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Abst r act

In the present article the inplenentation of Total Quality Managenent
in banking services all over the world is surveyed, both from
theoretical and practical perspective. First, the concepts of quality
through the terns of the European Foundation of Quality Managenent
are determned. Then the terms and the conditions in bank services
are defined and the inplenmentation of Total Quality Managenment in the
banking sector is investigated. A case study is presented that
investigates the level of quality in Geek banks by neans of
guestionnaires that have been distributed to several bank enpl oyees.
The design of the questionnaire was based on the concepts of the
Eur opean Foundation Quality Managenent Excellence Mddel. Finally, the
results of the analysis of the questionnaires are presented and
suggestions are nade for the inplementation of Total Quality
Managenment in G eek banks.
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| nt roducti on

The G eek banking sector has developed rapidly within the last ten
years. In nost banks, the Board of Directors is interested in
appl ying nodern nanagenent nethods to inprove the quality of their
services and products. One of the nobst nodern and popul ar nmethods in
managenent is Total Quality Managenent, which has started to be
implemented in several international banks. Despite its wide
acceptance in nmarket, the nethod has not attracted the researchers’
adequate attention in the banking sector.

The intense conpetition anobng conpanies, along with the custoners’
demands, has turned them towards the inplenentation of quality
managenent and control systems. Focusing on Quality is a prinmary
target towards the survivability and the devel opment of the conpanies
(Puay, 1998).

Quality is how good a product is and it is synonynous with the high
expectations of custonmers towards a product or a service (Grvin,
1988). Also, quality is the plenitude of characteristics and
attributes of service which satisfy given needs of custoners (ANSI,
1978). Moreover, quality is the ability of an enterprise to focus on
the existing and expected needs of its custoners, to inprove its
| abor culture with the cooperation and devel opnent of its workers, to
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create relations of confidence wth exterior collaborators and
custonmers, to self-assess the systens of administration, to
strengthen learning and innovation and finally, to evaluate the
results of all the above (EFQV).

The European Quality Mdel (EQW was based on the aforenentioned
principles and is indented to serve as a tool for conpanies’ self-
assessnent and as a neans for acquiring the European Quality Award
(EQY). EQM enbodies all Total Quality Managenment (TQW principles,
(Figure A-1). TQMis a nodern human-oriented managenent system which
focuses on custoners’ needs and relies on teamwork, and enployee
cooperation, continuous education and inprovenent (Dem ng, 1982).
There are three steps towards TQM inplenmentation. The Introduction
step which is actually an awareness step, the Conpliance step, where
all procedures are nmade in conpliance with TQM and finally, the
Integration step, during which TQM is actually enbodied in business
procedures (Brown, 1994).

TQOM has been reported to be positively correlated with profit, with
better stock performance and with, up to 840% rise in ROE (PIMS
1986). Moreover, a worldw de survey by the Anerican Institute of
Quality Inc., has shown that service providing conpanies that have
applied TQM systens, have decreased their operating costs, have
improved their financial features, and now have nore satisfied
custonmers (Harrington, 1996).

The banking sector follows this new trend in nanagenent which |eads
to an inprovenent in both services and products. The whole sector is
characterized by a strong conpetition, the constant devel opnent of
new products, a dynam c environment due to strategic alliances, |arge
acquiring plans and nergers, and the shrinking of profit due to new
conpetitors that enter the nmarket. This dynamc environment also
influences the Geek banking sector. Although, all banks are
interested in inproving the quality of their services, only few have
been certified for their quality status. Sone of the international
conpani es that have acted towards this task are Coldman Sachs, City
Goup, Merrill Lynch Credit Corporation and the Geek Bank of
Pi raeus.

The paper proceeds as follows. In the next paragraph the quality
characteristics of the banking services are identified. The
i mpl erentation of TQMin the international banking sector is surveyed
in paragraph 3, while in paragraph 4, presents the outcone of a short
research in the Greek banking sector. Finally, conclusions are drawn
i n paragraph 5.

