appropriate level of quality. It aimed at making the provision of a companywide quality service responsibility. Meeting this aim calls for the operation of a system of documented procedure that will promote a zero approach and the achievement of a quality operation. No organization can survive in this global competitive environment without total implementation of TQM. It is on this research work wishes to examine the impact of total quality management on organization performance. The days are gone when organizations could rest on their Laurels and claim to hold franchise to best quality products and services. The continually wave of technological and environmental change have turned several organizations into bystanders on the road to the future and have made their structures, processes and skill become progressively less attained to the ever-changing realities of the demands and expectations of present day customers. Quality improvement and service delivery is still seen by many organizations today not as a way of survival but as optional extras. Even on occasions where a good number of organizations attempt improvement efforts.
1.3 RESEARCH QUESTIONS
i. What is the relationship between total quality management and organization effectiveness?
ii. Does quality control have significant effect on organizational performance?
iii. What is the impact of Total Quality Management (TQM) on organizational performance?
1.4	OBJECTIVE OF THE STUDY
The main objective of this study is to examine the effect of Total Quality Management on organization performance with special references to United Bank of Nigeria (UBA), specific objectives are;
i. To examine the relationship between total quality management and organization effectiveness.
ii. To identify the effect of quality control on organizational performance.
iii. To simplify manufacturing cross-functional teams to reduce the number of parts per product and standardize the parts which results in more efficient process management.

1.5	RESEARCH HYPOTHESIS
(H1):	There is no significant relationship between total quality management and organization effectiveness.
(H2):	Quality control has a significant impact in improving organizational performance
(H3):	Total Quality Management does not have any impact in the development of organizational performance
1.6	SIGNIFICANCE OF THE STUDY
The study will help scholars understand the various forms of Total Quality Management and its impact on organizational performance. They will be able to know the evolution of Quality Management and what has been the change experienced due to introduction of Quality Management on organizational performance in United Bank of Africa (UBA). The need for and importance of Quality Management is felt and the advantage it offers to an organizations. It will help the managers of various organizations to generate ideas and solutions to problems based on the best way to run capacity building in their organization in order to achieve desired goals and objectives. Researchers will be able to add to their research work about the impact of Total Quality Management and gain a better understanding on this field. The findings can also be used in future as reference material 
1.7	SCOPE OF THE STUDY
The research work examines the effect  of Total Quality Management on organizational performance with special reference to the United Bank for African (UBA).and also makes future researchers and the public to see into how quality management has help to improve the performances of an organization which later results into a positive outcome.



1.8 DEFINITIONS OF TERMS
QUALITY:	The standard of something as measured against other things of a similar kind; the degree of excellence of something "an improvement in product quality" An object of a good worth, well made and fit for a good purpose.
MANAGEMENT: The act of planning, organizing controlling, directing staffing, and rewarding the human resources engaged in the organization and making effective use of an organization or something. For the purpose of this study the term management refers to those professionals who establish the goals and objectives of the organization
ORGANIZATION: A group of people or other legal entities with an explicit purpose or written rules.
PERFORMANCE: The accomplishment of a given task measured against preset known standards of accuracy, completeness, cost, and speed. In a contract, performance is deemed to be the fulfillment of an obligation, in a manner that releases the performer from all liabilities under the contract.
PRODUCTION: It is the method of turning raw materials or inputs into finished goods or products in a manufacturing process. In other words, it means the creation of something from basic inputs.
OPERATION: It is the performance of a practical work or of something involving the practical application of principles or processes
TOTAL QUALITY MANAGEMENT (TQM): can be defined as a holistic management philosophy that strives for continuous improvement in all functions of an organization, and it can be achieved only if the total quality concept is utilized from the acquisition of resources to customer service after the sale.


