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Abstract 
This study examined the effects of Total Quality Management (TQM) on 

performance of Micro-finance banks in Taraba State, Nigeria. The study adopted 

ex post facto research design. The population of the study was eight thousand six 

hundred and fifty four (8,654) consisting of staff and customers of deposit-taking 

micro-finance banks in Taraba State. A sample of three hundred and eighty two 

(382) was selected randomly using stratified random sampling technique. Two 

researcher-developed questionnaires were used for data collection (TQMQ and 

ETQMOP). The instruments were validated by three experts. Reliability of the 

instruments was estimated using Cronbach Alpha method. The instruments 

yielded reliability coefficients of 0.87 and 0.79 respectively after pilot testing. 

Data collected was analyzed using Simple Linear Regression at 0.05 significance 

level. Result revealed that total quality management practices have significant 

effect on customers’ satisfaction (R2 = .137, Beta = .370, p < .005). Results further 

revealed that total quality management have significant effects on customer’s 

continuous loyalty and on service delivery. It was concluded that TQM 

significantly influence performance of Micro-finance banks in Taraba State. The 

study recommended among others that Micro-finance banks should ensure full 

pledge implementation of TQM so as to improve organisational performance. 
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Introduction 
Business environment in Nigeria has 

been very challenging due to national 

lockdown during Corona Virus 

(Covid19) pandemic. In order for 

businesses to thrive amidst new global 

challenges, business managers have 

adopted different philosophies such as 

Concurrent Engineering, Lean 

Production, Just-In-Time (JIT) strategies, 

Kaizen, Total Quality Management 

(TQM), Business Process Re-engineering 

(BPR) and others, to become more 

effective in the way they conduct 

business.  In recent times, Total Quality 

Management has become the buzz word 

in the management practice (Egwu, 

2014). The core objective of TQM 

according to Corredor and Goñi (2011) is 

to meet and exceed customer expectation 

by “do it right the first time and every 

time, for customer satisfaction”. Thus, 

TQM is aimed at achieving customer 

needs through quality product and 

services.  Hence, understanding and 

translating customer needs and 

expectations into organizational action 

plans is a key point of TQM 

implementation (Kriengsak & Thanh, 

2017).  

The ever improving competition and 

increasing quest by customers for quality 

service delivery have caused 

Microfinance Banks in Taraba State to 

understand that the only way of survival 

in the market is to deliver better quality 

products and services to meet or exceed 

customers’ needs. Many Micro-finance 

Banks, therefore, spend considerable 

amounts of their funds in activities 

related to improving products and 

services.  However, to measure quality of 

service is more difficult for customers 

than quality of goods manufactured. 

Users of a service have a few attributes in 

mind that they use as basis for 

comparison among alternatives. But lack 

of one attribute in the services of a Micro-

finance bank may make the customers to 

prefer another.  

Quality is often regarded as the major 

issue influence customers’ buying 

behaviour and poor quality service can 

lead to erosion of goodwill, which could 

be very costly for any bank.  Therefore, 

for survival of any Micro-finance bank, it 

is mandatory to provide best service 

quality as pre-requisite to success of 

banking system. In the banking sector, 

there are many banks trying to woo 

customers for patronage. The rate of 

interest on loans may be a critical factor 

for patronage, but other factors include 

the quality of the service, the adoption of 

internet and mobile banking and terms 

and conditions of loans. There seems to 

be a consensus among customers of 

Micro-finance banks in Taraba state that 

the performance of banks depends on the 

level of customers’ satisfaction, 

customers’ continuous loyalty and the 

quality of services delivered among 

others. 
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Diverse researchers have conducted works on Total Quality Management (Masood, 

Aamna, Saif & Sidra, 2012; Chukwu, Adeghe, & Anyasi, 2014; Ezenyilimba, 

Ezejiofor & Afodigbueokwu, 2019 and Murenga & Njuguna, 2020) but a 

comprehensive look at the literature of Total Quality Management reveals that the 

effect of implementation of Total Quality Management practices on the micro-finance 

banks has been greatly neglected. It is on this premise that this study sought to 

investigate the effects of total quality management on performance of micro-finance 

banks in Taraba State.   

