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Abstract: The study determined the effect of TQM on employee producƟvity in UBA Plc, Benue state branches. The 
Specific objecƟves of this research include to determine the effect of top management commitment on employee 
producƟvity, to determine the effect of customer focus on achieving employee producƟvity in UBA plc, Benue state 
branches. DescripƟve Survey research design was deployed for the study. Primary data were sourced from 85 
respondents who consƟtuted the study populaƟon, and since populaƟon was small, census sampling method was 
used to collect data using research quesƟonnaire measured on 5point Likert-scale. The hypotheses were analysed 
using mulƟple regression analysis. All staƟsƟcal analyses were done with the   help of SPSS version 20.The study found 
that there is a posiƟve and significant effect of top management on employee producƟvity in UBA Plc, Benue state. 
However, there is a negaƟve but significant effect of customer focus on employee producƟvity in UBA Plc, Benue state. 
The study recommended amongst other things that top management should be more commiƩed to quality issues; 
prioriƟzing quality performance as a major objecƟve in their strategic decisions in order to build trust with employees 
and enhance quality improvement processes. This is because the acƟve formulaƟon of quality plan will necessitate a 
clear indicaƟon of what is going to be achieved concerning quality by employees. 
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1.0     INTRODUCTION 
1.1 Background to the Study 
Quality issues have become one of the most important factors in global compeƟƟon today. 
Increasing demand by customers for beƩer quality of service, efficiency, accuracy etc has 
encouraged many organizaƟons to provide quality services in order to compete favourably in the 
marketplace. To meet the challenge of this global compeƟƟon, many businesses have invested 
substanƟal resources in adapƟng and implemenƟng Total Quality Management (TQM) pracƟces 
in their operaƟons. Total quality management is an enhancement in the tradiƟonal way of doing 
business. For organizaƟons to saƟsfy their customers, their employees must be knowledgeable 
about total management pracƟces and its implementaƟon. Total quality management which is 
the independent variable can be pracƟced through top management commitment, teamwork, 
customer focus, conƟnuous improvement, etc while employee producƟvity which is the 
dependent variable can be achieved through quality of service, volume of sales per employee, 
accuracy, efficiency etc. 
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 Total Quality Management is a method by which management and employees can become 
involved in the conƟnuous improvements of their products and services while employee 
producƟvity simply refers to the ways by which the performance of employees can be measured. 
To ensure realisƟc producƟvity, organizaƟons must ensure that employees are knowledgeable 
about TQM tools, pracƟces etc. Carter (2014), asserts that TQM is a prevenƟve, proacƟve 
approach to doing business and as such it reflects strategic leadership, common sense, data-
driven approaches to problem solving and decision making, employee involvement and sound 
management pracƟce. It has a strong focus on process measurement and controls as means of 
conƟnuous improvement. It is indeed a quality iniƟaƟve. Total quality management can be 
defined as a holisƟc management philosophy that strives for conƟnuous improvement in all 
funcƟons of an organizaƟon and it can be achieved only if the total quality concept is uƟlized from 
the acquisiƟon of resources to customer service aŌer the sale. TQM pracƟces have been 
documented extensively in many studies as well as in the studies that have invesƟgated the 
relaƟonship of TQM pracƟces to various dependent variables (Hale, 2014). Ooi (2014), opined 
that TQM is a business philosophy, orientaƟon or pracƟce that embodies that belief that the 
management process must focus on the idea of customer-given quality through an organizaƟon. 

In Africa, Nigeria, to be precise, Brown (2012), thought that TQM is a kind of management 
philosophy looking for the quality efficacy of all business processes, product and service in the 
organizaƟon and constant improvement. The goal therefore, was to use the parƟcipaƟon of 
managerial level, employees, suppliers and customers to reach the conƟnuous improvement in 
order to maintain high-quality products and manufacturing process and further accomplish the 
management philosophy of saƟsfying or even surprising the customers. It is a management 
approach for an organizaƟon, centered on quality, based on the parƟcipaƟon of all its members 
and aimed at long-term success through customer saƟsfacƟon and benefits to all members of the 
organizaƟon and to the society. It involves making constant effort to idenƟfy what the customer 
wants from Ɵme to Ɵme and determining how to cater for them based on the recogniƟon of the 
fact that customers’ needs, desires and wants normally change over Ɵme, in relaƟon to changes 
which may occur in the key aspects of the environment such as social, poliƟcal, economic and 
technological changes (Esaki, 2016). Total quality management involves an organizaƟonal cultural 
commitment to saƟsfying customers through the use of an integrated system of tools, techniques 
and training. It is geared towards increasing the producƟon of beƩer products and services at 
progressively more compeƟƟve prices (Lagrosen, 2013).  

