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Abstract

Total Quality Management (TOM) has become integral for enhancing performance
and competitiveness amid constant industry changes and heightened competition.
TOM principles have been adopted in manufacturing and service sectors such as
banking. This study investigates TOM implementation in private banks, focusing on
the mediating role of top management commitment (TMC), with employee empower-
ment (EE) and teamwork (TW) identified as critical, independent factors. By applying
a convenient sampling approach, a structured questionnaire was distributed to 203
bank executives across different hierarchical levels in selected private banks. The
PLS-SEM was utilized for data analysis. Analysis involved descriptive statistics and
correlation regression to examine the relationship between variables. The findings
underscore the significance of TMC in successful TOM implementation, revealing its
direct impact on employee empowerment and teamwork, consequently influencing
TOM execution in the banking sector. Also, TMC partially mediates the relationships
among EE, TOM, TW, and TOM. The result provides a theoretical contribution to
developing a regionally and culturally adaptive TOM model.

Keywords: TQM, Top management commitment, Teamwork, Employee empowerment,
PLS-SEM, Mediation

1. Introduction

Organizations implement effective technological strategies to thrive in today's competitive
business environment, hire skilled employees, and appoint managers who can effectively
coordinate all aspects of modern trading conditions. This has resulted in a significant focus
on quality and customer satisfaction (Addis 2019; Castagena et al. 2020), leading to the
development of various approaches to quality management. One of the most prominent
approaches is total quality management (TQM). The TQM idea originated in the 1970s as a
reaction to the growing emphasis on quality. It moved from concentrating on quality control
to a more strategic approach to quality. Following that, quality management proceeded
through a sequence of changes, ultimately resulting in its current manifestation, TQM.
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Goérny (2017) defines TQM as a comprehensive approach to managing firms, including a
philosophy and a methodology. TQM aims to promote continual improvement inside a
company. To achieve corporate goals, TQM is effective across a wide range of industries
and firms, including small and big enterprises, both public and private, and spans from
manufacturing to service sectors (Ahmed & Lodhi 2015).

Examining TQM in the banking sector is critically significant in the contemporary era of
business advancement. Although TQM evolved from a management philosophy in the
manufacturing sector (Prajogo & Hong, 2008), the service sector has adopted TQM
practices due to the success of TQM implementation in manufacturing. Internal quality
positively impacts the efficacy of service organizations such as banks (Krishnaveni &
Divya 2006; Vanniarajan 2007). Service quality is crucial for commercial institutions to
provide internal and external service quality (Kassem, 1988; Yavas et al., 1997).

However, service organizations face more significant difficulties in implementing TQM
because it requires the participation and commitment of senior management, employee
empowerment, culture, teamwork, and customer focus (Lenka & Suar, 2008). Top manage-
ment commitment (TMC) was designated by Aletaiby et al. (2021) as the most crucial
factor in guaranteeing the effective execution of TQM. Thamizhmanii and Hasan (2010)
and Taylor and Wright (2003) identified senior management commitment and employee
empowerment as critical factors in the successful implementation of TQM.

1.1 Problem Statement

Research indicates that ongoing improvement and learning are impacted by teams and
collaboration (Parumasur & Govender, 2013). As suggested by Dale et al. (2007), teams
operating within the Kaizen method work environment have the potential to foster a culture
of total quality through the establishment of accountability structures, the expansion of
communication channels among employees, managers, customers, and suppliers, and the
promotion of quality improvement awareness with an emphasis on attitude and behavior
modification. Jong, Sim and Lew (2019) illustrated that an unclear perception of quality
management in developing countries is one of the TQM implementation gaps.

Therefore, studying the link between TQM implementation in banking services and the EE
and TW will be crucial for the banking industry. Also, evaluating the effect of TMC on
these links will help understand the reflection of top management's vision and mission
toward the organization's success.

With the notion of the above discussion, this study inquires whether employee empower-
ment (EE) and teamwork (TW) influence TQM implementation in banking services. Also,
the study will investigate to what extent top management commitment (TMC) influences
EE and TW's association with TQM implementation.