CHAPTER TWO
LITERATURE REVIEW
2.1	INTRODUCTION
This chapter consists of the literature review of the study, a research work on the impact of total quality management of organizational performance using united bank of Africa (UBA) plc, as a case study. The chapter consists of literature review, which deals with how numerous researchers see their views on quality management, implementation and practices of total quality management, conceptual framework which deals with the concept of total quality management, roles of organizational Behaviour in total quality management, the concept of continuous improvement by total quality management, implementation of the principles and process, steps in managing the transitions, production function in total quality management and production or operation strategy. Lastly, the chapter looks into some various theories on Total Quality Management, such as Deming’s theory, Crosby’s theory, Joseph Juran theory and ishikawa’s theory. Many literature ((Talib et al., 2012) provide various concept on TQM; however all of them share similar basic elements. One example is that all TQM considered customer as the key focus in this managerial strategy. Furthermore, one of the most important elements that ensure the success of TQM practices is the management commitment. Other essential organizational situations to achieve TQM success are organizational culture and alterations. Therefore, total quality management is a managerial strategy that aims to enhance organizational performance and efficiency through enhancing the quality of services and products in the organizations (Arumugam et al., 2008). The interest in total quality management practices was largely enhanced in the last two decades and it is considered as an essential field to study for many scholars (Yusof and Aspinwall, 1999;) Each organizational member is also responsible to some extent on the organizational improvements. Quality can be seen as the ability of products and services to cover customers' demands and achieve high level of customer satisfaction (Waldman and Gopalakrishnan, 1996).These techniques can be applied to all departments within an individual organization as well. This helps ensure all employees are working toward the goals set forth for the company, improving function in each area. Involved departments can include administration, marketing, production, and employee training.
TOTAL QUALITY MANAGEMENT AND ITS IMPACT ON OGANIZAIONAL PERFORMANCE
The question is to consider how TQM really helps the organizations in improving their performance in tens of quality, productivity, customer satisfaction, and profitability In this section, we will examine the key literature which has investigated the relationship between TQM and organizational performance. Leading quality researchers, like Deming, Crosby and Juran, support a positive association between quality implementation and organizational performance. For example, Deming (1986, p.1) asserts, “Productivity increases with improvement of quality. Low quality means high cost and loss of competitive position”. Similarly, Crosby (1980, p.1) states, “if you concentrate on making quality certain, you can probably increase your profit by an amount equal to 5% to 10% of your sales”. They also report many success stories of companies which implemented quality improvement initiatives. For example, Crosby (1984, p.14.8) describes a textile manufacturer saving $700,000 from the cost of quality in the first six months. He also describes similar success stories from other manufacturing companies. He argues that these companies have saved millions of dollars by reducing error rates, minimizing the cost of quality, eliminating customer complaints and decreasing material handling costs. The results of considerable empirical studies conducted in various countries also support the positive associations between implementation of TQM and organizational performance. For instance, Hendricks and Singhal (1999) provide empirical evidence from six hundred quality award winning companies located in the USA that TQM implementation has a positive effect on organizational performance. They indicate that the award winning companies have a much better performance compared to non-award winning companies, in terms of operating income, total sales, total assets, return on sales and return on assets. Zairi, Letza and Oakland (1994) studied a five-year span of audited financial accounts of TQM and non TQM companies.
2.2	CONCEPTUAL REVIEW
Recently, Marshall Sashkin and Kenneth Kiser (1993) defined TQM as the constant attainment of customer satisfaction through an integrated system of tools, techniques, and training. This involves the customer’s improvement of organization process resulting in high quality product and services.Many people perceived attention to quality may be one of the most important competitive issues of today and tomorrow. In fact, quality may be one of the most important ways a manager can add value to products and services to set them apart from those of a competitor.Quality is a sense of appreciation that something is better than something else, it changes in life time, and it changes generation, and it varies by facts of human activity. TQM should be understood as a process to manage change, which will often be up against a strongly entrenched culture and not a fixed goal for organization. The management of organization has moved from perceived adaption to change to activity planning for, and causing change, and keep it under control. 
2.2.1	THE CONCEPT OF TOTAL QUALITY MANAGEMENT
Every functioning organization in contemporary world is aware of happening changes and dynamics of the market. A great competition, expectations of the customer, a quality, elasticity, a comprehensive risk, availability and determine ways of striving after perfection and manners of its measurement. Implementing the System of managing the Quality is the first step on the road to creating the organization directed to the quality. Later perceiving the organization through the reliability of its products or services, the effectiveness and the effectiveness of processes, for efficiency of the operation an implementation of the comprehensive total quality management will be a right step - of Total Quality philosophy the Management, as well as the self-assessment of the organization.Every organization which implements TQM cannot expect fast effects and profits. Actually it is a slow process, well thought over and relying on introduction of gradual changes to every level of the organization in accordance with the principle of the Deming Wheel. Conducted quality operations are both the care of the organization of the product or the service as well as creating appropriate relations between customer and organizational unit.
Total Quality management:
The quality management concept was recognized since ancient times in Japan in the late 1930s specifically after the World War II. After that, several firms in the manufacturing sector were focused on enhancing quality and utilizing tools that directly aim to control quality at these firms (Demirbag et al., 2006; Talib et al.,2010). Furthermore, both USA and UK accepted the idea of quality management (QM) especially in manufacturing sector in those countries. Subsequently, QM has been recognized widely in several international standards such as in the ISO 9000 and the idea of QM was largely accepted these standards (Sachdeva et al. 2007).Several principles were recognized at each TQM practices and the principles are clarified TQM is a way of satisfying customer requirement at the Lower possible cost. TQM is concerned with harnessing organizational commitment to that ideal individual involvement. Customer’s satisfaction is obtained by providing the services that is wanted, delivered on time and not having to be returned because of faults. This implies that service have to be identified and agree with the customer supplier. Total Quality Management is the route to achieving total quality by harnessing every one’s commitment of involves everyone from the first contact at security or reception up the managing director’s office and it involves every department.
2.2.2	ROLE OF ORGANIZATION BEHAVIOUR IN TOTAL QUALITY MANAGEMENT
Organizational culture may be though of a reflecting the total range of established ideas, beliefs, values, knowledge and share traditional which constitute the basic of organizational behavior. It is maintained and transmitted by the workforce, an attitude heard by people will be influenced by the respect and regard they fell towards the business or alternative the degree of enforced compliance they experience. Motivating as a variable in the success story total quality control is over emphasized. It is pictured as activating or arousing behavior usually directed towards, fulfilling investigating need. Motivating related to the general arousal and subsequently level of attention paid to a problem or a task facing individual. Similarly, Singer (1875) sees motivation as the urge which push towards accepting and embracing training programmes necessary for effective implementation of (TQM) concept. In addition, organization cannot close to the important role of the work force attitudes. All said and done, several studies has established the fact that attitudes have defining features according to Chammerers and Eagerly (1974) they concern social significant object such as events and symbols.