Banking in Nigeria took a new dimension aŌer the pronouncement of the former governor of the 
Central Bank of Nigeria professor Charles Soludo for the need to improve the banking industry in 
Nigeria thereby compeƟng with other foreign banks (Tim, 2013). Many banks like United Bank for 
Africa Plc which is the researchers’ case study adopted quality policy in order to provide high 
financial services of internaƟonal standard. And this can be achieved through adopƟon and 
implementaƟon of total management policies. It is against the above background that this study 
is put in place to invesƟgate the effect of total quality management on employee producƟvity 
using United Bank for Africa, Plc as a study. 
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1.2  Statement of the Problem 
From the background and empirical review sections .It is clear from the existing literature that 
there is no study of this nature in the focus area of this study. The researcher from personal 
observation over time in United Bank for Africa (UBA) observed that there is improved 
investment in modern technological tools, employees training, and customer complaint avenues 
and so on. It is expected that the above claims will complement the productivity of the employees 
of UBA but it seems to be in the opposite direction as the employees productivity seems to be 
low in the areas of job completion, customers response time, attitude towards customers, service 
waiting time both at the automated teller machine (ATM), mobile transaction and physical 
interaction with the customers. This can also be observed from the banks financial statement of 
the past five (5) years. It is from the observation that the researcher was motivated to carry out 
a study of United Bank for Africa Plc Makurdi branches in order to bridge the gap. 
1.3 Objectives of the Study 
The main objecƟve of this study is to determine the effect of TQM on employee producƟvity in 
UBA Plc, Benue state branches. The specific objecƟves of the study are to: 

i. determine the effect of top management commitment on employee productivity in UBA 
Plc, Benue state branch; 

ii. determine the effect of customer focus on achieving employee productivity in UBA Plc, 
Benue state branch. 

In pursuance of the stated objecƟves, the study is divided in to five major components. Having 
addressed the first part of the components, component two focuses on review of related 
literature covering the theoreƟcal, concepts of TQM and employee producƟvity of UBA PLC. The 
third component is on methodology employed in carrying out the study. Component four is on 
analysis of data collected and the component five provides the conclusion and recommendaƟons 
accordingly. The results and recommendaƟons of the study would contribute towards the 
unveiling of the contribuƟons of total quality management towards employee producƟvity of 
united bank for Africa in Benue State.  

2.0 LITERATURE REVIEW 

2.1 TheoreƟcal Framework 

2.1.1 Joseph Juran’s Theory  
Joseph Juran’s work on quality control came to prominence when his first book, Quality Control 
Hand Book was published in 1951.His lectures emphasized that quality control should be 
conducted as an integral part of management control. For instance, Juran a product-quality-
trilogy of quality planning, quality controlling and quality improvement and shows how they 
operate; like financial planning, financial control and profit managers (Juran,1986). Juran was a 
pioneer in the study of quality control and his management theory also affected the quality 
control in engineering. His book, “Quality Control Handbook,” as aforemenƟoned, is classic, 
extrapolaƟng all vistas in the field of quality control and management. Juran's quality theory, like 
Edward Deming’s, also impacted the Japanese economy aŌer WWII. Like Deming, he went to 
Japan aŌer the war to help with re-building the economy. Juran's theory of quality management 
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is part of other quality management theories such as Six Sigma and lean manufacturing (Pinho, 
2008). 

The key steps in Juran's theory on quality are Quality planning, quality control and quality 
improvement. To implement a company-wide quality management process, you have to idenƟfy 
your customers, find out their needs and work to meet those needs. You create measures of 
quality and organize to meet those measures consistently. And you need to create processes that 
work in real-life condiƟons. Juran's theory on quality postulates that top-level management must 
be sincere in its efforts to commit to quality or else all efforts as such would not work. His 
philosophy is based on the belief that quality must be planned. He sets out his current thought 
on quality planning in nine steps which includes IdenƟfy who the customers are, determine the 
customers’ needs, translate those needs into terms that will be understood by business, develop 
a product that can respond to the customer’s needs, opƟmize the products features to meet the 
needs of the business as well as customers’ needs, develop a process that is able to manufacture 
the product, OpƟmize the process, prove the process under operaƟng condiƟon, determine to 
transfer the process to operate like Deming. 

The Joseph Juran management theory is important to all businesses in the compeƟƟve, 
mulƟnaƟonal climate of today's commerce. Learning his theory and applying it to business 
operaƟons will aid in the global market compeƟƟon. The implicaƟons of Joseph Juran are thus 
far-reaching and globally circulated. India and Japan are just two countries that have used the 
theories of Juran to re-create and build their economies. The researcher adopted Juran’s 
Management Theory for the study because of its applicability to the study. According to the 
researcher, Juran’s Management Theory is applicable in this study because learning his theory 
and applying it to business operaƟons will aid in the global compeƟƟon. He also emphasized that 
quality control should be conducted as an integral part of management control. His key steps and 
nine steps on how to achieve quality emphasizes on most of the researcher’s objecƟves which 
are top management commitment, customer focus, conƟnuous improvement and teamwork. 