1.2 Objectives of the Study

The objective of the study is to evaluate the influence of top management commitment on
total quality management implementation in Bangladesh's private banking sector. More
specifically, the study aims to

1) evaluate the effect of EE on the TQM implementation;
ii) study the influence of TW on TQM implementation;
iii) analyze the influence of EE on TMC;
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iv) investigate the impact of EE and TW on TMC; and

v) evaluate the mediating role of TMC on EE and TW's relationships with TQM implementation.
2. Theoretical Framework and Hypotheses

2.1 Total quality management (TQM)

TQM is a concept that was first introduced by the USA defense. (Sweis et al. 2019) Later
on, the idea evolved through different stages of inspection, quality control, quality inspec-
tion, and TQM in modern days. TQM emerged in the 1980s as a response to Japanese
competitiveness, aiming to enhance quality and enable US organizations to compete effec-
tively (Bouranta et al., 2019).

According to Pernama and Purba et al. (2021), operational efficiency across the organization,
improved quality of products and services, and, thus, satisfied customers can be achieved
only by TQM. Different sectors have different kinds of TQM indicators; manufacturing
organizations focus on leadership, continuous change, and knowledge management (Anil &
Satish, 2019); service quality, ongoing monitoring, and efficient management are the prima-
ry concerns in the hotel service sector (Amin et al., 2017). Similarly, sectors like textiles,
electronics, and pharmaceuticals have specific TQM parameters (Shafiq et al., 2019). The
banking industry is more stressed about attaining competitive advantage in this globalized
world with intense competition, as asserted by Pattanayak et al. (2017).

Regarding TQM implementation, the companies that want to get them certified under ISO
must work and align themselves under the principles of TQM. (Nguyen & Le, 2020). When
quality management practices are implemented, the outcomes must also be reflected through
quality, inspection, and changes in employees' attitudes (Ishijima et al., 2021). TQM offered
organisations and service providers a new managerial approach to respond to the challenges
presented by the often relentless market competition which prevailed (Pambreni et al. 2019).
To what extent TQM will successfully implement innovation depends on how much their top
management body is committed, how much employees are empowered, and to what extent
teamwork is appreciated (Singh & Sangwan, 2011; Novitasari & Tarigan, 2022).

2.2 Top Management Commitment (TMC)

Top management can create value among its workers by providing enough resources; thus,
their commitment is justified (Ahmed & Idris, 2021). It should blend top management support
with middle managers' responsibilities and employee empowerment (Singh & Sangwan,
2011; Ahmed & Idris, 2021). Commitment from the management body is easily identifiable
by the distributed resources among the organization's personnel (Tarigan et al., 2020).
Without commitment, top management lacks the impetus to change production systems (Jena
etal., 2019). If TQM is considered a strategic tool, then top management support becomes the
primary driver for its success (Yu et al., 2020). Committed top management is the main instru-
ment for implementing the TQM philosophy (Dubey et al., 2018). Top management is respon-
sible for establishing the company goals regarding cost efficiency, flexibility, responsiveness,
productivity, and quality improvement (Siagian et al., 2022).

Additionally, Bukhari (2022) suggests that top management can assist bank managers and
workers in adopting more innovative ideas. Yousuf (2006) highlights time and budget as
the primary concerns of top management. In his research, Barney (2015) emphasizes the
significance of top management's commitment to strategic orientation within the organiza-
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tion. Moreover, Arshida and Agil (2012) identify TQM as one of the primary driving forces
for an organization. Additionally, Minjoon (2013) states in his research that organizations
that fail often suffer due to a lack of empowerment of their employees.

2.3 Employee Empowerment (EE)

Top-level management commitment and employee empowerment can significantly shape
the success of total quality management (Ahmed & Idris, 2021). It has been suggested that
empowering employees in TQM means giving them the freedom to contribute their ideas
to problem-solving efforts and providing them with necessary resources. (Ahmed & Idris
2021) . Graham et al. (2014) and Basana et al. (2022) emphasize the importance of involv-
ing employees in the manufacturing process as a means of empowerment. Rafique et al.
(2022) argue that empowered employees tend to transition from traditional bureaucratic
roles to more flexible ones. According to Ahmed and Idris (2021), successful empower-
ment hinges on fostering a workplace culture of trust and teamwork.

TQM came to be seen as indispensable for the long-term survival and sustainability of
businesses as it involved the commitment of everyone at every level of the enterprise
(Garcia-Alcaraz et al. 2019) Furthermore, Donate et al. (2020) suggest that the intertwined
approach of empowerment and teamwork is part of a social relationship-building process.
Laschinger et al. (2002) assert that environments where employee empowerment is
practiced receive greater attention from top management, leading to increased commitment
to quality management practices.