 

Statement of the problem 

In today’s dynamic business environment, providing a superior service quality, 

through an adequate and a strong focus on customer is one of the key factors enabling 

firms to gain a lasting competitive advantage in winning the market. It is evident from 

the activities and operations of Microfinance banks in Taraba State that the banks have 

given much attention to Total Quality Management and recorded significant 

improvement in performance. However, despite significant improvement in services 

of the banks, customers still feel unhappy in some cases judging from series of 

complains in day to day interaction with banks customers and comments from 

microfinance bank customers on social media. This prompted the researcher to 

investigate whether the attention given to quality management by these banks is a 

clincher to the banks’ performance. Therefore, this study sought to investigate the 

effects of total quality management on performance of micro-finance banks in Taraba 

State.  

 

Purpose of the Study 

i. To determine the effect of Total Quality Management practices on 

customers’ satisfaction in Micro-finance banks in Taraba State. 

ii. To determine the effect of Total Quality Management practices on 

customer’s continuous loyalty in Micro-finance banks in Taraba State. 

iii. To determine the effect of Total Quality Management practices on service 

delivery of Micro-finance banks in Taraba State. 

 

Research Questions 

i. What is the effect of Total Quality Management practices on customers’ 

satisfaction in Micro-finance banks in Taraba State? 

ii. What is the effect of Total Quality Management practices on customer’s 

continuous loyalty in Micro-finance banks in Taraba State? 

iii. What is the effect of Total Quality Management practices on service 

delivery of Micro-finance banks in Taraba State? 
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Research Hypotheses 

i. There is no significant effect of Total Quality Management practices on 

customers’ satisfaction in Micro-finance banks in Taraba State. 

ii. There is no significant effect of Total Quality Management practices on 

customer’s continuous loyalty in Micro-finance banks in Taraba State. 

iii. There is no significant effect of Total Quality Management practices on 

service delivery of Micro-finance banks in Taraba State. 

 

Methodology 

The study adopted ex post facto research design. The population of the study was eight 

thousand six hundred and fifty four (8,654) consisting of one hundred and twelve (112) 

staff of deposit-taking micro-finance banks and eight thousand five hundred and fourty 

two (8,542) customers of the deposit-taking micro-finance banks in Taraba State. Staff 

and customers are expected to have sufficient knowledge of the issues related to 

services offered by the bank within the scope of Total Quality Management. The 

deposit-taking micro-finance banks in Taraba State are: Jen Microfinance Banks Ltd, 

Marmara Microfinance Banks Ltd, Avyi Microfinance Banks Ltd, Ure Microfinance 

Banks Ltd, Taraba Microfinance Banks Ltd and Lapo Microfinance Banks Ltd.  A 

sample of three hundred and eighty two (382) consisting of f sixty (60) staff and three 

hundred and twenty two (322) customers was drawn randomly using stratified random 

sampling technique. The sample size was determined using Yamane (1967) formula.   

Thus, the sample size was: 

N=
n

1+ n(0.05)2
 

N=
8654

1+ 8654 (0.0025)
 

N=
8654

1+ 21.635
 

N=
8654

22.635
 

N=382 

Where N= sample size 

 N= population 

 e= margin of error (0.05) 

Two questionnaires developed by the researcher were used for data collection. The 

questionnaires were titled “Total Quality Management Questionnaire (TQMQ)” and 

“Effects of Total Quality Management on Performance Questionnaire (ETQMOP)”. 

TQMQ was responded to by staff of microfinance banks while ETQMOP was 

responded to by customers of microfinance. Both instruments were developed on 4-

point rating scale. The instruments were validated by three (3) experts in the field of 

Business Management and Educational Measurement and Evaluation. The instruments 
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yielded reliability coefficients of 0.87 and 0.79 respectively after pilot testing on 20 

respondents outside the sample of the study. Data collected was analysed using Simple 

Linear Regression at 0.05 level of significance. 

 

Analyses and Results 

Research Question One 

What is the effect of Total Quality Management practices on customers’ satisfaction 

in Micro-finance banks in Taraba State? 

 

Table 1:  

Model Summary 

Model R R Square Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .370a .137 .135 3.06877 

a. Predictors: (Constant), TQM 

The result in table 1 above showed R2 of .137 which illustrates that 13.7% of the total 

variation in customer satisfaction is attributed to the changes in independent variable 

(Total Quality Management). 

 

Table 2: 

ANOVAa 

Model Sum of 

Squares 

Df Mean 

Square 

F Sig. 

1 Regression 568.737 1 568.737 60.393 .000b 

Residual 3578.583 380 9.417   

Total 4147.319 381    

a. Dependent Variable: CSAT 

b. Predictors: (Constant), TQM 

 

The study used ANOVA statistics to establish the significance of the relationship 

between value of the customer satisfaction and the independent variables (TQM). The 

results in table 2 indicated that the model was a significant predictor of customer 

satisfaction, F(1,380)= 60.393, p<.005; therefore, the model was fit for estimation. 