2.2.3	THE CONCEPT OF CONTINUOUS IMPROVEMENT BY TOTAL QUALITY MANAGEMENT
TQM is mainly concerned with continuous improvement in all work, from high level strategic planning and decision-making, to detailed execution of work elements on the shop floor. It stems from the belief that mistakes can be avoided and defects can be prevented. It leads to continuously improving results, in all aspects of work, as a result of continuously improving capabilities, people, processes, technology and machine capabilities. Continuous improvement must deal not only with improving results, but more importantly with improving capabilities to produce better results in the future. The five major areas of focus for capability improvement are demand generation, supply generation, technology, operations and people capability. A central principle of TQM is that mistakes may be made by people, but most of them are caused, or at least permitted, by faulty systems and processes. This means that the root cause of such mistakes can be identified and eliminated, and repetition can be prevented by changing the process. There are three major mechanisms of prevention:
1. Preventing mistakes (defects) from occurring (mistake-proofing or poka-yoke).
2. Where mistakes can’t be absolutely prevented, detecting them early to prevent them being passed down the value-added chain (inspection at source or by the next operation).
3. Where mistakes recur, stopping production until the process can be corrected, to prevent the production of more defects. (Stop in time).
2.2.4	IMPLEMENTATION PRINCIPLES AND PROCESS
A preliminary step in TQM implementation is to assess the organization’s current reality. Relevant preconditions have to do with the organization’s history, its current needs, precipitating events leading to TQM, and the existing employee quality of working life. If the current reality does not include important preconditions, TQM implementation should be delayed until the organization is in a state in which TQM is likely to succeed.If an organization has a track record of effective responsiveness to the environment, and if it has been able to successfully change the way it operates when needed, TQM will be easier to implement. If an organization has been historically reactive and has no skill at improving its operating systems, there will be both employee skepticism and a lack of skilled change agents. If this condition prevails, a comprehensive program of management and leadership development may be instituted. A management audit is a good assessment tool to identify current levels of organizational functioning and areas in need of change. An organization should be basically healthy before beginning TQM. If it has significant problems such as a very unstable funding base, weak administrative systems, lack of managerial skill, or poor employee morale, TQM would not be appropriate. However, a certain level of stress is probably desirable to initiate TQM. People need to feel a need for a change. Kanter (1983) addresses this phenomenon be describing building blocks which are present in effective organizational change. These forces include departures from tradition, a crisis or galvanizing event, strategic decisions, individual “prime movers,” and action vehicles. Departures from tradition are activities, usually at lower levels of the organization, which occur when entrepreneurs move outside the normal ways of operating to solve a problem. A crisis, if it is not too disabling, can also help create a sense of urgency which can mobilize people to act. In the case of TQM, this may be a funding cut or threat, or demands from consumers or other stakeholders for improved quality of service. After a crisis, a leader may intervene strategically by articulating a new vision of the future to help the organization deal with it. A plan to implement TQM may be such a strategic decision. Such a leader may then become a prime mover, who takes charge in championing the new idea and showing others how it will help them get where they want to go. Finally, action vehicles are needed and mechanisms or structures to enable the change to occur and become institutionalized.
2.2.5	PRODUCTION FUNCTION IN TOTAL QUALITY MANAGEMENT
All organizations can be considered to be made up from two sub-system one of which determiner needs and transfers that which satisfies the need to the consumer, and the other producers, that which is to be transferred. Within commercial organization these two sub-systems are commonly referred to as the marketing and production or operation functions. It is the relationship between these two functions that the success or survived of the organization depends on production management involves the product plant the process, the programmes and the people to make up a frame work.
PRODUCTION/OPERATION STRATEGY
Production management strategy must try to link the policy decision associated with the production and operation to the market place, the environment in which the organization operates and over all objectives of the organization. It is only when productions and operations management is understood to be part of the whole organization a sub-system within a system that it can truly be successful. Nevertheless, quality is often used to signify excellence of a product or service. If quality is to define in a way which is useful to its management, then we must recognize the need to include assessment of quality, the true requirement of the customer. According to Juran, (1973) defined, it is as the totally of features and characteristics of product and service in use will meet the expectation of customer. Reliability is defined as the ability to continue to function satisfactory over a period of time to an acceptable quality level. Reliability is related to quality and ranks with it as keys factor in much purchasing decision. Many of the general quality management issues and concept are also applied to reliability like quality it requires a company policy and top management commitment.
RE-ENGINEERING
According the Hammer, Re-engineering means radically rethinking and redesigning those by which we create value (for customer) and do work. He lists speed, quality of service, and overhead cost as today’s important competitive issues that re-engineering can address. Re-engineering implies that organization is shifting partners of relationships, not fixed entities like machines and buildings.
VALUE ANALYSIS
This is a cost reduction and control technique which operated by attacking the basic design of the product or service rather than by improving the way in which the product is made or service offered. Value analysis is an organize procedure for the efficient identification of un-necessary cost by analysis of function being that property of the product of service which makes it work or sell. The essence of value analysis therefore is to first identify the function of the product and them to examine alternative ways in which these function can be activated and finally, choosing that which involve least cost.
PROCESS
Process refers to the systematic study of the ways or various approaches by a work or task is organized process is a means of developing and applying easier and more effective method and reducing cost. It has to do with all the activity involved in the performance of a particular task or work. It is concerned with the methods of an efficient work design and execution of a manual work, and establishment of standard performance.
2.3	THEORETICAL FRAMEWORK
Total Quality Management (TQM):  is a quality improvement body of methodologies that are customer-based and service oriented. TQM was first developed in Japan, and then spread in popularity. However, while TQM may refer to a set of customer based practices that intend to improve quality and promote process improvement, there are several different theories at work guiding TQM practices.
DEMING’S THEORY
Among the TQM proponents, the work of Deming (1982, 1986) is perhaps most relevant to understanding connections between total quality and work performance and the management of such performance. Specifically, Deming built a case that the central problem of management is an incorrect understanding of variation in performance phenomena, including the work performance of employees. His lament focused on the confusion between special causes and common causes of variation. Special causes are sporadic in nature; with regard to work performance, they can include factors unique to the individual worker. These causes wereseen by Deming as being separate from the system in which the individual operates, not commonly affecting other workers. An example might be that a worker shows truly extraordinary effort significantly beyond the efforts shown by other workers.In contrast, he proposed that the vast majority of variance is due to common causes which, according to Deming, are system based. Furthermore, managers are responsible for correcting system based causes of performance. "No amount of care or skill in workmanship can overcome fundamental faults in the system" (Deming, 1986: 315). TQMproponents have been quick to criticize performance appraisals that are based on the assumption that the employee is mainly in control of his or her performance (Deming, 1986; Scherkenbach, 1985; Scholtes, 1987; Walton, 1986). It is not surprising that Deming would attribute the lion's share of variation in work performance to common or system causes. Such reasoning follows from statistical process control and probability theories that treat data within plus or minus three standard deviations from a mean as not being statistically different from that mean. Thus, Deming would claim that a mean performance level simply reflects a system's overall capability. Variation around that performance level within plus or minus three standard deviations is system based and random in nature.