2.4 Teamwork

Teams are defined by Kozlowski and Bell (2012) as groups consisting of two or more members.
Their purpose is to accomplish tasks that are relevant to the organization, they interact socially,
they demonstrate task interdependencies (e.g., workflow, objectives, outcomes), they manage
and maintain boundaries, and they operate within an organizational context that establishes
restrictions, confines the team, and affects interactions with other units within the larger entity.
TQM requires the right attitude, leadership, processes, raw materials, environment, and skills
(Graham et al., 2014; Kebede-Adem & Virdi, 2021; Al-Jarrah et al., 2023).

Also, employees who operate independently would have significantly lower morale,
productivity, and pride in their work outcomes than groups that collaborate efficiently and
effectively. Employees who engage more actively in quality group activities have an innate-
ly greater belief in the work quality-improving effects of quality programs (Verma et al.,
2021). Furthermore, a survey was carried out at two Hewlett-Packard factories in the United
Kingdom and determined that the responses provided by members of the quality team were
more optimistic with regard to the team quality initiative (Akram & Siraji, 2021).

2.5 Employee empowerment, TQM implementation, top management commitment

Companies should pay attention to investment in intangible assets, which means that
companies must pay attention to aspects of quality and innovation and exploit knowledge
more efficiently to increase the company's competitive advantage (Potnuru et al., 2019;
Novitasari & Tarigan, 2022). Employee empowerment will provide freedom to take
responsibility for ideas, decisions, and outcomes to replace an old-fashioned, rigid, and
bureaucratic system (Rafique et al., 2022). The unsuccessful empowerment of employees
is generally caused by the failure of continuous training to build teamwork and the
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mismatch of top management commitments, thereby lowering employee trust (Ahmed &
Idris, 2021). Boon et al. (2007) argue that an empowered employee is highly involved,
ensuring that TQM practices are followed in the organization. Jung and Hong (2008)
conducted a study where he addressed empowerment as a soft TQM practice. Hence, from
the above statement, it is hypothesized that,

Hj: Employee empowerment is positively related to total quality management.

Management's informal engagement with employees can foster a sense of belongingness,
as noted by Halbesleben and Neveu (2014). Employees’ The performance of quality
management involvement consists of encouraging employees to contribute to
decision-making and engage in improving the organization’s activities (Charles et al.,
2021), which leads to significant and important results at the organizational level (Yas et
al., 2021; Carmeli et al., 2017) Donate et al. (2020) suggest that the intertwined approach
of empowerment and teamwork does a social relationship-building process. According to
Perin et al. (2016), empowering employees through rewarding knowledge sharing and
acquisition enhances the quality and quantity of knowledge about users and customers,
strengthening external relationships. There is a positive relationship between employees’
involvement and performance (Alshourah, 2021; Daqar and Constantinovits, 2020;
Aburayya et al., 2019). Thus, it can be assumed,

Hj: Employee empowerment positively influences top management commitment.
2.6 Teamwork, TQM implementation, top management commitment

Studies found that TW has a significant effect on TQM implementation. Mullen & Copper
(1994) found that teamwork induces commitment to the team task, ensuring TQM. Team-
work efforts are crucial for implementing TQM (Levine & Moreland, 1990; Goodman et
al., 1987; Helfert, 1998). To achieve TQM and avoid dysfunctional conflict, the workers
must accept teamwork norms. (Hackman 1987; Pinto & Pinto 1990; Campion et al. 1993).
Regarding strategic programs, success is determined based on top-level management as a
path for adopting and implementing innovations in organizational activities (Singh &
Sangwan, 2011; Novitasari & Tarigan, 2022) The communication process that exists in
teamwork enhances quality management practices. (Griffin & Hauser, 1992). Katz and
Allen (1988) found in their study that within-team effort has a strong positive impact on the
quality of the project. Two-way communication is also beneficial for the team perfor-
mance. (Huaptman & Hijri, 1996). It has been found that communication and coordination
of teamwork are prerequisites for ensuring quality. (Gemuenden & Lechler, 1997). Thus,
from the above statement, it can be hypothesized that,

Hj3: Employee teamwork is positively related to total quality management.