2.2 Conceptual Framework 

2.2.1 The Concept of Total Quality Management (TQM) 
Describing the history of Total Quality Management aŌer several consultaƟons of many books by 
different authors, the term emerged from the 1980s. Formerly, it was just Quality Management 
(QM), but now several firms both small and large have considered their quality management as 
over-all because of the conƟnuous improvement of such firms. Total quality management (TQM) 
is a business philosophy that embodies the belief that management process must focus on 
integraƟng the idea of customer-driven quality through an organizaƟon (Aluko et al, 2010).TQM 
involves everyone at all levels in the organizaƟon and has an impact on every acƟvity. TQM means 
that the organizaƟons culture is defined by and supports the constant aƩainment of customer 
saƟsfacƟon through an integrated system of tools, techniques and training. This involves the 
conƟnuous improvement of organizaƟonal process, resulƟng in high quality products and 
services. 
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TQM  is  a management  philosophy  which emphasizes  a  number  of concepts  such  as  customer  
focus,  conƟnuous  improvement,  defect  prevenƟon,  and recogniƟon that quality responsibility 
is shared by all the organizaƟon’s members (Stevenson, 2011). TQM is regarded as an integraƟon 
of various processes characterizing the behavioral dynamics of an organizaƟon. TQM has been 
viewed as the quest for progress and conƟnual improvement in the areas of cost, reliability, 
quality, innovaƟve efficiency and business effecƟveness. However, TQM may also be viewed 
funcƟonally as an integraƟon of two basic funcƟons: total quality control and quality 
management. Customer saƟsfacƟon, employee saƟsfacƟon, product or service quality assurance 
in all its stages, and conƟnuous improvement and innovaƟon, are the main ingredients of total 
quality control. Whereas quality management is a way of planning, organizing and direcƟng, that 
will facilitate and integrate the capabiliƟes of all employees for conƟnuous improvement of 
services and products in an organizaƟon to aƩain quality. Thus, TQM is a philosophy which brings 
all members of an organizaƟon together to ensure product and service quality, improve 
organizaƟonal environment and aƩain customers’ needs. 

The evoluƟon of quality towards TQM is the outcome of four major eras of development as 
outlined by Garvin (2016). He illustrates the evoluƟonary process where quality has moved from 
an iniƟal stage of inspecƟng, sorƟng and correcƟng standards to an era of developing quality 
manuals and controlling process performance. The third stage was to develop systems for third 
party cerƟficaƟon, more comprehensive manuals including areas of organizaƟon other than 
producƟon, and the use of standard techniques such as SQC. The present and fourth era is 
primarily strategic in nature and is based on conƟnuous improvement as the driving force. Dale 
et al. (2017) argued that TQM is the evoluƟon of quality management which aŌer twenty years 
of simple inspecƟon acƟviƟes has been replaced or supplemented by quality control, quality 
assurance has been developed and refined and the most progressive companies are now working 
towards TQM.  

2.2.2 Dimensions of Total Quality Management 
Top management commitment and customer focus are adopted as dimensions of total quality 
management. 

i. Top Management Commitment: 
Total quality is a management led process. As a result, success in its implementaƟon depends on 
the demonstraƟon of the top management’s commitment in any organizaƟon. According to Ross 
(2012), the commitment and involvement of management need to be demonstrated and visible. 
The commitment required from management to a Quality Management System is absolute if it is 
to succeed. If management is not absolute then the system will fail. Management must 
demonstrate their commitment in acƟons and words. Employees will soon see through new facts 
that do not have real management support. According to Wilkinson et al 1998 as cited by Magd 
(2014) lack of commitment from any parƟcular group within the organizaƟon can be a serious 
barrier in the management of quality. This is even more so for top management as TQM must be 
from top to down and not the other way. Dahlgaared et a l(1998) as cited by Sun(2015)believes 
that a vital task for any management is to outline goals, quality policies and quality plans. 
According to them, the acƟve formulaƟon of quality plan will necessitate a clear indicaƟon of 
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what is going to be achieved concerning quality. The quality policies as they observe will outline 
detailed guidelines of how employees are to achieve the organizaƟons goals.  
 
ii. Customer Focus 

Several studies have reported a strong link between the delivery of high-quality goods and 
services and profitability through customer saƟsfacƟon (Sila & Ebrahimpour, 2005). Soltani 
defined Customer saƟsfacƟon as the degree to which a firm’s customers conƟnually perceives 
that their needs are being met by the firm’s products and services (Soltani, 2015). An organizaƟon 
must idenƟfy customer relaƟonship to Measure customer needs and expectaƟons involve 
customers in quality improvement, determine customer saƟsfacƟon (Prajogo & Sohal, 2003). 
Many scholars menƟoned the importance of customer saƟsfacƟon, based Deming work as “The 
consumer is the most important part of the producƟon line, Quality should be aimed at the needs 
of the consumer, present and future” (Deming, 1986). As customer expectaƟons are dynamic, an 
organizaƟon needs to survey customer expectaƟons regularly and modify its operaƟons 
accordingly (Ahire et al, 2011). Therefore, since customers’ expectaƟons vary, the management 
of UBA Makurdi branch in parƟcular should survey customers’ expectaƟons consistently in order 
to deliver the needed services required by customers. 

2.2.6   Concept of Employees Productivity 
ProducƟvity is an overall measure of the efficiency or ability to convert the inputs into goods or 
services. More specifically, producƟvity is the measure that shows how efficiently the required 
resources are uƟlized to achieve the objecƟves in terms of quanƟty and quality with reference to 
a point of Ɵme. ProducƟvity may also be defined as an index that measures output (goods and 
services) relaƟve to the input (labor, materials, energy, etc., used to give the finished goods or 
services). The producƟvity is the raƟo of output to input. ProducƟvity is a useful measure of actual 
output produced compared to the input of resources, measured across Ɵme or against common 
enƟƟes Therefore, a producƟvity raƟo expresses how efficiently resources of an organizaƟon are 
uƟlized to give output. ProducƟvity and efficiency are the two concepts oŌen confusing. Efficiency 
shows the Ɵme needed to perform a job to standard Ɵme. It can be said that the producƟvity is 
a measure of effecƟveness (doing the right thing efficiently), which is outcome-oriented or result 
oriented. 
2.3 Review of Related Empirical Studies 
The concept of Total Quality Management (TQM) has attracted widespread research across the 
globe. Many researchers and scholars have written papers, extensive theses, journals and 
textbooks to support the efficacy of TQM on employees’ productivity. 