Qual ity characteristics of banking services

Al factors and paraneters regarding service quality in general can
also be applied to banking services. According to Parasuranan
(1988), service quality is the size of disagreenent between custoner
expectations and how the service is really provided. Berry (1985)
identifies six factors of quality, nanely reliability, trust,
responsi veness, courtesy, comunication and security. These were
conpl enented with accessibility, agility, performance, honesty and
avail ability (Johnston, 1995).

Service providing is characterized by its intangibility or lack of
physical attributes of its outcone. Custoners evaluate the quality of
a service with regard to the element they actually experience in the
course of the service delivery and, of course, on their perception of
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the outcone’s service quality is inseparable of production and
consunption. The service quality can only be assessed against
custonmer’s subjective, nebulous expectation and past experiences.
Services are produced and consuned sinultaneously therefore they
cannot be stored, inventoried or inspected prior to delivery as
manuf actured goods are (G odnroos, 1990). In 1996, Bowersox divided
service characteristics into three categories which are a) physica
facilities, processes and procedures, b) enployees’ behavior and
prof essional judgnment and c¢) reliability (Bowersox, 1996). Johnston

gave the nost detailed list of service's characteristics which
i ncl ude, access, aest heti c, enpat hy, responsi veness, caring,
tangi ble, confort, reliability, comunication, conpetence, courtesy,
agility, adaptability, security, friendliness, honesty,

responsi veness (Evans, 1999).

In particular, banking transactions suffer the direct or indirect
i nfluence of short- or long-term conditions in international noney
nmar ket s. Moreover, the market share is constantly shrinking due to
t he entrance of new conpeting banks. So, banks are facing a constant
demand for reducing operating costs and maximzing profit margins in
a dynami c international conpetition

O her characteristics are the ignorance in the nmajority of custoners
about investnment products, the demand for skilled enployees, the need
for conprehensive auditing procedures, the need to mnimze
transaction tines, the responsibility to protect the custoners, the
reduction of errors and the protection of good fame. Adding to this,
banks are labor intensity conpanies which highly involve the hunan
factor in all processes. This is, also, the main operating cost of
the conpany rising up to 75% of total operating cost. Last, but not
| east, banking transactions are highly diversified processes due to
the different person that interacts every tinme (Ghosh, 1994).

The nost difficult task is to measure custoners’ needs, as they
actually vary from person to person and is a function of one's
perception. O great inportance is the commitnment of the client to
the same bank, especially in an environment of strong conpetition.
Client’'s perception is highly influenced by the training and
satisfaction of the enployees, as well as fair wages. The "technica
quality" in the banks, which includes the theoretical training,
technical integrity, the software systens and the instrunments, should
keep pace with the "functional quality" that includes behaviors and
relations of workers, as well as frequent contacts with custoners
(G onroos, 1984).

In finance market banks are not the only conpetitors. |nsurance,
i nvestment and securities conpanies also operate in the sane market.
The capacity of a bank in the conpetition, also, depends on its
ability to attract new enployees while keeping and notivating ol der
ones.

Anot her characteristic of the banking sector is the shrinking of the
profit margin with the simultaneous rise in operating cost. The
latter is due to the need of attracting skilled enployees and
investing in IT infrastructure. Adding to these is the danger from
i nappropriate strategies in local and foreign markets especially
during hi ghly unstabl e periods.

Banki ng products are highly diversified and conplex. Mst of the
times a customer should be thoroughly informed on new products in
order to feel confortable and secure. Bank enployees ought to be
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informed and trained to nmake their clients believe in new types of

i nvestment. However, the mgjority of banking products seens nebul ous
and repels custoners. Those that are persuaded do so because they
trust the bank representative. This places the ethical burden on
banks to understand the |evel of custoner awareness and protect him
from m stakes. The training of enployees on custoner self-nmanagenment

is inperative. Despite these, it is comon that custoners are,

usual Iy, serviced by the lowest, in the rank, enployees who are often
| ess trained and experienced. Parasuraman contacted a research on
what custoners believe for the services they get. During the research
he interviewed fourteen top executives of four Anmerican service
providing firms and, also, contacted several custoners in order to
neasure their perception of the services they experienced. After the
conparison of the two parties’ opinions he formulated a chasm nodel

for service provision. He concluded that the quality of services
depends on the size and direction of the chasm between the expected
and the received service. It is also related with the size and
direction of other chasms in the sane nodel. The other chasns are,

(Parasuraman, 1991):

Bet ween custoner’s expectations and the firnis perception about
custoner’ s needs

between the perception of the firms Board about custoners’ needs
and the transformation of this perception to quality standards
between the quality standards and the way that a service is
actual ly delivered

bet ween service delivery and the communication with custoners.