TW plays a crucial role in the organizational stream, as highlighted by researchers such as
Ooko (2013), who defines teamwork as a collective effort by a group of individuals work-
ing towards a shared goal. The total orientation of the organization is to satisfy customers
and create value for various stakeholders, namely customers, employees, sharecholders, and
society (AlJarrah et al., 2023). Sila and Ebrahimpur (2002) identify continuous innovation,
training, and teamwork as soft aspects of TQM. Leonard (2005) states that a combined
approach of teamwork and empowerment enhances innovation and creativity. Abdullah et
al. (2012) and Musriha (2013) find that teamwork and job satisfaction correlate positively.
Gallie et al. (2009) reveal that teamwork helps achieve employee commitment toward
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TQM implementation. Ghorbanhosseini (2013) and Zincirkiran et al. (2015) establish a
relationship between team spirit and dedication. Ooko (2013) suggests that effective team-
work empowers employees, fosters a sense of belongingness, and reduces stress, enhanc-
ing commitment. Based on these findings, it is hypothesized that,

Hy: Teamwork has a positive effect on TMC.
2.7 The Influence of Top Management Commitment on Total Quality Management

Ngambi (2015) highlights the crucial role of top management commitment in bringing
critical change to the work environment. Sadikoglu (2014) elucidates that top management
commitment also works to ensure quality control and assurance through the changed work-
force. Al-Damen (2017) emphasizes that new shareholders are attracted when they see top
management themselves involved. Al-Damen (2017) further suggests that those employees
are more motivated and supported by their top management. Zahari (2016) posits that corpo-
rate leaders can facilitate transformative change by empowering workers through clear
vision communication, providing essential tools and training, and fostering a collaborative
environment. Sigei (2014) highlights those top management members who are actively
engaged with their co-workers. So from the above statement, It is hypothesized that,

Hs: TMC has a positive influence on TQM practices.
2.8 The role of TMC as a mediator between EE and TQM

Dubey et al. (2019), Kitsis (2021), and Anin et al. (2022) emphasize TMC as a vital mediator
ensuring Total Quality Management (TQM). Ye et al. (2022) demonstrate how TMC facili-
tates work performance by fostering clear communication and employee commitment.
Terglav et al. (2016) suggest that TMC mediates employees' brand-supportive attitudes and
intellectual exposure, particularly in highly service-oriented sectors, leading to favorable
performance outcomes. Gutermann et al. (2017) highlight the synergistic effect of TMC,
empowerment, and engagement in achieving superior results. Peng (2020) supports the
importance of top-level leadership in enhancing employees' dedication and performance by
shaping their perceptions of work influence. Based on these findings, it is hypothesized that,

Hg: TMC has a significant and positive mediating effect on EE and TOM
2.9 The role of TMC as a mediator between TW and TQM

Essential to the successful implementation of TQM is leadership and top management
support. Managers must create a corporate culture so that quality products and services,
business processes, and people are central (Bank, 2000). Their effectiveness will determine
short and long-term success and organizational survival, viability, and profitability. Yousaf
(2006) highlights that they must ensure that decisions and actions are in place, as quality
comes from the top. Most prominent writers recognize the need for senior management
commitment and leadership, including Juran, Feigenbaum, Deming, and Shewhart. The
lack of top management support is one of the factors attributing to the failure of TQM
implementation (Krumwiede & Sheu, 2002). Influential leaders should facilitate 'sense
making' by helping others align with the realities in the context in which they function
(Fincham & Rhodes, 2005). Based on these findings, it is hypothesized that,

H7: Top management commitment (TMC) has a significant and positive mediating effect
among TW and TQM
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Figure 1: Hypothesized Model
3. Methodology of the Study