Rateb et al (2019) studied the relaƟonship between TQM implementaƟon and employee 
performance from the perspecƟve of top managers within EmiraƟ airline companies in united 
Arab Emirate (UAE). The data was collected using quesƟonnaires that were distributed, employing 
the convenience sampling, to 144 employees from four EmiraƟ airline companies. The researcher 
reached that there is a posiƟve relaƟonship between TQM and the employee performance. The 
study recommends that holding more training courses, seminars and workshops on the 
importance of the TQM implementaƟons, pracƟces and tools will increase the performance of 
both employees and organizaƟon as a whole. AddiƟonally, the airline companies should seek the 
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path of TQM in reaching the quality award systems like the ISO cerƟficaƟon, which will play a 
huge role in increasing their market share. This study is considered one of the very few empirical 
studies that examine the effect of TQM and EP within EmiraƟ airline companies. This study has 
the same independent variable with the reviewed work but they were both carried out in 
different countries. 

Chukwu et al (2016) study invesƟgated the impact of total quality management on performance 
of Nigerian Brewery Plc and Nigerian BoƩling Company Plc, Enugu State, Nigeria. Most Nigerian 
organizaƟons perform abysmally because of non-implementaƟon of Total Quality Management. 
They are ignorant of the programme, which reduces defect rate, and cost. Total quality 
management streamlines efficient and cost-effecƟve system and process that reduces overhead 
and improve performance. It also emphasizes error prevenƟon in place of error correcƟon that 
increases cost. The data collected from the quesƟonnaire instrument were analyzed using 
percentage and mulƟple regressions. The research findings show that a significant and posiƟve 
relaƟon lie between the independent variable, error prevenƟon, quality improvement, cost 
reducƟon, fewer delays and the dependent variable organizaƟonal performance. This is 
consistent with the literature. We recommend that organizaƟons implemenƟng TQM should not 
pay lip service to error prevenƟon in order to avoid costs associated with error correcƟon. And 
also, that management must focus on integraƟng customer driven quality. The two studies have 
the same independent variable, same method of data collecƟon and carried out in the same 
country but differ in case studies. 

Mohd (2016) reviewed the effects of total quality management on the Employee performance in 
Malaysian manufacturing Industry. A total of 350 quesƟonnaires have been distributed to 10 
manufacturing companies in Malaysia and effecƟve sample of 294 usable completed surveys 
(84.0 percent usable response rate). Reliability tesƟng was conducted to test the quesƟonnaire 
before pilot test was done. StaƟsƟcal analysis and regression were used to predict and esƟmate 
the relaƟonship. The model was assessed using Analysis of Moment Structure (AMOS) based 
Structural EquaƟon Modeling (SEM). The findings showed that TQM pracƟces have a significant 
impact on employee performance. This study is related to the present because both have the 
same independent variable with similar methodology. The difference however is in the 
geographical area as the present study is in Benue state while the reviewed work is in Malaysia. 

Aimie (2016) analysed the Impact of Total Quality Management on Employee Performance with 
mediaƟng role of Process InnovaƟon in Malaysia. The main aim of the study was to analyse the 
relaƟonship between TQM pracƟces, process innovaƟon and employee performance. In the 
study, six criƟcal success factors of TQM were idenƟfied namely customer focus, leadership, 
training, teamwork, communicaƟon and top management. Based on thorough literature review, 
employee a performance was measured by two constructs which are job saƟsfacƟon and 
workplace environment. The study used methodology of quanƟtaƟve approach. The 
quesƟonnaires for this study were randomly distributed to 102 employees in the selected car 
manufacturer companies. The respondents were choosing from management team, supervisor, 
technician and other workers. Results of the study supported the proposed hypotheses that there 
was significant relaƟonship between TQM pracƟces, process innovaƟon and employee 
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performance. This study is related to the present because both have the same independent 
variable with similar respondents. The difference however is in that this study is carried out in the 
service industry while the reviewed work is in the manufacturing industry. 

FaƟmah (2016) invesƟgated the effects of Total Quality Management (TQM) on employee 
performance of PT Pertamina Refinery Unit IIIPlaju Palembang; Indonesia. The data was collected 
using interview and quesƟonnaire. Total Quality Management and DescripƟve analysis were used 
to analyze employee’s Performance using a sample of 286 respondents and all respondents were 
employees of Pertamina Refinery Unit III Plaju. Based on the results it can be concluded that the 
Total Quality Management which consists of behavior, competence and discipline has a significant 
influence either jointly or parƟally on the performance of employees of PT Pertamina Refinery 
Unit III Plaju.The result showed that the implementaƟon of TQM have a posiƟve effect on 
employee’s Performance. This study focused basically on employee producƟvity in the banking 
sector and the scope was Makurdi local government of Benue state while the reviewed work 
focused on employee performance of   PT Pertamina Refinery Unit III Plaju Palembang, Indonesia. 
They both have the same independent variable. 