The chasm nodel was confirned in 1994 by Blanchard and Call oway
(Blanchard, 1994). Thirty six enployees of a large Anerican bank
confirmed the wvalidity of the nodel for the classification of
personnel's perceptions of the reasons that a service failed to be
del i vered properly.

The valid and on-tine information is of fundanental inportance for
t he customers who, also, function as investors in the banking market.
The fundanmental principle of a conplete and fair informative process
concerns the presentation of banking products in such a way that it
constitutes a real investnent or credit tool for the customers
(Blanas, 2003). The transparency, the reliability and the safety of
banki ng transactions are the biggest requirenent of custoners. Their
conpletion is supposed to leave in the custonmer a feeling of
satisfaction. Moreover, the fame of a banking institution is tested
by the opinions of its clients. Mre specifically, Geek banks that
fulfill the bigger percentage of Stock Exchange transactions owe to
harnmoni ze their transactions to the international nodels that are
proposed by the International Organization of Securities Comn ssion
oj ectives (10SCO and European Conmittee for Banking Standards
(ECBS) and the Committee of European Securities Regul ators (CESR)

Inportant role in the ascertainment of quality play the bureaucratic
matters which constitute integral piece of banking contract (e.g. the
certified information that a bank requires from her custoners). O her
important factors of quality are the height of the lending interest,
the sufficient information with regard to the obligations of each
contract, the height of commission that the custoner pays for a
banki ng transaction, the time that intervenes between the demand for
a loan and its reception, the nunber of ternms that constitute a
contract, the possibility of direct communication of custoners with
educat ed enpl oyees (European |nvestnent Bank, 2001), the frequency of
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contacts between enployees and customers, (OCkland, 1998), and the
adaptation of services in the needs of custoners (Gigoroudis, 2002).
It was realized that in G Britain 500,000 custoners changed bank

agai nst 8,000, 000 that they have made the sane thoughts.

Finally, the enployees of a bank should be in place to correlate the
economic profile of each custoner with his credit objective. From
their point of view, banks distinguish various |evels of exterior
cliental relations. These are, the candidate custoners, the
acci dent al cust oner s, the repeated custoners, the custoners
advertisers, the custoners associates, and the custonmers detractors.
It is easily conceivable that the last category is the one that a
bank tries to avoid or mnimze (Evans, 2002). Mreover, in banking
there are no acceptable tolerance |evels. Precision should be always
100% as it regards noney and especially custoner’s noney. Nowadays

the use of IT is of great inportance. It helps to provide a quick 7 X
24 service despite custonmer |location. The sense of security is
critical in the delivery of such services.

Banki ng services consist of three basic parts. The first is the
“core” which is the basic service. The second is the “supporting
characteristics” such as the beautiful environnent, the politeness of

workers etc. If the supporting characteristics exist then the
custonmer considers that he receives the proper services as a
custonmer. The third part is “the additional services”. It is services
that a customer receives above his expectations, i.e. a gift, a

functional informative form a special treatnent (Spanos, 1997, in
gr eek) .

An inmportant factor of quality is the satisfaction that the enpl oyees
feel. It has been observed that this is expressed wth a
correspondi ng pleasure of custoners that deal with these workers.
Mor eover, nost banking services require contact and conbined action
of the custonmer and the enployee of the bank. In this way the needs
and the expectations of the custoner are better clarified. Still, a
wel |l drawn banking service includes a detailed description of the
successive activities that are required in order to be fulfilled. The
exi stence, for exanple, of a flow chart is particularly inportant
(Evans, 2002). We see that quality control deviates from the old
fashi oned procedures of preventive and suppressive audit checks and
is noving towards a human-oriented attitude, one that is expressed
through the bank’s commitnent to its clients and values recruits and
enpl oyees.