DEMING’S FOURTEEN POINT FOR GUIDING MANAGEMENT OF QUALITY
Deming believed that to try for quality in everything that an organization does required a change in philosophy consequently; it is useful to look at his system as a total and encompassing philosophy of management. Deming’s theory of Total Quality Management rests upon fourteen points of management he identified, the system of profound knowledge, and the Shewart Cycle (Plan-Do-Check-Act). He is known for his ratio – Quality is equal to the result of work efforts over the total costs. If a company is to focus on costs, the problem is that costs rise while quality deteriorates. Deming’s system of profound knowledge consists of the following four points:
· System Appreciation – an understanding of the way that the company’s processes and systems work
· Variation Knowledge – an understanding of the variation occurring and the causes of the variation
· Knowledge Theory – the understanding of what can be known
· Psychology Knowledge – the understanding of human nature
By being aware of the different types of knowledge associated with an organization, then quality can be broached as a topic. Quality involves tweaking processes using knowledge. The fourteen points of Deming’s theory of total quality management are as follows:
1. Create consultancy of purpose for improvement of product and service:
Deming argues that management must maintain an unwavering commitment to quality and shift its focus from short term to the long term quality, not profit is a consequence that naturally follow when an organization target quality.
2. Adopt the New Philosophy
According to Deming, the recognition that we are in a new era in which ever increasing quality is necessary for corporate is based on maintaining a constancy of purpose. Management must reject interior materials, poor workmanship defective products and slack service. It is not enough that defect are minimized, they should be eliminated and reliable service reduces cost”.Deming notes delays and mistake raise cost. The traditional system should be dismantled and replaced; the new culture must be supported by all employees and should reflect commitment to quality.
3. Cease Dependence on Mass Inspection
Deming recognizes that one error occurs; efficiency and effectiveness have already been lost. Mass inspections catch errors after they have occurred therefore needs to catch errors after they have occurred therefore needs to be replaced by building in quality from the start continues process improvement reduces cost incurred when errors are made and then corrected.
4.End the Practice of Award Business in Price Tag Alone
Deming encourages companies to end adversarial relationship with their supplier and instead develop long term relationship with them. He argues that price is not relevant until is linked to measure of the quality being purchased. Satisfaction tools are very important in enabling companies to evaluate the quality of vendors and purchased parts.
5. Constantly and Improve the System of Production and Services
According to deeming, management obligation to seek out method for quality improvement is never ending.He believes those improvement is the responsibility of management, in this regard, the recent focus on corporate re-engineering is consistent with Deming’s teaching.
6. Institute Modern Method of Training on Jobs
In Deming eye’s training encompasses more than merely teaching employees how to use tools such as statistical quality control for improving quality. Training also translates into making sure that worker get adequate knowledge and skills for the job for which they are responsible. Motorola University is built on this idea.
7. Institute Leadership
The traditional aspect of supervisor are not adequate says Deming. He contends that supervisor merely tell workers what to do make sure they do it. They administers rewards and penalties and provide disciple when necessary, they do not see their jobs as providing leadership. Leader on the other hand begin with the assumption that worker aim to do the best job they can, and endeavor to help worker reach their full potential, for lower-level managers must in turn, help design and implement and strategic vision that ground a TQM culture, and make sure their own exhibits the values that support such a culture.
8. Drives out fear
It is important to Deming that fear, nor prevent employees from being able task to ask questions. Report problems or expire ideas. Employees must feel secure in order for quality to be pursued successful in the work place. A culture of openness, where people are not afraid of telling the truth remains essential.
9. Eliminate Numeric Quotas
Deming advocates the removal of quote because they end up encouraging people to focus on quality often at the expense of quality. Companies should focus on quality issued instead of blindly pursuing members.
10. Institute a vigorous problem of education and training
Deming emphasizes training; this includes a through foundation in the tools and techniques of quality controls as additional instruction in team work and philosophy of a TQM culture.


11. Take action of accomplish the transformation
According to Deming, the entire organization must work together to enable a quality culture to succeed. As top manager design and implement the strategy, workers can then co-operate in pursuit of TQM culture.
12. Bather between staff area
Deming consider the bathers between functional departments to be canter-productive, employees can improve productivity by learning from one another and co-ordination efforts, regardless of their functional expertise. The tendency of traditional organizational structure is to encourage competition between departments. According to Deming employees recognize that, regardless of their expertise they all share the same overriding goals competition should be with other organization, not within their own.
13. Eliminate Slogan, Exhortations and Target for the Workforce
Continually improvement as a general goal says at Deming, should replace supposedly motivation or inspirational signs slogans and the like, he criticized companies that attempt to motivate employees through speakers and inspirational tracts for it merely frustrates employees to be encouraged to do things the existing management system prevent them for doing.
14. Make sure the top management supports the above thirteen points.
CROSBY’S THEORY
Philip Crosby is another person credited with starting the TQM movement. He made the point, much like Deming, that if you spend money on quality, it is money that is well spent. Crosby based on four absolutes of quality management and his own list of fourteen steps to quality improvement.
Crosby's four absolutes are:
· We define quality as adherence to requirements
· Prevention is the best way to ensure quality
· Zero Defects (mistakes) is the performance standard for quality
· Quality is measured by the price of nonconformity
The fourteen steps to continuous quality improvement, for Crosby, are:
· Attain total commitment from management
· Form a quality improvement team
· Create metrics for each quality improvement activity
· Determine cost of quality and show how improvement will contribute to gains
· Train supervisors appropriately
· Encourage employees to fix defects and keep issues logs
· Create a zero-defects committee
· Ensure that employees and supervisors understand the steps to quality
· Demonstrate your company's commitment by holding a zero defects day
· Goals are set on 30, 60, or 90 day schedule
· Determine root causes of errors, remove them from processes
· Create incentives programs for employees
· Create a quality council and hold regular meetings
· Repeat from step one
JOSEPH JURAN’S THEORY
Joseph Juran is responsible for what has become known as the "Quality Trilogy." The quality trilogy is made up of quality planning, quality improvement, and quality control. If a quality improvement project is to be successful, then all quality improvement actions must be carefully planned out and controlled. Juran believed there were ten steps to quality improvement. These steps are:
1. An awareness of the opportunities and needs for improvement must be created
2. Improvement goals must be determined
3. Organization is required for reaching the goals
4. Training needs to be provided
5. Initialize projects
6. Monitor progress
7. Recognize performance
8. Report on results
9. Track achievement of improvements
10. Repeat

THE EFQM FRAMEWORK
The European Foundation for Quality Management (EFQM) Model is based upon nine criteria for quality management. There are five enablers (criteria covering the basis of what a company does) and four results (criteria covering what a company achieves). The result is a model that refrains from prescribing any one methodology, but rather recognizes the diversity in quality management methodologies. The nine criteria as defined by the EFQM Model are:
· Focus on Results – pleasing company stakeholders with results achieved by stakeholders is a primary focus.
· Focus on Customers – it is vital that a company’s quality management leads to customer satisfaction.
· Constancy of Purpose and Consistent, Visionary Leadership
· Process and Facts form the Management Focus – Management breaks down everything into systems, processes and facts for easy monitoring.
· Training and Involving Employees – Employees should receive professional development opportunities and be encouraged to remain involved in the company
· Continuous Learning – everyone should be provided with opportunities for learning on the job
· Developing Partnerships – It is important to encourage partnerships that add value to the company’s improvement process
· Social Responsibility of the Corporation – The Company should always act in a way where it is responsible towards the environment and society at large.