3.1 Sample and Data Collection Procedure

The research was conducted on selected private banks (domestic and foreign) in Bangla-
desh. The convenient sampling approach was used to gather data. This particular sampling
strategy is used in the study because it is the most widely used in quantitative research and
was applied when participants in the target population satisfied requirements like being
easily accessible, living nearby, being available at a specific time, and being willing to
participate (Dornyei, 2007), all of which are relevant to this investigation. Also, the chosen
banks have shown decent financial performance and ratings till 2020. Additionally, local
commercial banks were chosen based on their commencement, experience, and excellence
in this sector. Since it is believed that experience and performance in a particular sector are
responsible for TQM implementation, we reach the officials from AB Bank and Dhaka
Bank, who are from the first-generation and second-generation banks, who led the banking
sector for a long time. Table 1 shows the types of banks considered. The sample of this
study consists of 203 employees who are working as executives and managers in different
departments, such as general banking, HR, loan department, foreign exchange department,
premium banking department, etc. Data was collected via an online survey. The survey did
not include names or affiliations of respondents to protect the participants' privacy. The
ultimate sample size consisted of 203 responses and met the PLS modeling criteria, as
Henseler et al. (2016) stated.

Table 1: Types of the sample organizations

Foreign commercial banks Local commercial banks
Standard Chartered Bank Bank Asia Limited

Citi Bank NA AB Bank Limited
HSBC Dhaka Bank Limited
Commercial Bank of Ceylon BRAC Bank Limited

3.2 Measurement

A structured questionnaire was employed to gather the primary data. The data were
bootstrapped 5000 times using PLS 4.1.0 to assess the representativeness of the sample
data. The primary factors of interest in this research are EE and TW, which serves as an
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exogenous variable; TMC, which acts as a mediator; and TQM, which is an endogenous
variable. Variables are shown in Table 2. Each measurement system was assessed using a
five-point Likert scale from 1= strongly disagree to 5= strongly agree. In social science and
attitude research projects, instruments using a 5-item Likert scale subsequently showed
strong internal consistency as evident from previous research (Croasmun & Ostrom, 2011).

3.3 Research Instruments

A structured questionnaire containing 20 items was used to collect the primary data. The
survey gathers the necessary data to authenticate the underlying constructs. The following
table, Table 2, shows the instruments employed to record the responses.

Table 2: Summary of Instruments

Construct Item Source
Top 1. Our top management is actively involved and supports the quality Ahmed et
management improvement process; al. (2021)
commitment 2. Top management is actively involved in establishing and communicating

the organization's vision, mission and goals.

3. Our top management anticipates change and makes plans to accommodate
it.

4. Top management is committed and encourages employee involvement in
TQM programs.

5. Top management allocates adequate resources and time for quality
improvement initiatives.

6. Top management empowers employees to solve quality problems

Employee 1. Tam allowed to make decisions necessary for effectively accomplishing my | Voisard

empowerment routine day-to-day duties and responsibilities. (2008)

2. Tam allowed to make decisions when resolving non-routine situations or

issues.

3. TIreceive encouragement to come up with and implement new and better
ways of improving the organization.

4. Thave the opportunity to influence the way my department's goals are
established.
I have been invited to participate in teams/committees that influence
decisions for my department or the company as a whole.

Teamwork 1. Utilizing information from all available sources Smith-
2. Passing information to the appropriate persons before having to be asked Jentsch et
3. Providing situation updates that summarize the big picture al.’s
4. Using proper phraseology (1998)
5. Ensuring that reports are complete

Total quality 1. Organizational leadership Shafiq et

management 2. Customer satisfaction and relationship al., 2019
3. Human resource focus
4. Strategic planning and development

4. Results

4.1 Respondent Profile

The survey received 203 responses, comprised of 140 males (69%) and 63 females (31%).
Almost 50% of the executives are from entry level, 33% are from mid-level, and the rest of
the employees are from top levels. Regarding education, 80% had a master's degree, 17%
had honors degrees only, and 3% had a PhD degree. Around 66% of respondents were
below 35 years old, 23% were 36-45, and the rest were over 45. Regarding job experience,



The Influence Of Top Management Commitment On Total Quality Management Implementation 121

45% of the respondents stated that they had less than five years of experience, 30% report-
ed 6 to 10 years, 17% reported 11 to 15 years, and the rest 16 and more.