At an international level the application of TOM |leads to a rise of
the profitability index as well as an enhancenent of the firns’
conpetitive advant age.

Joseph Juran (1999) has proposed a “Cost of Quality” nodel for
service provision. As regards the financial services he observes
that, due to their nature, it is very difficult to apply an effective
audit cycle. In order to justify a problem one has to identify the
cause of inproper service delivery. However, neasuring service
delivery is a conplicated task, as it relies on subjective clues,
(Figure A-2). So, the causes of a problemmay be attributed to random
reasons. The identification of the problem is crucial in order to
mnimze the cost of quality that is related to pure services.

Cost of quality conprises of four parts:
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External Failure Cost: it is associated with defects found after
the custonmer receives the product or service, e.g. processing
custonmer conplaints, custoner returns, warranty clains, product
recal |l s.

Internal Failure Cost: it is the cost associated with defects
found before the custoner receives the product or service, e.g.
i nprecise reports, scrap, rework, re-inspection, re-testing,
material review, material downgrades.

I nspection (appraisal) Cost: cost incurred to determ ne the degree
of confornmance to quality requirenents, e.g. periodic neasuring,
eval uating or auditing both services and processes.

Prevention Cost: is the cost incurred to prevent (keep failure and
appraisal cost to a mnimun) poor quality, e.g. new product
review, quality planning, process reviews, quality inprovenent
t eans, education and training.

Measures that should be taken are the establishnment of standard
quality levels, the gathering of basic information about the delivery
of services, the identification of any process as the responsibility
of all participants, the recognition and award of success, the use of
proper validation tools, teamwork for identifying and analyzing
causes, the allocation of resources to conbat the weak-spots. A key
point is to do this study on a regular basis and evaluate constantly
the performance (Evans, 2002). Finally, the bank’s capital should be
rationally nanaged, while tools should be developed in order to
identify and control financial risk.

The application of TQMin international banks

Only few financial institutions and firms have been certified for
Quality by the relevant international bodies. Nevertheless, many of
the leaders in the banking sector apply TQM principles in all
busi ness processes. Sonme particul ar exanpl es are given bel ow

Gol dman Sachs is a |eading global investnment banking, securities and
investment nmanagenent firm with nore than 25.000 enployees and
operations in nore than twenty countries worldwide. Its target is to
remain a distinguished international investnent bank. Its culture
coincides with TQM principles and is expressed through the banks’
comitnent to its clients. O her values are teamwork, integrity,
neritocracy, professional excellence and entrepreneurial spirit, a
consi stent neasure for evaluating recruits and enployees, and a
commitnent to creating an environnent that values diversity and
pronotes inclusion. Additionally, the people of Goldnan Sachs take
very seriously their responsibility to the communities in which they
live and work. 55% of the conmpany’s share is hold by its enpl oyees.
So, their interests coincide with those of the firm Al though it has
not been certified for Quality, the firmapplies TQM principles with
remar kabl e results (Gol dnan Sachs web site).

Anot her international financial service providing firmis Gtigroup.
It is an international financial conglonerate with operations in
consuner, corporate, and investnment banking and insurance. It is the
nerging of Citibank, Citifinacial and Solonon Smith Barney and has
some 200 million customer accounts in nore than 100 countries. It is
the nost profitable financial firmtoday. The International Financing
Review, the Fortune, the Wall Street Journal, the Financial Tines and
other authoritative financial journals have declared Ctigroup as
Bank of the year both in 1999 and 2000. It keeps being honored and
awarded by different institutions all over the world. The firm has
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penetrated the Asian, European and Latin American markets devel oping
as the banking nodel for the 21 century. Although it has not been
awarded for TQM it applies its principles in all of its processes
(Ctigroup web site).