FaƟmah and MoelyaƟ (2016) carried out this study to invesƟgate the impact of Total Quality 
Management PracƟce on employees’ saƟsfacƟon and performance of mass media employees. 
Using 155 respondents as sample that has been chosen using proporƟonate simple random 
sampling, a survey method was employed to obtain informaƟon required to conduct the study. 
In the end, the informaƟon obtained through survey was analyzed using structural equaƟon 
modeling. The results revealed that Total Quality Management has a posiƟve and significant 
impact on employees’ performance, the employees’ saƟsfacƟon has a posiƟve and significant 
impact on employees’ performance. The study concluded that when one is saƟsfied with their 
job, one also has a good work performance and, an outstanding performance is also caused by a 
well-pracƟce of Total Quality Management. This study is related to the reviewed work because 
both have the same independent variable. The difference however is in that they differ in data 
analyses technique. 

3.0      METHODOLOGY  
This research adopts a descripƟve survey research design. The area of the study includes all UBA 
Bank Branches in Makurdi metropolis, Benue State. UBA bank is used due to its full adopƟon of 
Total Quality Management. The populaƟon of the study comprises of the 85 staff of UBA Bank 
branches in Makurdi metropolis, Benue State.  This study adopted a census technique to gather 
informaƟon from the enƟre populaƟon since the target populaƟon is small enough. Therefore, 
the sample size for the study is 85 staff of UBA Plc from the selected branches. The study adopted 
a closed ended structured quesƟonnaire measured on five (5) Likert Scale from strongly disagree 
to strongly agree. Content validity and Face validity was used to determine the validity of the 
instrument. On the other hand, to achieve the instrument reliability, the use of test- retest 
method is used to measure bank branches in Makurdi metropolis, Benue State with the 
expectaƟon of having consistency results in the actual study. In doing this, 30 copies of the 
quesƟonnaires were administered accidentally to respondents in bank branches in Makurdi 
metropolis, Benue State. Consequently, Cronbach’s alpha was used to determine the average 
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reliability stood at 0.714. For the purpose of this study, both primary and secondary sources of 
data were used.  

The model specificaƟon for this study establishes the relaƟonship between the dependent and 
the independent variables of the study. In order to examine the effect of Total Quality 
Management on Employees ProducƟvity, a mulƟple regression model is used and is stated 
implicitly as; 

EP = f (TQM)                                                                                                          (1) 

Where: 

EP is Employee ProducƟvity  

 TQM is Total Quality Management 

Total Quality Management can be decomposed as shown in the following; 

 EP = f (TMC, CF)                                                                                   (2) 

Where, 

TMC = Top Management Commitment 

CF = Customer Focus 

In explicit form, the model is restated as; 

EP = β0 + β1 TMC + β2CF +et                                                                    (3) 

Where, 

β0 = the intercept (constant) 

β1 – β2 = Regression Coefficients 

This study adopted a descripƟve staƟsƟcal technique to analyse the data that was collected. 
Frequency tables were used to interpret the nominal data while the results of the hypotheses 
were obtained using mulƟple regression analysis. Data analyses were done using the StaƟsƟcal 
Package for Social Sciences (SPSS) to enhance the robustness of the result. 

4.0    RESULTS AND DISCUSSION 
This chapter presents the analysis of data collected for the purpose of this study in a meaningful 
manner. The data is analysed and interpreted in order to make it more understandable using 
appropriate tools which comprise of cross tabulaƟons and use of simple percentages. The analysis 
and interpretaƟon are expected to provide answers to the research quesƟons and the hypotheses 
formulated. The findings of the study are then discussed accordingly. 

4.1 Data PresentaƟon and Analysis 
A total of eighty-five (85) quesƟonnaires were distributed to the sampled populaƟon and were 
duly completed and returned for the purpose of the study. The analyses presented are based on 
the responses obtained from the eighty-five quesƟonnaires duly completed and returned. 
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4.1.1 Demographic CharacterisƟcs of Respondents 
Table 4.1 present demographic characterisƟcs of respondents cuƫng across work experience and 
educaƟonal qualificaƟon. 

Table 4.1: Demographic CharacterisƟcs of Respondents 

AƩributes Frequency Percentage (%) 

Work Experience (years)   

1-5 15 17.6 

6-10 25 29.4 

11-15 37 43.5 

16-20 8 9.4 

Total 85 100 

Highest EducaƟonal Level   

B.Sc./HND 65 76.5 

Masters 20 23.5 

Total 85 100 

Source: Field Survey, 2021. 

The results presented in Table 4.1 shows that respondents that have worked with UBA Plc 
between 1-5 years were 17.6 percent, 29.4 percent have worked from 6-10 years, 43.5 percent 
have worked from 11-15 years, and 9.4 percent have worked from 16-20 years. Finally, the Table 
shows that 76.5 percent were B.Sc/HND holders, and 23.5 percent were Master’s degree holders. 
This indicates that the respondents were educated, knowledgeable and experienced about their 
working environment and fit to parƟcipate in the study. 

4.1.2 Frequency DistribuƟon of Responses  

Table 4.2: Top Management Commitment (TMC) in UBA Plc 

Variables SD (%) D (%) U (%) A (%) SA (%) 

In your organizaƟon, ‘Quality 
issues; are reviewed in the Top 
management meeƟngs. 

- - 4.7 34.1 61.2 

Top management views quality 
performance as a major objecƟve. 

- - - 25.9 74.1 
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Strategic decisions are affected by 
top management. 

- - 9.4 35.3 55.3 

Major department heads 
parƟcipate in the quality 
improvement process. 