4.2 Measurement Model

The current research used measurement model testing to assess factor loading, internal
consistency, reliability and AVE, as shown in Table 3. Hair et al. (2017) said the factor
loading value should exceed 0.700, and values in this investigation varied between 0.769
and 0.950. The measurement model shows the loading in Figure 2.
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Again, Table 3 displays that the o and rtho A values are above the threshold. The findings
indicate that all constructs have reliability ratings over 0.700, which suggests they surpass
the limit values for o and rho A. Additionally, the convergent validity test assesses the
AVE, which must be > 0.500, the average value of the squared loadings of the items related
to the construct (Hair et al., 2014b). AVE values are 0.756, 0.786, 0.856, and 0.862 for
TQM, TMC, TW, and EE constructs, respectively.
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Figure 2: Measurement Model
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Table 3: Factor loading, reliability, and AVE outcome

Construct Factor Loading o rho A AVE
Total quality management 0.920 0.926 0.756
TQM1 0.906
TQM3 0.950
TQM4 0.919
Top management commitment 0.931 0.947 0.786
TMC1 0.888
TMC3 0.769
T™MC4 0912
TMCS 0.920
TMCo6 0.932
Teamwork 0.916 0.920 0.856
TWI1 0.943
TW2 0.927
TW3 0.909
TW4 0.935
Employee empowerment 0.947 0.955 0.862
EE1 0.851
EE2 0.873
EE3 0.903
EE4 0.833
EE5 0.885

The Heterotrait-monotrait (HTMT) ratio and Fornell-Larker Criteria were measured to
measure the discriminant validity in Table 4. The results of the HTMT ratio provide
additional evidence that the constructs possess strong discriminant validity, as all HTMT
values are less than 0.850 (Hair et al., 2014).

Table 4: Discriminant validity: Heterotrait-monotrait (HTMT) ratio - List

HTMT ratio
TMC <-> EE 0.792
TQM <->EE 0.778
TQM <->TMC 0.758
TW <->EE 0.470
TW <> TMC 0.531
TW <->TQM 0.486

In Table 5, the values of the Fornell-Larker Criteria are depicted. The AVE's square root
was compared to the link of latent variables as part of the discriminant validity test. Results
showed that the AVE has a higher correlation value than the other constructs, thereby
providing support for the threshold (Hair et al., 2014). Hence, all the constructs exhibit
favorable levels of discriminant validity.

Table 5: Discriminant validity: Fornell-Larcker criterion

Fornell-Larcker criterion

AVE EE T™C TQM ™
EE 0.756 0.870
T™C 0.786 0.761 0.886
TQM 0.856 0.720 0.710 0.925
™ 0.862 0.445 0.504 0.461 0.928
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4.3 Structural Model

The VIF, R2, and path coefficient values evaluate the structural models. VIF values estab-
lish connections between exogenous variables and ascertain the absence of substantial
collinearity. Table 6 shows that the VIF values fall below the critical value of 5.00 (Hair et
al., 2014). Therefore, the proposed constructs do not exhibit multicollinearity.

Table 6: Collinearity Test

VIF
EE -> TQM 2.403
EE -> TMC 1.247
TW ->TQM 1.357
TW ->TMC 1.247

TMC -> TQM 2.582

The determinant coefficient test, which ranges from 0 to 1, assesses the precision of the
model's predictive value that represents the influence of exogenous on endogenous
variables. The predictive accuracy of this research model increases with value (Hair et al.,
2014). The TMC and TQM variables are endogenous in this investigation. The obtained
R-square values are presented in Table 7. As indicated by the results, TMC accounted for
61% of TQM and 59%.

Table 7: Coefficient determinant test

R-square R-square adjusted
T™C 0.613 0.609
TQM 0.589 0.583

To determine the direct link between the variables under study, the path coefficient value is
utilized to test hypotheses, as summarized in Table 8. HI evaluates that EE significantly
impacts TQM (B= 0.413, t=5.445, p = 0.000). Thus, H1 is supported. Then, H2 evaluates
whether there is a positive association between EE and TMC. The result revealed that EE
has an insignificant impact on TMC (= 0.669, t = 10.487, p = 0.000). Hence, H2 was not
supported. H3 evaluates the impact of TW on TQM, and result showed (B= 0.104, t =
2.341, p=0.019), which also supports H3. Then, H4 evaluates that TW impacts TMC with
(B=0.206, t = 3.901, p = 0.000), and H4 also supports it. Finally, H5 evaluates that TMC
significantly impacts TQM (B= 0.344, t =4.583, p = 0.000). So, H5 is proved.

