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Role of the Implementation Total Quality management In
achieving Customer Loyalty in the Yemeni Islamic banks
(A field study in the Yemeni Islamic banks)

Abstract

The study started from the problem identified in the following
guestion: What is the role of the implementation of total quality
management in achieving customer loyalty in the Yemeni Islamic
banks? By studying this problem, the study sought to achieve a set of
goals, the most important of which to determine the level of the role of
the implementation of total quality management to achieve the loyalty
of customers dealing with the banks included in the study, in addition
to know the difference in the role of the implementation of total quality
management in achieving customer loyalty stemming from the
difference in organizational culture prevailing in those banks.

Based on the research problem and its targeted objectives, there has
been formulated a set of hypotheses to explain the relations between
the elements of total quality management as independent variables
and the loyalty of the customer as a variable function.

The study relied on the analytical descriptive method to achieve its
objectives and test hypotheses and describe variables using two
guestionnaire prepared specifically as a tool to collect study data, as
the first one was distributed to classified random sample of managers
in Islamic banks of Yemen of (150) single, which constitutes (39%) of
the original community , while the second one was distributed to
classified random sample of customers who deal with these banks of
(260) single. The study also adopted for analyzing of data and testing
hypotheses on the program Statistical Package for Social Sciences
(SPSS).

The process of description and analysis of the study data concluded
a set of results, the most important:

1. Implementation is available for most of the elements of total quality
management in the Islamic banks of Yemen at high assessment
degree, which is of moral indication at the level of significance (0.05),



reflecting the great interest by the departments of the Yemeni Islamic
banks to apply the total Quality Management.

2. An organizational culture supportive to implementation of the total
Quality Management is prevailing in the Islamic banks of Yemen at
high evaluation degree, which is of moral indication at the level of
significance (0.05), and it means there are a lot of the customs,
values and behaviors that support and encourage the good
iImplementation of total quality management.

3. The most dimensions of customer loyalty are available in Islamic
banks of Yemen at high evaluation degree, which is of moral
indication at the level of significance (0.05), indicating the ability of
these banks to gain their customers’ loyalty.

4. There is a significant positive correlation relationships between the
elements of total Quality Management applied in the Yemeni Islamic
banks that are adopted in this study and the variable dependent (or
Function) which is the customer loyalty with its different dimensions
(customer value, customer satisfaction, customer trust).

5. There is an impact of moral significant to the elements of total
guality management applied in the Islamic banks in Yemen in the
customer loyalty with its dimensions (customer value, customer
satisfaction, customer trust).

6. The role of exercising total quality management in the Yemeni
Islamic banks in is different in achieving customer loyalty according to
different organizational culture dominant in them.
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