- - - 37.6 62.4 

TMC builds trust with employees. - - 4.7 20.0 75.3 

Commitment must be 
demonstrated in acƟon and words. - - - 20.0 80.0 

The commitment required from 
management to a quality 
management system is absolute if 
it is to succeed. 

- - - 49.4 50.6 

If management is not absolute 
then the system will fail. 

- - 4.7 23.5 71.8 

Top management maintains the 
leadership responsibility for the 
quality management systems with 
involvement of all organizaƟonal 
staff. 

- - - 57.6 42.4 

Top management allocates 
resources towards quality 
improvement. 

- - - 25.9 74.1 

Source: Field Survey, 2021 

Analysis in Table 4.2 shows that 34.1 percent of the respondents agree and 61.2 percent strongly 
agreed that quality issues are reviewed in the top management meeƟngs while 4.7 percent were 
undecided. The Table also shows that 25.9 percent agreed and 74.1 percent strongly agreed that 
top management views quality performance as a major objecƟve. Similarly, Table 4.2 reveals that 
35.3 percent agreed and 55.3 percent strongly agreed that strategic decisions are affected by top 
management, while 9.4 percent were undecided in their response. In the same vein, Table 4.2 
shows that 37.6 percent agreed and 62.4 percent strongly agreed that major department heads 
parƟcipate in the quality improvement process. Again, Table 4.2 shows that 20.0 percent and 75.3 
percent of the respondents agreed and strongly agreed respecƟvely that TMC builds trust with 
employees while 4.7 percent were undecided. Analysis in Table 4.2 shows that 20percent of the 
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respondents agree and 80 percent strongly agreed that commitment must be demonstrated in 
acƟon and words. 

The Table also shows that 49.4 percent agreed and 50.6 percent strongly agreed that the 
commitment required from management to a quality management system is absolute if it is to 
succeed. Similarly, Table 4.2   reveals that 23.5 percent agreed and 71.8 percent strongly agreed 
that if management is not absolute then the system will fail, while 4.7 percent disagreed. In the 
same vein, Table 4.2 shows that 57.6 percent agreed and 42.4 percent strongly agreed that top 
management maintains the leadership responsibility for the quality management systems with 
involvement of all organizaƟonal staff. Finally, Table 4.2 shows that 25.9 percent and 74.1 percent 
of the respondents agreed and strongly agreed respecƟvely that top management allocates 
resources towards quality improvement. 

Table 4.3: Responses on Customer Focus in UBA Plc 

Variables SD (%) D (%) U (%) A (%) SA (%) 

Your organizaƟon idenƟfies 
customer relaƟonship to measure 
customer needs and expectaƟons. 

- 6 4.7 41.2 54.1 

Your employees are aware about 
your customers. 

- - 4.7 49.4 45.9 

Customers are the most important 
part of the service delivery. 

- - 4.7 43.5 51.8 

Customer’s expectaƟons are 
surveyed regularly. 

- 4.7 15.3 35.3 44.7 

Customer’s saƟsfacƟon increases 
when their expectaƟons are met. 

- - - 24.7 75.3 

The success of an organizaƟon 
depends on how well the 
organizaƟon understands its 
customer and meets their needs. 

- 6 - 25.9 74.1 

Customer focus keeps the business 
aware of the changes taking place 
in its environment. 

- - - 52.9 47.1 
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It provides the knowledge needed 
to adapt a product. 

- - 15.3 28.2 56.5 

Your organizaƟon relies on their 
customers so they must 
understand current and future 
needs. 

- - 4.7 44.7 50.6 

Your organizaƟon works towards 
exceeding their customer’s 
expectaƟons. 

- - 4.7 35.3 60.0 

Source: Field Survey, 2021 

Analysis in Table 4.3 shows that 41.2 percent of the respondents agree and 54.1 percent strongly 
agreed that UBA Plc idenƟfies customer relaƟonship to measure customer needs and 
expectaƟons, while 4.7 percent were undecided. The Table also shows that 49.4 percent agreed 
and 45.9 percent strongly agreed that UBA Plc employees are aware about their customers, while 
4.7 percent were undecided. Similarly, Table 4.3reveals that 43.5 percent agreed and 51.8 percent 
strongly agreed that customers are the most important part of the service delivery, while 4.7 
percent disagreed. In the same vein, Table 4.3shows that 35.3 percent agreed and 44.7 percent 
strongly agreed that customer’s expectaƟons are surveyed regularly. 4.7 percent disagreed while 
15.3 percent were undecided. 

Also, Table 4.3 shows that 24.7 percent and 75.3 percent of the respondents agreed and strongly 
agreed respecƟvely that customer’s saƟsfacƟon increases when their expectaƟons are met. 
Analysis in Table 4.3 shows that 25.9 percent of the respondents agree and 74.1 percent strongly 
agreed that the success of an organizaƟon depends on how well the organizaƟon understands its 
customer and meets their needs. The Table also shows that 52.9 percent agreed and 47.1 percent 
strongly agreed that customer focus keeps the business aware of the changes taking place in its 
environment. Similarly, Table 4.3reveals that 28.2 percent agreed and 56.5 percent strongly 
agreed that it provides the knowledge needed to adapt a product, while 15.3 percent disagreed. 
In the same vein, Table 4.3shows that 44.7 percent agreed and 50.6 percent strongly agreed that 
UBA Plc relies on their customers so they must understand current and future needs while 4.7 
percent were undecided. Finally, Table 4.3shows that 35.3 percent and 60 percent of the 
respondents agreed and strongly agreed respecƟvely that UBA Plc works towards exceeding their 
customer’s expectaƟons, while 4.7 percent were undecided. 