Table 8: Direct effect analysis outcome

Path coefficients B SD T P Hypotheses
EE ->TQM 0.413 0.076 5.445 0.000 Supported
EE -> TMC 0.669 0.064 10.487 0.000 Supported
TW ->TQM 0.104 0.045 2.341 0.019 Supported
TW ->TMC 0.206 0.053 3.901 0.000 Supported

T™MC -> TQM 0.344 0.075 4.583 0.000 Supported




124 Rita and Islam

Analyzing the indirect effect, in Table 9, result shows significant output (B = 0.642, t =
12.374, p = 0.000) indicating the total impact of EE on TQM, is significant. The direct
effect of EE on TQM was found to be substantial (f = 0.413, t = 5.445, p = 0.000). Also,
the impact of EE on TQM with the mediating variable TMC was significant ( = 0.230, t =
3.697, p = 0.000). Therefore, H6 is supported. Another result shows (B = 0.175, t = 4.223,
p=10.000) reflecting the total impact of TW on TQM, is significant. The direct effect of TW
on TQM was also found to be substantial (§ = 0.104, t = 2.341, p = 0.000). Finally, the
impact of TW on TQM with the mediating variable TMC was significant (§ = 0.070, t =
3.637, p =0.000). Therefore, H7 is supported.

Table 9: Indirect effect analysis outcome

Total effect Direct Indirect CI
effect effect
B t p B t p Ho6: B SE t p 25 975
EE> EE> EE>
TOM TOM T™C>
0.642 12.374 0.000 0413 5.445 0.000 TOM 0.230 0.062 3.697 0.000 0.123 0.366
VAF =0.358
H7:
™W>
TW> TW> T™MC>
TOM TOM TOM
0.175 4.223 0.000 0.104 2.341 0.000 0.070 0.019 3.637 0.000 0.034 0.111
VAF =0.400

Based on the analysis, the research framework, including the path coefficients, is presented
in Figure 3. Here, the thickness of the path further illustrates the effect of one variable on
the other.

L 008 B0 (0L

Figure 3: Tested (Structural) Model
5. Discussion

The above model determines positive path coefficients between all exogenous and endoge-
nous variables. As indicated by the result, which supports the first hypothesis (t = 10.487,
p = 0.000), EE is positively associated with TMC, highlighting the role of EE in ensuring
TMC. Research results found that committed management empowers employees to
achieve organizational success (van Assen, 2020; Park et al., 2022). In successful organiza-
tions, top leaders create an environment where workers feel empowered to take initiative,
make decisions, and meaningfully contribute to the success of the firm when they are
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dedicated to organizational objectives and employee development.

In the second hypothesis, results (t = 5.445, p = 0.000) indicate EE has a positive associa-
tion with TQM implementation. Studies by Al-Sabi et al. (2023), Arhin and Cobblah
(2024), and Wijaya (2023) came up with similar results. Empowering employees likely
involves granting them autonomy, decision-making authority, and opportunities for contin-
uous learning and development, which in turn ensures customer service, process efficiency,
and risk management.

Then, in the following hypothesis, the outcome (t = 4.583, p = 0.000) highlights that the
TMC is responsible for implementing the TQM. Similar research outcomes have been
found in the research of Aletaiby et al. (2021), Wijaya et al. (2023), and Ahmed et al.
(2021), focusing on TMC as one of the influential factors for effective TQM implementa-
tion. Thus, the role of top management is vital in creating the strategic vision, quality-cen-
tric culture, and support necessary for successful TQM adoption.

The result (t = 3.901, p = 0.000) in the following hypothesis shows TW affects the TMC.
Studies also found that TW affects TMC positively (Oh et al., 2021; Rousseau & Aubé,
2020). Effective teamwork and a strong commitment from top management combine to
generate a potent dynamic that propels organizational success. Both are necessary in a
highly regulated and competitive business to improve performance, innovation, and
customer happiness.

The fifth hypothesis, result (t = 2.342, p = 0.000), highlights that TW is also responsible for
ensuring TQM. Previous researches found similar outcomes indicating top management to
be more committed for emproved work performance by ensuring that the employees are
adequately trained, empowered, involved and organized as team (Puthanveettil et al., 2021;
Vihari et al., 2022).

Furthermore, the hypothesis results for analyzing the effect of EE on TQM through TMC
(t =3.697, p = 0.000) were significant. The VAF value (VAF = 0.358) reflects a partial
mediation effect of TMC on EE and TQM. This finding aligns with the 20% - 80% thresh-
old for VAF (Hair et al., 2016). Thus, TMC plays a vital role in ensuring EE, which in turn
helps implement TQM.