ISHIKAWA’S THEORY
Creator of the last theory, Dr. Kaoru Isikawa is often known for his namesake diagram, but he also developed a theory of how companies should handle their quality improvement projects. Ishikawa takes a look at quality from a human standpoint. He points out that there are seven basic tools for quality improvement. These tools are:
· Pareto Analysis – Pareto analysis helps to identify the big problems in a process.
· Cause and Effect Diagrams – Cause and effect diagrams help to get to the root cause of problems.
· Stratification – Stratification analyzes how the information that has been collected fits together.
· Check Sheets – Check sheets look at how often a problem occurs.
· Histograms – Histograms monitor variation.
· Scatter Charts – Scatter charts demonstrate relationships between varieties of factors.
· Process Control Charts – A control chart helps to determine what variations to focus upon.


2.4	EMPIRICAL REVIEW
Hackman and Wageman (2010) advocated that, total quality management (TQM), if properly implemented, can enable organizations to dynamically provide cope with their ever changing environments in a sustainable manner. Hamersley and Pennington (2012) suggested TQM to be a systematic and rationalized philosophy for quality management as well as change management in higher education. Bestrewed et al. (2003) deﬁned the three words comprising the abbreviation TQM: “total” refers to made up of the whole; “quality” refers to the degree of excellence of a product or service; and “management” refers to an act, art or manner of handling, controlling, leading and planning. TQM in higher education implies improving the quality of courses, input instructional process, resource management processes and structures, student support service output and linkages with the world of work and other organizations (Tulsi, 2001). According to Lee et al. (2013) as the increase in demand and product development, the more efficient and effective organizations were forced to improve their quality of product or services and operations. Numerous studies showed the positive relationship between from TQM practices with the operational performance of the organization. However, there is no clear idea about the TQM practices in more accurate to the operational performance of the organization. Specifically, the industries such as service and manufacturing have obtained the growth in their good performance this is because of their quality. Moreover, these are all the industries that have great impact on the technological growth and accordingly this growth would impact the quality of entire operational performance of industries, hence the best practices are necessary to make the industrial products as more quality. Considering this, the present paper empirically tests the relation of TQM practices on operational performance of both service and manufacturing industries.

CHAPTER THREE
METHODOLOGY
3.1	INTRODUCTION
The chapter focuses on the work plan that is used to carry out the study. It introduces the source of data, population of the study, sample size determination, research instrument used, sample techniques and method of data collection, test of reliability, validity and analysis.
3.2	RESEARCH DESIGN
The study adopted a descriptive survey design, descriptive study as the name suggest entails the descriptive of a phenomenon under investigation. It is not concerned about explaining why, how or when an event occurred but rather focuses on what characteristics the phenomenon has.
.3.3	POPULATION OF THE STUDY
For the purpose of this study, population has been identified as the entire employee of united bank plc, which was made up of 55 employees in the organization. The experimental population is made up of senior staffs and junior members, among the population were 25 males and 30 females.
3.4	SAMPLING TECHNIQUES AND SAMPLING SIZE
For effective research, the researcher divided the population of united bank of Africa plc, Ilorin into stratum in other to administer questionnaires to the staff, random selection of staff were made from each stratum  and this procedure ensures that each staff has equal chance of being selected.
3.5	METHODS OF DATA COLLECTION
The researcher made several visits and collected information using the following techniques:
1. Holding oral interview with some management consultants and developers.
2. Distributing the questionnaire to one hundred and sixty eight who were randomly chosen, the questionnaires were distributed to the respondents chosen by the researcher and explanations were made where necessary. The questionnaire were later collected after some months, this was to allow the respondents have enough time to fill the questionnaire at their own discretion and convenience time.
Choice questions were seldom used in designing the questionnaire, while open ended approach was however used. This means that dichotomous (two ended) approach was frequently used i.e. the yes and no type, furthermore, other data were gathered externally from both published and unpublished materials.
3.6	INSTRUMENTS OF DATA COLLECTION
For the purpose of this research the following instruments were used in gathering information:
· Questionnaire
· Oral interview.


3.7	METHOD OF DATA ANALYSIS
The statistical method used for the analysis and interpretation of the response is the use of simple percentage information and data generated from the questionnaire were analyzed and addressed to the research questions in the study.
3.8	THE UNITED BANK FOR AFRICAN PLC: BACKGROUND AND STRUCTURE
The United Bank for African Plc was incorporated in Nigeria in 1961 by consortium of the international banks. It took over the business if the former British and French. The British and the French bank was subsidiary of a French bank now called “Banque National De Paris”. In October 1961, the following five international banks: British and French (now Banque Nationale de parish in England) Banque national in Paris Bank limited which started operation in Nigeria in 1949, when it opened its first branch in Lagos, and later in other part of the federation. Thus, in 1961, U.B.A became the first among the international banks operating in Nigeria to be registered in under the Nigeria law France, Banca Nationale De Lavoro and Monte de, Paschi Di Siena of Italy bankers Trust Company of New York, USA and Ansterdam Rotter dam bank N.Y of Holland (who ceased to be shareholder in 1973) joined together to established UBA with a network of ten (10) branches operating in different part of country, the first four banks minus the one which left in 1973 together own 40% of the shareholdings. They are still represented on the board of directors and continue to contribute expertise and resources throughout the world available to assist the bank and its customers. NIGERIANIZATION UBA can be proud today of its Nigerianization policy; in 1961 when the bank started with 10 branches and a total 329 staff, there were fifty five expatriate and only sixteen Nigerian officers, today, with strength of over 10, 000 there are just 15 expatriate with Nigerians holding senior managerial and executive posts. The managing director and chief executive is a Nigeria.


SERVICE RENDERED
The bank is active in all aspects of commercial banking. It provides international banking, trustee share registration corporate finance and computer service through specialists. UBA has representatives’ officers in New York and London and is intensifying efforts to open branches in ECOWAS countries and African at large.
SHARE HOLDERS
The bank’s voluntary public share was the first among the international banks operating in Nigeria to be the first to be undertaken by any bank in the country. The issue share capital of the bank is N100, 000.00 made up of 200,000.00 ordinary share 50kobo each and bread down of the share holding is as follows.
N			%
Ministry of Finance				45,763,840
Nigeria Citizen Associate 			14,236,160
60,000,000	         60%
Banque Nationale De Paris
Intercontinental Finance 			5,228,760
Banque National De Paris UK		25,471,240
Bankers Trust Company USA		4,500,000
Banca Nationale De Lavoro Italy  		2,400,000
Monre De Pascidi Sierra, Italy		2,400,000
40,000,000	         40%
100,000,000	          10%
As at 31st March 1993, no shareholders have more than 100% of the issued and paid up share capital of the company. The shares of the ministry of finance in corporate (9,527,680 share) have been offered for sales by the technical committee on privatization and commercialization.