4.2.3 Employees ProducƟvity in UBA Plc 
In order to assess respondents’ views on employees’ producƟvity in UBA Plc, respondents were 
presented with sets of quesƟons and the responses are presented in table 4.6. 

Table 4.6: Responses on Employees ProducƟvity in UBA Plc 
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Variables SD (%) D (%) U (%) A (%) SA (%) 

Good quality service makes 
customers use the bank services 
again. 

- 6 14.1 15.3 70.6 

Quality of service brings about 
customer loyalty. 

- - - 30.6 70.6 

ImplementaƟon of quality service 
brings about compeƟƟve 
advantage. 

- - 4.7 25.9 69.4 

Lack of interest and involvement 
leads to low or mediocre 
producƟvity. 

- - 10.6 49.4 40.0 

Profit can be used as an effecƟve 
tool for measuring employee’s 
producƟvity. 

- - 4.7 34.1 61.2 

Employees need training to be 
accurate in service delivery. 

-  4.7 35.3 60.0 

To be efficient is to do things right. - - - 29.4 70.6 

OrganizaƟonal goals and objecƟves 
are met when employees are 
producƟve.  

- - - 29.4 70.6 

OrganizaƟonal goals and objecƟves 
must be met at a minimum cost. 

- 11.8 - 62.4 25.9 

Profit is measured by watching 
boƩom-line and high level 
funcƟons. 

- - 16.5 14.1 69.4 

Source: Field Survey, 2021 
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Analysis in Table 4.6shows that 15.3 percent of the respondents agree and 70.6 percent strongly 
agreed that good quality service makes customers use the bank services again, while 14.1 were 
undecided. The Table also shows that 30.6 percent agreed and 70.6 percent strongly agreed that 
quality of service brings about customer loyalty. Similarly, Table 4.6 reveals that 25.9 percent 
agreed and 69.4 percent strongly agreed that implementaƟon of quality service brings about 
compeƟƟve advantage, while 4.7 were undecided. 

In the same vein, Table 4.6 shows that 49.4 percent agreed and 40 percent strongly agreed that 
lack of interest and involvement leads to low or mediocre producƟvity, while 10.6 percent were 
undecided. Again, Table 4.6 shows that 34.1 percent and 61.2 percent of the respondents agreed 
and strongly agreed respecƟvely that profit can be used as an effecƟve tool for measuring 
employee’s producƟvity, while 4.7 were undecided. Analysis in Table 4.6 shows that 35.3 percent 
of the respondents agree and 60 percent strongly agreed that employees need training to be 
accurate in service delivery, while 4.7 percent were undecided. 

The Table also shows that 29.4 percent agreed and 70.6 percent strongly agreed that to be 
efficient is to do things right. Similarly, Table 4.6 reveals that 29.4 percent agreed and 70.6 percent 
strongly agreed that organizaƟonal goals and objecƟves are met when employees are producƟve. 
In the same vein, Table 4.6 shows that 62.4 percent agreed and 25.9 percent strongly agreed that 
organizaƟonal goals and objecƟves must be met at a minimum cost while 11.8 percent disagreed 
in their responses. Finally, Table 4.6 shows that 14.1 percent and 69.4 percent of the respondents 
agreed and strongly agreed respecƟvely that profit is measured by watching boƩom-line and high 
level funcƟons, while 16.5 percent were undecided. 

Table 4.7: Model Summary 

Model R Adjusted R2 Std. Error of the EsƟmate 

1 0.890a 0.782 0.786 

a. Predictors: (Constant), Top Management Commitment, Customer Focus 
Source: SPSS Result, 2021 
Table 4.7 presents the model summary result between Employee ProducƟvity (EP), Top 
Management Commitment (TMC) and Customer Focus (CF). From the model summary result, the 
R2 which is the coefficient of determinaƟon shows the percentage of the total variaƟon of the 
dependent variable (Employee ProducƟvity) that can be explained by the independent or 
explanatory variables (Top Management Commitment and Customer Focus). Thus, the R2value of 
0.791 indicates that 80%of the variaƟon in the Employee ProducƟvity in UBA Plc can be explained 
by a variaƟon in the independent variables (Top Management Commitment and Customer Focus); 
while the remaining (20%) could be accounted by other variables not included in this model. 
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Table 4.8: ANOVA Result 

Model Sum of 
Squares 

Df Mean 
Square 

F Sig. 

1 Regression 1027.721 4 256.930 80.586 .000b 

Residual 271.002 85 3.188   

Total 1298.722 89    

a. Dependent Variable: Employee ProducƟvity 

b. Predictors: (Constant), Top Management Commitment, Customer Focus 
Source: SPSS Result, 2021 

Table 4.8 which is the ANOVA result reveals that the F-staƟsƟcs was found to be very high (F (4,85) 
= 80.586, P = 0.000) indicaƟng fitness of the research model at 0.05 significant level. 
Table 5: Regression Coefficients 

Unstandardized Coefficients  Standardized Coefficients 

 B Std. error Beta t Sig 

(Constant) 8.958 2.390  3.748 .000 

Top management commitment .305 .095 .273 3.206 .002 

Customer focus -497 .097 -498 -5.152 .000 

Dependent Variable: Employee producƟvity 
Source: Field Survey, 2021. 
With regards to the contribuƟon of the independent variables as presented in Table 4.9, Top 
Management Commitment (TMC) with standardized coefficient value of 0.273 = 27.3%, suggests 
that as the independent variable (TMC) increases by 1%, they will be a significant increase in the 
dependent variable (EP) by 27.3%. The coefficient value (0.273) signifies how much the mean of 
the dependent variable (EP) changes given a one-unit shiŌ in the independent variable (TMC) 
while holding other variables in the model constant. 