In 1997 Merrill Lynch Credit Corporation (M.CC) was awarded the
Mal colm Baldrige National Quality Award for its position in the
financial sector. Merrill Lynch Credit Corporation (MCC first

began operations in 1981. Its singular focus was providing financing
to custonmers by offering a new, highly innovative credit product -
home equity credit lines. Today, powered by intimte know edge of its
cust oner s’ needs and a systematic, data-driven approach to
performance excellence, M.CC offers a diverse line of credit products
and services. At the heart of MCC s aggressive strategy is the
conviction that quality service is not a goal, it is an inperative to
achi eving growth objectives (Merrill Lynch web site).

In 1999 the wnner of the European Quality Award was Banca
International d Andora | Banca Mra, while in 2003, the Abudabi
National Bank won the country’'s Quality Award.

On April 2003, five divisions of Piraeus Bank, were awarded with
EFQM s (European Foundation Quality Managenent) prize "Conmitted to
Excel | ence". The five divisions that were awarded are the follow ng:
Human Resources, e-Banking, Marketing, Legal and |IT Departnment. The
bank is the only Greek bank award with EQA so far.

In order to enphasize the inportance of ethics and society in Qality

assessnent we will stress the results of a research conducted for
Kuwait Finance House (KFH), one of the largest |Islamc banking
groups. In particular, Islamc law prohibits usury, the collection

and paynent of interest, also comonly called riba in Islamc
di scourse. Generally, Islamc law also prohibits trading in financial
risk (which is seen as a formof ganbling). In addition, Islanmc |aw
prohibits investing in businesses that are considered haram (such as
busi nesses that sell alcohol or pork, or businesses that produce un-
Islamic nedia). In the late 20th century, a nunber of Islanmc banks
were created, to cater to this particular banking market. Through the
research it was concluded that banks should focus on religious
factors in order to inprove both services and products. Restrai ned by
the aforementioned ethics, banks should be loyal to Islamc |aw,
should apply both witten and oral agreenents between them and the
custonmers and should enhance reliability and their comitnent to
custoners’ needs. Islanmc banks nust therefore pay attention to the
trends in banking industry today, and start to think strategically by
providing high quality products and services to satisfy their
custonmers. The study indicates that it is inportant for Islamc banks
to put cultural differences at the front when adopting service
quality (SQ, and suggests a new nodel to nmeasure SQ called CARTER
which is based on 34 itens (O hman, 2001).

The case study

The aim of the present case study is to investigate |level of quality
in Greek banks as perceived by their enployees. The research was
done by neans of closed form questionnaires answered by 115 enpl oyees
distributed in five banks and in different levels in hierarchy.

The structure of the questionnaires was based on the concepts of the

Eur opean Foundation Quality Managenent Excellence Mbodel. Questions
were divided into two nmain categories. The first part refers to
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“how’” operations are managed while the second part refers to the
“out cone” of these operations (Melidonioti, 2005).

The following quality criteria are included in the first part; the

nunbers in parentheses indicate the nunber of questions regarding the

corresponding criterion:

1 Leadership, which assesses the nmanagers’ capacity to develop
systens that enhance quality for custonmers and enpl oyees, (4)

2 strategic planning, which examines the targets, the politics, and
t he existence of decision support systens, (3)

3 human resources, which identifies the level of participation
constant devel opnent and support of the enpl oyees, (3)

4 partnership and resources, which exam nes how the resources of the
conpany are nmanaged, (3)

5 process nanagenent, which assesses the rational design and
nmanagenent of the processes according to custonmer denand, (5)

The second part exam nes the conpanies’ results related to:
1 The custoners, (5)

2 the enpl oyees, (2)

3 the society, (1), and finally

4 the critical business performance results, (5)

The five banks have different profiles. The first one, Bank-A, is a
large public bank that holds a great share of the G eek banking
market. The second bank, Bank-B, is, also, a large bank, it has a
very dynamic profile, and, until recently, was under public
adm nistration. The third bank, Bank-C, is a public bank with strong
social profile, expecting to be acquired by a private group. The
fourth bank, Bank-D, is a new private bank with a very dynamc
profile. Finally, the fifth bank, Bank-E, is a public bank