CHAPTER FOUR
DATA PRESENTATION, ANALYSIS AND INTERPRETATION
4.1	INTRODUCTION
This chapter presents all necessary tables, data analysis in relation to the response of the respondents from questionnaires. The hypothesis was tested and the result of the analysis provide basis for interpretation and recommendation. A total of 55 questionnaires were distributed out to the respondent out of which 52 were return representing 86.7% response rate which the unreturned ones were 3 representing 13.3% non response rates.
4.2	DATA ANALYSIS, PRESENTATION AND INTERPRETATION
For effective analysis, clarity and easy comprehension, the data obtained were tabulated and the percentages were worked out to reflect the proportion of the response. Data collected were used to test the reliability of both independent and the dependent variables reflect the proportion.
CHARACTRISTICS OF RESPONDENTS
Table 4.1: 	Distribution by Gender
	Respondents
	Frequency
	Percentage %

	Female
	24
	46

	Male
	28
	54

	Total
	52
	100


Source: Researcher’s survey 2024
From the above total 52 respondents in which 24 were female, which represent 46% of the population while the other 28 were representing 54%, this implied that the male respondent were more than the female counterparts.
Table 4.2: 	AgeDistribution
	Respondents
	Frequency
	Percentage %

	20-29
	10
	19

	30-39
	27
	52

	40-49
	12
	23

	50-60
	3
	6

	Total
	52
	100


Source: Researcher’s survey 2024
From the above distribution, 10 of the respondents fall between the age bricked of 20-29 which represent 19% of the total population, 27 respondent falls within 30-39 bracket representing 52%. 12 falls within 40-49 representing 23% while 6% representing the 50-60 age brackets. The implication of this is that the respondents that fall within 30-39 have the highest number of respondents.
Table 4.3: 	Distribution by Marital Status
	Respondents
	Frequency
	Percentage %

	Single
	20
	38.5

	Married
	32
	61.1

	Total
	52
	100


Source: Researcher’s Survey, 2024
The table represents marital status that shows that 38.5% were single, 61.5% were married.
Table 4.4: 	Educational Background
	Respondents
	Frequency
	Percentage %

	GCE/SSCE/WAEC
	4
	7.7

	HND/B.sc Professional
	33
	63.5

	MSC, MBA, PHA
	3
	5.8

	Total
	52
	100


Source: Researcher’s survey 2024
The above shows that 7.7% respondents has WAEC GCE, 23% has OND/NCE, 63% has HND/BSC professional with 5.8% represent does that MSC/MBA/PHD we reasonably infer that majority of the respondents are well learned.
Table 4.5: 	Distribution by Length of Service
	Respondents
	Frequency
	Percentage %

	Below 5years
	17
	32.7

	6-10years
	29
	55.8

	11-15years
	6
	11.5

	Total
	52
	100


Source: Researcher’s survey 2024
The table shows the distribution of respondent by service, 32.7% of the respondent served below 5 years, 55.8% served between 5-10 years while 11.5% served between 11-15years. It can be information provided, would be roll back and valid.
Question 1:	Does the organization participate in Quality Management (QM)?
	Respondents
	Frequency
	Percentage %

	Strongly agreed
	11
	21%

	Agree
	24
	46%

	Undecided
	5
	10%

	Disagree
	10
	10%

	Strongly disagree
	2
	4%

	Total
	52
	100


Source: Researcher’s survey 2024
The total above shows 52 respondents to question, 11 respondents were strongly agreed while 24 respondents representing 46% agreed, and 5 respondents representing 10% haven’t decided, 10 respondents representing 20% disagreed  while 2 strongly disagreed representing 4% of the population that implies that the organization practices quality management style.
Question 2:	Does the organization believes in management question?
	Respondents
	Frequency
	Percentage %

	Strongly agreed
	9
	17.3%

	Agree
	22
	42.3%

	Undecided
	10
	19.2%

	Disagree
	8
	15.4%

	Strongly disagree
	3
	5.8%

	Total
	52
	100


Source: Researcher’s survey 2024
In table above 7 respondents were strongly agreed representing 42.3% however, 10 respondents were undecided representing 19.2% and 6 disagreed which represent is 15.4% and those that were strongly disagree are 3 representing 5.8% of the total respondent to.
The implication of this is that the organization beliefs in management by objective. Through these the disagreed believe that if the goals could be set together jointly with the superior strategy that will be used to achieve set goals should be discussed together.
Question 3:	Does the organization have good quality control department?
	Respondents
	Frequency
	Percentage %

	Strongly agreed
	8
	14.4%

	Agree
	27
	51.9%

	Undecided
	9
	17.3%

	Disagree
	3
	9.6%

	Strongly disagree
	5
	5.8%

	Total
	52
	100


Source: Researcher’s survey 2024
The table show 7 respondents which represent 13.5% strongly agreed, 27 respondents agreed which 51.9% which undecided respondent were 9 representing 17.3% respondents disagree which represents 13.5% and 2 or 3.9% respondents strongly disagree, this shows that the majority of the respondents indicated that their organization has good quality control department which 645.4% of the total respondents.
Question 4:	Does the organization always support and empowers workers to deliver quality?
	Respondents
	Frequency
	Percentage %

	Strongly agreed
	10
	19.2%

	Agree
	29
	54.8%

	Undecided
	5
	9.6%

	Disagree
	4
	7.7%

	Strongly disagree
	4
	7.7%

	Total
	52
	100


Source: Researcher’s survey 2024
The table shows 52 respondents to question 7.9 respondents strongly agree which represent 35.9% the number of undecided respondents where 7 or 13.5% and 3 respondents were 7 or 13.5% and 3 respondents disagreed which give 5.8% while 50.9% respondents strongly disagree. This implies that the organization study their work diligently in order to determining the best ways of producing qualify output.
Question 5:	Does the organization usually conduct sent workers or refresher courses?
	Respondents
	Frequency
	Percentage %

	Strongly agreed
	10
	19.2%

	Agree
	29
	54.8%

	Undecided
	5
	9.6%

	Disagree
	4
	7.7%

	Strongly disagree
	4
	7.7%

	Total
	52
	100


Source: Researcher’s survey 2024
The table above shows 10 respondents were strongly agreed which is 19.2%, 29 were agree with the question that is 55.8%, 5 respondents which is 9.6% were undecided and 4 representing  7.7% respondents were disagree while 4 likewise strongly disagreed representing 7.7% responses shows that the organization conduct seminars for their workers since majority agreed with the question.
Question 6: Is their high degree of communication in the organization?
	Respondents
	Frequency
	Percentage %