On the other hand, with regards to the contribuƟon of the independent variables as presented in 
Table 4.9, customer focus with standardized coefficient value of -0.497 = 49.7%, suggests that as 
the independent variable (CF) increases by 1%, they will be a significant decrease in the 
dependent variable (EP) by 49.7%. The coefficient value (-0.497) signifies how much the mean of 
the dependent variable (EP) changes given a one-unit shiŌ in the independent variable (CF) while 
holding other variables in the model constant 

4.3 Test of Hypotheses 
The result on the test of hypothesis can be obtained from table 4.9 the analysis is as follows: 
H01: Top management commitment has no significant effect on employee producƟvity in UBA Plc, 
Benue state branch. Result from the regression analysis reveals that Top Management 
Commitment (TMC) with t-value of 3.206, and p-value = 0.002 have a posiƟve significant 
contribuƟon to explaining the dependent variable (employee’s producƟvity). From the results, 



InternaƟonal Journal of Management Sciences 

arcnjournals@gmail.com                                                       Page | 233  
 

Top Management Commitment (TMC) significantly has effect on employees’ producƟvity. Thus, 
the null hypothesis which states that Top Management Commitment (TMC) has no significant 
influence on employee producƟvity in UBA Plc, Benue State branch is rejected at 0.05 significant 
levels. 
H02: Customer focus has no significant effect on employee producƟvity in UBA Plc, Benue state 
branch. On the other hand, with regards to the contribuƟon of the independent variables as 
presented in Table 11, customer focus with t-value of -5.152, and p-value = 0.000 have a negaƟve 
significant contribuƟon to explaining the dependent variable (employees’ producƟvity). This 
implies that customer focus has a negaƟve effect on employees’ producƟvity. Thus, the null 
hypothesis which states that customer focus has no significant effect on employee producƟvity in 
UBA Plc,   Benue state branch is rejected at 0.05 significant levels. 

4.4 Discussion of Findings 

With regards to the contribuƟon variables as presented in Table 9, the findings reveals that there 
is a posiƟve and significant effect of top management commitment on employee producƟvity in 
UBA Plc, Benue State. This implies that any significant increase in the way top management 
commits to quality issues; quality performance as a major objecƟve, strategic decisions affecƟng 
top management, quality improvement processes, builds trust with employees and demonstrate 
commitment in acƟon and words will significantly increase the producƟvity of employees by more 
than 27 percent. In a similar study, Igili (2008) concludes that a vital task for any management is 
to outline goals, quality policies and quality plans. According to them, the acƟve formulaƟon of 
quality plan will necessitate a clear indicaƟon of what is going to be achieved concerning quality. 
The quality policies as they observe will outline detailed guidelines of how employees are to 
achieve the organizaƟons goals. This means that top management strategic influence and 
conƟnuous improvement are essenƟal for survival and it is the wheel of the organizaƟon’s vehicle. 

 
However, there exists a negaƟve but significant effect of customer focus on employee producƟvity 
in UBA Plc, Benue State. This further implies that the more UBA Plc focuses on customers’ needs 
and expectaƟons and places more focus and emphasis than the need and expectaƟon of 
employees by undertaking regular surveys and meeƟng customers’ expectaƟons above others 
stakeholders especially employees will negaƟvely affect the producƟvity of employees by almost 
50 percent. This finding is synonymous to that of Amaniampong and Salakpi (2014), who 
invesƟgated on the link between TQM and the levels of internal and external customer focused 
in project management pracƟces among construcƟon firms in Ghana and found that there was 
no impact of TQM on customer focus among the companies. It was rather recommended that 
construcƟon companies should equip their project management team to understand and use 
knowledge and skills from at least five areas of project management body of knowledge.  
 
5.0 CONCLUSION AND RECOMMENDATIONS  
5.2 Conclusion 
Considering the findings of this study, this study concluded that top management commitment 
significantly affects employee producƟvity. Similarly, there is a posiƟve significant effect of 
conƟnuous improvement on employee producƟvity. In the same vein, there is a posiƟve and 
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significant effect of teamwork on employee producƟvity. However, there is a negaƟve effect of 
customer focus on employee producƟvity. 

5.3 RecommendaƟons 
i. Top management should be more committed to quality issues; prioritizing quality 

performance as a major objective in their strategic decisions in order to build trust with 
employees and enhance quality improvement processes. This is because the active 
formulation of quality plan will necessitate a clear indication of what is going to be 
achieved concerning quality by employees. 

ii. Implementing Total Quality Management (TQM) should involve everyone at all levels in 
the organization since TQM impact on every activity. This means that TQM process should 
become a culture that supports the constant attainment of continuous improvement of 
organizational process, resulting in high quality products and services. 
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