One way Analysis of Means (ANOV) was applied in order to conpare the
answers of the banks. Statistics software Mnitab was used for the
analysis. ANOMis a graphical analog to ANOVA that tests the equality
of popul ation neans (Nelson, 1974) in its question. There are sone
i nportant differences between ANOM and ANOVA, however. The hypot heses
they test are not identical. ANOVA tests whether the treatnent neans
are different fromeach other; ANOMtests whether the treatnent neans

differ from the grand nean. The G and Mean, i“ﬂ for each question,
g, is the total nmean for all sanples, that is:

_ < (@ < (a) < (a)
>_((q) — nlxl +n2X2 +"'+nkxk

n+n,+..+n

where in our case k=5 (the nunber of banks) and the superscript (Qq)
denotes the question nunber in the questionnaire. So, the mean, X,

for each question and for each bank was conpared with the Grand Mean
for that question anong all banks. The null hypothesis is that all
neans are equal with the Gand Mean for each question. Confi dence
intervals were calculated which are proportional to the inverse of

the sanple size, n.. If X® lays within the confidence intervals then

it is considered equal to the total nean, else it is considered
different. W were interested to see the trend for each bank, that
isif its means are above or bel ow average.

An exanpl e of one-way ANOM chart for one of the questions is shown in
Figure A-3, wth banks used as the factor. It shows, for one
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guestion, the mean opinion of the enpl oyees per bank. The |ine drawn
at Mean=2.8 is the Gand Mean for the question. Dots that are
connected with vertical lines to the grand nean |evel show the nean
answer per bank. Crooked lines that have been drawn above and bel ow
the grand nmean show the upper (UCL) and the lower (LCL) confidence
| evel . Wherever sanples are larger the confidence interval is
nar r ower .

The outcone of the case study is summarized in Table B-1 (Appendi x B)
and is described next in nore detail. As regards the “leadership”
criterion it is concluded that only the enployees of Bank-A and Bank-
D witness a culture of continuous inprovenent and recognize the
admnistration’'s efforts to inspire visions, to set targets and to
provide a code of ethics. According to the category of “politics and
strategi ¢ planning” the enpl oyees’ opinion place the private bank way
ahead. They witness the application of strategic plans that support
quality. Moreover, the politics are under constant revision and
devel opnent according to present and future needs and expectations,
and according to neasurenents about its operation. The criterion of
“human resources nmanagenent” gets an anal ogous assessnment. The
enpl oyees of the private bank place their bank in the first place,
showing that they feel that their efforts are recognized and any
fresh ideas are adopted by the bank’s adm nistration. Bank-A, Bank-B
and Bank-D show better performance than the others regarding the
criterion of “resources and operations nmanagenent”. The same
enpl oyees recognize the Board s efforts for rational design of
busi ness processes. They, also, agree that there is an error
prevention systemand a systemfor critical processes identification

The last two conmmends correspond to the criterion of “critica

busi ness perfornmance results”

The three banks (Bank-A, Bank-B and Bank-D) lead the others in the
criterion that neasures the results to custoners. They devel op and
use custoner satisfaction nmeasurenment systens; they collect custoner
conplaints and work towards their elimnation; they are trying to
identify the characteristics of critical services; they design and
devel op new products. The private bank is ranked first in the
devel opnent and nanagenent of human resources, while the Board
recogni zes and awards the enployees’ efforts. As regards their
soci al image, Bank-A and Bank-C are very active. Finally, Bank-A
Bank-B and Bank-D have a system to systematically track financial
data and errors as well as conplaints and enpl oyee satisfaction. So,
they are ranked first in the category of critical business
performance results.

In general, the first bank, Bank-A, which is a very large public one
shows satisfactory performance in the application of quality mnethods,
although it is ranked bel ow the grand nean as regards human resources
nmanagenent. So, a proper inprovement should be nade towards this
di rection.

The sane observations stand, also, for the second bank, Bank-B. The
third bank, Bank-C, outperforns the others with its results to
society. In fact, its profile since its establishnent was to support
the econom cally weaker and was able to do that due to its strictly

public character. Only lately is it noving towards a nore
conpetitive and aggressive attitude. The private bank, Bank-D, seens
ready to face conpetition and claima share of the market. Its smal

size makes it rather flexible to adapt to changes and adopt new
ideas. Things are not so optimstic for the |ast bank, Bank-E. The
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bank is stuck to its totally public character and does not seem ready
to follow the evolution in the sector.