	Strongly agreed
	7
	13.5%

	Agree
	28
	53.9%

	Undecided
	8
	15.4%

	Disagree
	7
	13.4%

	Strongly disagree
	2
	3.9%

	Total
	52
	100


Source: Researcher’s survey 2024
The table shows that out of 52 respondents to question 9 or 13.5% respondents strongly agree, 28 or 53% respondents agreed, 8 respondents which is 15.4% were undecided and the respondent disagreed which represent 13.5% which only 2 or 3% totally disagree. This implied that the organization have achieved high degree of communication considering percentage of these respondents that agreed with the question.
Question 7: Are workers that performed brilliantly greatly rewarded?
	Respondents
	Frequency
	Percentage %

	Strongly agreed
	12
	23.1%

	Agree
	19
	36.5%

	Undecided
	10
	19.2%

	Disagree
	8
	19.2%

	Strongly disagree
	3
	5.8%

	Total
	52
	100


Source: Researcher’s survey 2024
The table above shows 52 respondents to question 10.12 respondents were strongly agreed  which is 23.1% were agreed which represent 36.5%, 10 were undecided,  that is 19.2% and or 15.4% respondent disagreed while only 3 or 5.8% represent strongly disagreed with the question.
Question 8: Does the organization emphasizes on customer service, production quality and cost reduction?
	Respondents
	Frequency
	Percentage %

	Strongly agreed
	12
	23.1%

	Agree
	29
	55.8%

	Undecided
	4
	7.7%

	Disagree
	5
	9.6%

	Strongly disagree
	2
	3.9%

	Total
	52
	100


Source: Researcher’s survey 2024
The table shows 12 pr 23.1% respondents strongly agreed while 29 or 55.8% respondents agreed with the question. Those that are undecided were 4 of 7.7%; those disagreed were 5 respondents which is 9.6% while 2 respondents strongly disagreed with the question which 3.9%. This indicate that organization emphasize on the production of quality goals at reasonable cost to satisfy their customer.
Question 9: Has the organization been experiencing improve production?
	Respondents
	Frequency
	Percentage %

	Strongly agreed
	9
	17.3%

	Agree
	16
	30.8%

	Undecided
	15
	29.9%

	Disagree
	5
	9.6%

	Strongly disagree
	7
	13.5%

	Total
	52
	100


Source: Researcher’s survey 2024
From the above it shows that their were 52 respondents in which 9 out of the total population were strongly agreed with the question which 17.3%, 16 respondents which represent 30.8% were agreed and 15 out of the respondent were undecided which is 28.9% of the population 5 or 9.6%. Respondents were disagree while the remaining 7 respondents which represent 13.5% were disagree with the question.
This implies that there were improvements in the productivity level of the organization.
Question 10: Has the organization been experiencing increased profitability due to quality management programmed?
	Respondents
	Frequency
	Percentage %

	Strongly agreed
	10
	19.2%

	Agree
	24
	46.2%

	Undecided
	9
	17.3%

	Disagree
	6
	11.5%

	Strongly disagree
	3
	5.8%

	Total
	52
	100


Source: Researcher’s survey 2024
The table shows 52 respondents to the question 16, in which 10 respondents were 19.2% of respondents agreed representing 46.2%, 2 respondents were undecided which represent 17.3% and 6 or 11.5% respondents disagreed while 3 respondents total disagree with (i.e. the question which is 5.8% of the total respondents). This indicates that the organization was expecting increase in profit due to quality management programmed.
4.3	TESTING OF HYPOTHESES
Based on the arising from the research question above, the following hypotheses were tested:


HYPOTHESIS ONE
(Ho):	There is no significant relationship between total quality management and organization effectiveness.
Test of statistics: X2 = 
Critical region:  = 5%
DR: reject Ho: if x2 calcal x2 tab otherwise accept.
	Option
	Frequency
	Percentage (%)
	Total

	Yes
	25
	50
	75

	No
	25
	50
	75

	Total
	50
	100
	150


e=  =




	
	
	
	

	25
	25
	0
	0

	50
	25
	625
	25

	25
	50
	625
	12.5

	50
	50
	0
	0

	
	
	X2 cal=
	37.5


X2cal
X2tab 1, 0.95=3.841
Conclusion: Since x2 cal X2tabs, we Ho and conclude that there is significance between total quality management and organization effectiveness.

HYPOTHESIS TWO
H2: Total Quality Management has a significant impact in the development of organization performance
Distribution table at ∞ = 0.05
Using regression analysis
	Opinion 
	Frequency
	Percentage
	Total

	Yes
	     25
	     50
	75

	No 
	      25
	     50
	75

	Total 
	50
	100
	150

	
	
	
	


Y = a + bX + ϵ
P = 
Ho= P1 ǂ P2		Ai P1=P2
			
P1=1.5	P2=1.5	n1=25		n2=25
		
= 

P- Value = 0.0414=4.1%, reject Ho on 5% sig. level.
Conclusion: - we reject Ho and conclude that there is positive impact of total quality management on employee performance. 
So therefore, TQM has impact in the development of organization performance.
HYPOTHESIS THREE
H3: Total Quality Management does not have a significant impact in the development of organization performance
Using regression analysis
	Opinion 
	Frequency
	Percentage
	Total

	Yes
	     25
	     50
	75

	No 
	      25
	     50
	75

	Total 
	     50
	100
	150

	
	
	
	


Y = a + bX + ϵ
P = 
Ho= P1 ǂ P2		Ai P1=P2
			
P1=1.5	P2=1.5	n1=50		n2=50
		
= 

P- Value = 0.0414=4.1%, reject Ho on 5% sig. level.
Conclusion: - calculated X2c of 5.5654c is greater than the tabulated X2t of 5.02. We reject Ho and calculated that Total quality management enhances organizational performance.
4.4	DISCUSSION OF FINDINGS
This chapter concern itself with presentation of analysis and interpretation of findings, introduction, testing of hypothesis and as well as summary of the chapter.
The study investigates on Impact of total quality management on organizational performance (52) fifty two respondent finally participated the study by responding to sixty (60) questionnaire survey fifteen (15) research question were proposed for the study while frequent can’t were adopted to analyze data gathered from questionnaire distributed, and were sub divided into three heady 
The preceding analysis here revealed that quality management has a vital role in effective performance of the organization using united bank of Africa plc as a case study and through there wild disposal. 	