Finally, the hypothesis for analyzing the effect of TW on TQM through TMC (t=3.637, p
= 0.000) was also significant. The VAF value (VAF = 0.400) reflects a partial mediation
effect of TMC on TW and TQM, which implies that after getting support from committed
top management, the team works well to implement TQM. The above results as a whole
indicate that the presence of TCM will highly influence the relationships of EE and TQM,
as well as TW and TQM, rather than directly affecting the TQM.

6. Conclusion

Since TQM has started to dominate the global market, the role of top management has
increased immensely. As TQM is a strategic decision to gain competitive advantage, it
must be implemented and supported by top management. Top management commitment
has a beneficial effect on the implementation of quality management. In this study, private
banks were selected as this industry has a lot of potential for the financial growth of any
country. In any developing country like Bangladesh, this sector is even more important to
talk about. Many private banks have started their journey in the last few years.
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Moreover, banks compete in the market based on their services and facilities. Being a
monopolistic market, private banks compete and earn profit based on products, services,
and facilities but mainly on customer satisfaction. The study findings pointed out the
relationship between TMC and TQM, where EE and TW were found to influence TMC
directly.

7. Theoretical Contribution

The paper could make several theoretical contributions, particularly by contextualizing the
role of top management in TQM within the banking sector in a developing economy. Some
vital potential contributions might be

7.1 Contextualizing TOM within Developing Economies: The majority of the TQM
evidence in the publication is derived from research done in wealthy nations. The study's
emphasis on Bangladesh allows it to provide fresh insights into the ways that develop-
ing-nation-specific institutional and economic elements influence the importance of top
management in TQM effectiveness.

7.2 Industry-Specific Contributions to TOM Theory: The study may contribute to indus-
try-specific TQM theories. It may show how senior management's involvement in TQM
adoption differs in service-oriented sectors such as banking vs manufacturing or other
industries.

7.3 Enhancing Leadership Theory in TOM Implementation: The work might improve
leadership theory by describing how top management commitment in Bangladesh's unique
cultural and regulatory context affects TQM results.

7.4 Developing a Regional or Cultural TOM Model: By providing a framework that takes
into consideration variations in resource availability, workforce skill levels, and institution-
al settings—all of which may differ significantly from those in more developed econo-
mies—this regionally or culturally adaptive model may prove helpful in applying TQM
theory to developing economies.

7.5 Expanding Knowledge on Customer-Centric TOM in Financial Services: By showing
how leadership commitment promotes a culture of continuous improvement in customer
service, a crucial component in the financial services sector—this paper could advance
TQM theory.

8. Recommendations and Managerial Implications

The highest level of management should exhibit relentless dedication to providing essen-
tial resources to every department, guaranteeing openness and effective communication
with all individuals involved. In addition, the firm might conduct extensive training
programs at all levels to improve the skills and capabilities of employees. Subsequently,
senior leadership may give precedence to enhancing managerial and technical competen-
cies by implementing educational and training programs. TQM may be achieved by
promoting employee motivation and excitement via active involvement and cultivating a
culture of cooperation.

Subsequently, establishing a complete feedback system that integrates qualitative and
quantitative feedback to assess employee performance efficiently might be a valuable tool
for adopting TQM by consistently improving the organizational culture to prioritize it
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strategically, ensuring that it aligns with the aims and objectives of the company to execute
TQM. By adopting these suggestions, bank proprietors may bolster their endeavors
towards TQM and attain uninterrupted enhancement in quality, finally leading to their
long-term triumph and competitiveness in the market.

9. Future Research Directions

This research incorporated a convenient sampling technique that is less reliable than a
probabilistic survey. Future researchers could make probabilistic surveys. The research
overlooked contextual variables, such as socio-economic aspects, governmental systems,
and social behaviors. Furthermore, such problems as institutional rules, regulations, and
processes may have been thoroughly investigated. Then, this research is constrained to
longitudinal studies. In the future, researchers will be advised to use a longitudinal study
strategy to address issues related to causal linkages. Also, the researcher could replicate the
study across other service industries such as healthcare, education, and IT to assess the
generalizability of findings and explore industry-specific nuances.
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