It is concluded that despite their size and public character the
first two banks are aware of the necessity in applying quality
net hods. They hold a large share of the market which they want to
maintain., Quite simlar is the attitude of the private bank which is
aware of TQM principles. Although it is rather new in the nmarket, it
invests on enployees, respects its custonmers, and adnministers its
finance rationally. In other words, it is establishing foundations
for its future evolution and devel opnent.

The two snaller public banks are not in a state to apply TQM They
are very far from applying process nanagenent as well as hunman
resources nmanagenent. They have to react very fast towards their
restructure, under the pressure of conpetition.

It should be pointed out that nobst of the questionnaires conme from
the first bank. That means that the Grand Mean, to which everybody
was conpared, is actually domnated and set by the answers of its
enpl oyees. This is not a problem since nobst conpanies benchmark
their performance conparing it with the market | eader.

It should be stressed out that <collecting nobre questionnaires,
particularly from private banks, was very difficult due to
cauti ousness about the study's use. Conpetition restrains conpanies
from appl ying i nformati on about their operation freely.

Concl usi ons

From our short research stens that G eek banks follow the exanpl e of
the European and American banks towards the adoption of TQM
However, the pace towards conplete adaptation shoul d be accel erated.
The application of a human-oriented nanagenent system such as TQM
seens to be an inperative for their survivability. The banks t hat
will domnate Geek market in the years to follow will be the ones
that will nmanage to win this bet. Geek banking groups with |ong
tradition in the Geek narket seemto be willing to adapt to changes
in order to keep their leading position. They take the risk of
restructuring and keep precedence over their conpetitors.

Summari zi ng the necessary steps for inproving quality in the banking
sector one can refer sonme of the follow ng:

The Board of Directors should adopt visions, set targets and
design strategies that are quality oriented

the technological infrastructure of the bank should be fully
exploited and should be integrated into the strategic planning

instruments for the measurenment of custoner satisfaction should be
devel oped

cooperation with custoners should be constant

i mprovenent of human resource managenent shoul d be continuous

all levels of operation should be constantly sel f-assessed

of great advantage is the participation in international quality
contests. Advertisenent, restructuring and self-assessnent can be
reported anong the advant ages.
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Appendi x A: Figures
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Figure A-1. The original EFQM nodel wth weights per category.
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Figure A-2. A Mddel for the control of how services are delivered
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Figure A-3. An exanple of one-way ANOM chart

Appendi x B: Tabl es

Table B-1: The trend of each bank per question. Arrows indicate
position relative to the Grand Mean. Double arrows indicate position
outsi de confidence intervals. Mnus signs indicate absolute equality
with the Grand Mean

Criteria Bank- A | Bank- B | Bank- C | Bank- D | Bank- E
Question 1 A v v A v
. Question 2 - v v A v
Leader shi p Question 3 - A v A v
Question 4 - A v A -
. Question 5 - - v A v
SSIraar:neigr:gC Quest | on 6 A A vv A v
Question 7 A A \AJ A v
Human Quest | on 8 A v \A4 AA v
r esour ces QJest!onQ A v v v v
Question 10 v - A AA v
. Question 11 A A v A v
Zai teggLfE'eE Quest | on 12 A A vv AA v
Question 13 A AA \AJ A \AJ
Question 14 AA AA vv A v
Process Quest | on 15 A AA v AA v
management QJest!on 16 A AA v A \AJ
Question 17 A A v v v
Question 18 v A v A v
Question 19 A - v A v
Results to Quest | on 20 A A vv A v
cust oner s QJest!on 21 A A v A v
Question 22 A A \AJ AA v
Question 23 A A vy AA v
Results to | Question 24 v A v AA v
enpl oyees | Question 25 v A v AA v
Ressouclitest yt 0 Question 26 A v v v
Question 27 AA A \A4 A v
Rgfmiafo Quest | on 28 A A \A4 A v
busi ness Quest I on 29 A A vv A v
per f or mance Quest I on 30 A A v A v
Question 31 A A \AJ A v
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