	



CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATION
5.1	SUMMARY OF FINDINGS
The purpose of this study was to find out the importance of TQM philosophy. Quality has become a factor that organization can no longer ignore. Manager’s today are aiming for total quality management which occurs when an entire organizational culture becomes focused on quality and customer satisfaction through an integrated system of tools, techniques and training. The literature review briefly discussed the past studies concerning TQM, quality circle, engineering and value analysis. The study also discussed deeming fourteen points for quality and the role of top management in quality improvement.
5.2	CONCLUSION
The success of any TQM approach critically depends upon the commitment of top management, who must be, and must be seen, to be involved. Top management must establish unity of purpose and direction of air force bases. They must create and maintain the internal environment in which people can become fully involved in achieving the air force bases’ objectives. Top management must be visibly involved in the development of a TQM transformation at an air force base, changing the management style from an emphasis on command and control to anemphasis on leadership, with leadership being viewed as enabling and helping others to perform their work by removing barriers and constraints. The commitment to TQM, once made, is binding unless an air force base is prepared to see its reputation suffer and staff morale decline. Commitment implies considerable  resourcing in the short term. The costs of training, facilitation, staff time and monitoring performance are considerable before the benefits arising from total quality are achieved. A well-designed strategic plan contributes to directing all activities towards achievingthe air force base’s mission, goals and objectives. Create a vision to direct decisions and actions in the air force base and increasing the emphasis on a strategic plan that is aimed at positioning the air force base optimally within its environment. In conclusion to this research works, total management on the overall effectiveness of an organization are in the area of personal training and developments, stable structure and flatten hierarchies, cost reduction through process and evaluation. In all management of total quality management, managers need to break down barriers and promote the concept of training for change self-assessment and development opportunities. Many organizations have too many levels of management. The more the level, the greater the communication difficulties which inevitably slow the response time to customer’s need and expectation. The TQM tools reject the multiple layers and state clean and profit. In fact, four or five levels of management are considered ideal.

5.3	RECOMMENDATIONS
Based on the assertion in the conclusion and the result of information gathered in the paper work, the following recommendation are given to increase the effectiveness of an organization through the application of total quality management concept: The TQM should be embraced and full installed in the companies that are yet to initiate the philosophy. All does involved in production of tangible goods and service should identify the objectives and have a clear unambiguous mission statement upon which strategic policy and planning should be communicated to the entire work force. The organization should collect and analyze data and draw conclusions about the factors that could enhance improved customer satisfaction at United Bank of Africa (UBA) and determine how to establish ‘improved employee satisfaction at united bank of Africa (UBA) To determine what specific training and development programmes should be attended by the top and middle managers of the United Bank of Africa (UBA) and be able to adapt to the demands set by TQM to the institution  To determine what communication factors (frequency and intensity) causes disruption between top management and the section heads at air force bases.
Finally, organization should size its staff strength and make sure its organization structure is made simple and straight forward. The development and implementation of TQM should be a gradual process which will allow for easy adaption to the change in the organization and improve the rate of patronage which will ultimate yield profit.
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APPENDIX
Department of Business Administration and Management,
Institute of Finance and Management Studies,
Kwara State Polytechnic,
Dear Respondents,
I am undergraduate student presently studying H.N.D in Business Administration and Management, Kwara state polytechnic, Ilorin Kwara state, as part of the requirements for the  award of Higher National diploma in Business Administration and Management; I am carrying a research on “Effect of Total Quality Management on the Organizational Performance, using the United Bank of Africa as a  study.  The study shall ensure that high confidentiality is maintained with any information provided by you. Thanks for your cooperation 

Yours faithfully,
                                                  ABDULRAFIU RASHEEDAT 
HND/23/BAM/FT/0813



QUESTIONNAIRE
This questionnaire is made up of two section (2) section A and B, section A is the personal data relating to the respondents, while section B is the main body relating to the major variables in the research topic. You are required to tick X or --- in the appropriate box provided and write briefly your opinions in the section C provided.
SECTION A
Please tick ( ) appropriately.
1) Sex?             (a) Male  ( )   (b) Female ( )
2) Age?  (a) 21-30 years ( )      (b) 31 – 40 years ( ). (c)41 above      ( )
3) MARITAL STATUS?   (a) Single ( ) (b) Married  ( )
4) Educational qualification (a) WASSCE / GCE ( ) (b) OND /NCE ( ) (C) HND/BSC ( ).
5) How old is your business?  (a)  1-3 years ( ) (b) 4-7 years ( ) (c) 8- 10 years ( ).
6) Current position in the organization: Junior staff (	) Senior staff (    ) Middles staff ( ) Management level (	).
SECTION B
1. Has the organization been experiencing increased profitability due to quality management programmed? Strongly agree (	 ) Agree (  ) Undecided (     )Disagree (    ) Strongly Disagree (   )
2. Has the organization been experiencing improve in their production? Yes (	    ) Undecided (     )	No (   )
3. Does the organization emphasizes on customer service, production quality and cost reduction? Strongly agree (  ) Agree (     ) Undecided (     ) Disagree (    ) Strongly Disagree (   )
4. Are workers that performed brilliantly greatly rewarded? Strongly Agree (	 ) Agree (  ) Undecided (      )Disagree (    ) Strongly Disagree (      )
5. Is there high degree of communication in the organization? Strongly agree (	       ) Agree (  ) Undecided (     )	Disagree (    ) Strongly Disagree (  )
6. Does the organization usually conduct sent workers or refresher courses? Strongly agree (   ) Agree (  ) Undecided (     )	Disagree (   ) Strongly Disagree (   )
7. Does the organization always support and empowers workers to deliver quality? Strongly agree (     ) Agree (      ) Undecided (     )	Disagree (    ) Strongly Disagree (      )
8. Did the organization believe in management by objective? Strongly agree (	       ) Agree (  ) Undecided (     )	Disagree (    ) Strongly Disagree (      )
9. Does the organization believe in management question? YES (     ) NO (   )
10. Does the organization participate in quality management? Yes (	       ) No (   )
SECTION C
11. How far has total quality management improved the company’s profitability?
12. Has quality management improved the demand of customers on the product?
13. Can your organization refer total quality development to other organizations?
14. What has been your customers view on the product of your organization?
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