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OZET

TOPLAM KALITE YONETIMININ BANKACILIK SEKTORUNDEKIi
MUSTERILER iCIN ARTAN ETKIiSI

Mohsin HUSSAIN

Bankacilik rekabeti artmaya devam ettikce, banka hesaplarini elinde tutan topluluk hizmet kalitesinin
artirtlmasi beklemektedir. Bu c¢alismanin temel amaci, Bankacilik sirketlerinin Toplam Kalite Y6netimini
kullanarak miisteri memnuniyetini artirmalarindaki etkiyi kontrol etmektir. S6z konusu anket online olarak
yayinland: ve veriler Pakistan'da bankacilik hizmetleri kullanan rastgele miisterilerden toplandi. Yanitlayan
kisi sayis1 200°diir. Sosyal Bilimler i¢in Istatitik Paketi (SPSS) ver.20.0 sirasiyla tanimlayici, regresyon,
normallik, korelasyon ve givenilirlik istatistiksel analizleri hesaplamak i¢in kullanilmistir. Kolmogorov-
Smirnov ve Shapiro-Wilk normallik testlerine gore, veriler normal bir sekilde dagitilmiyordu. Sonuglar,
Toplam Kalite Yonetiminin algilanan hizmet kalitesi {izerinde olumlu ve énemli bir etkiye sahip oldugunu
ortaya koymustur. Ayrica toplam kalite yonetimi ile miisteri memnuniyeti arasinda olumlu, gii¢lii ve dnemli
bir iligki vardir. Sonug olarak, incelenen kuramsal kavramsal ¢ergeve; toplam kalite yonetimi, algilanan hizmet
kalitesi ve tiiketici memnuniyeti gibi kalite faktorleri arasindaki onemli iligkiyi dogrulamis ve Onerilen
hipotezleri desteklemistir. Bankacilik sektorleri miisteri memnuniyetini artirmak i¢in yeni stratejik planlara
giristiklerinde bu temel faktorleri de dikkate almak isteyebilirler. Kalite hizmetlerin siirdiiriilmesinden ve

saglanmasindan sorumlu olan kisiler de bu yapilar ayrica karsilamalilardir.
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ABSTRACT

THE IMPACT OF TOTAL QUALITY MANAGEMENT IN INCREASING
CUSTOMER SATISFACTION FOR BANKING SECTORS

Mohsin HUSSAIN

As the banking competition continues to rise, the community holding bank accounts expect service
quality to increase. The main aim of this study was to check the impact of Total Quality Management in
increasing customer satisfaction by the banking companies. The questionnaire was published online and data
collected from random customers who were using the banking services in Pakistan. There were 200
respondents. The Statistical Package for Social Sciences (SPSS) ver.20.0 was used to calculate the descriptive,
regression, normality, correlation and reliability statistical analyses respectively. According to the
Kolmogorov-Smirnov and Shapiro-Wilk normality test, the data were not normally distributed. The results
revealed that Total Quality Management has a positive and significant influence on perceived service quality.
Where perceived service quality also exhibits a strong positive effect on customer satisfaction. Likewise, total
quality management has a strong positive, and significant relationship with customer satisfaction. Collectively,
the theoretical conceptual framework investigated confirmed the substantial relationship between quality
factors such as total quality management, perceived service quality & consumer satisfaction and supported the
proposed hypotheses. The banking sectors may wish to consider these key factors when engaging with new
strategical plans to improve customer satisfaction. Those who liable for maintaining and ensuring the quality

services should also meet these constructs.
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