 

Hypothesis One: There is no significant effect of Total Quality Management practices 

on customers’ satisfaction in Micro-finance banks in Taraba State. 
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Table 3: 

Coefficientsa 

Model Unstandardized 

Coefficients 

Standardize

d 

Coefficients 

T Sig. 

B Std. Error Beta 

1 (Constant

) 

12.906 1.170  11.031 .000 

TQM .425 .055 .370 7.771 .000 

a. Dependent Variable: CSAT 

 

The regression results in table 3 above show that total quality management practices 

have significant effect on customers’ satisfaction (t = 11.031, Beta = .370, p-value = 

.000). Therefore, the null hypothesis which says there is no significant effect of Total 

Quality Management practices on customers’ satisfaction in Micro-finance banks in 

Taraba State is rejected. 

 

Research Question Two: What is the effect of Total Quality Management practices 

on customer’s continuous loyalty in Micro-finance banks in Taraba State? 

Table 4: 

Model Summary 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate 

1 .405a .164 .162 3.03279 

a. Predictors: (Constant), TQM 

The result in table 4 above showed R2 of .164 which illustrates that 16.4% of the total 

variation in customers’ continuous loyalty is attributed to the changes in independent 

variable (Total Quality Management). 

 

Table 5: 

ANOVAa 

Model Sum of 

Squares 

Df Mean 

Square 

F Sig. 

1 Regression 685.763 1 685.763 74.557 .000b 

Residual 3495.169 380 9.198   

Total 4180.932 381    

a. Dependent Variable: CLOY 

b. Predictors: (Constant), TQM 
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The study used ANOVA statistics to establish the significance of the relationship 

between value of the customers’ continuous loyalty and the independent variables 

(TQM). The results in table 5 indicated that the model was a significant predictor of 

customers’ continuous loyalty, F(1,380)= 74.557, p<.005; therefore, the model was fit 

for estimation. 

 

Hypothesis Two: There is no significant effect of Total Quality Management 

practices on customers’ continuous loyalty in Micro-finance banks in Taraba State. 

Table 6: 

Coefficientsa 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

T Sig. 

B Std. 

Error 

Beta 

1 (Constant) 12.221 1.156  10.570 .000 

TQM .467 .054 .405 8.635 .000 

a. Dependent Variable: CLOY 

 

The regression results in table 6 above show that total quality management has 

significant effect on customers’ continuous loyalty (t = 10.570, Beta = .405, p-value = 

.000). Therefore, the null hypothesis which says there is no significant effect of Total 

Quality Management practices on customers’ continuous loyalty in Micro-finance 

banks in Taraba State is rejected. 

 

Research Question Three: What is the effect of Total Quality Management practices 

on service delivery of Micro-finance banks in Taraba State? 

Table 7: 

Model Summary 

Model R R Square Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .187a .035 .032 3.77432 

a. Predictors: (Constant), TQM 

The result in table 7 above showed R2 of .035 which illustrates that 3.5% of the total 

variation in service delivery is attributed to the changes in independent variable (Total 

Quality Management). 

 

Table 8: 

ANOVAa 

Model Sum of 

Squares 

Df Mean 

Square 

F Sig. 

1 Regression 195.635 1 195.635 13.733 .000b 

Residual 5413.297 380 14.246   
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Total 5608.932 381    

a. Dependent Variable: SDEL 

b. Predictors: (Constant), TQM 

The study used ANOVA statistics to establish the significance of the relationship 

between value of the service delivery and the independent variables (TQM). The 

results in table 8 indicated that the model was a significant predictor of service 

delivery, F(1,380)= 13.733, p<.005; therefore, the model was fit for estimation. 

 

Hypothesis Three: There is no significant effect of Total Quality Management 

practices on service delivery of Micro-finance banks in Taraba State. 

Table 9: 

Coefficientsa 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

T Sig. 

B Std. 

Error 

Beta 

1 (Constant) 17.600 1.439  12.231 .000 

TQM .249 .067 .187 3.706 .000 

a. Dependent Variable: SDEL 

 

The regression results in table 9 above show that total quality management has 

significant effect on service delivery (t = 12.231, Beta = .187, p-value = .000). 

Therefore, the null hypothesis which says there is no significant effect of Total Quality 

Management practices on service delivery in Micro-finance banks in Taraba State is 

rejected. 

 

Discussion of Findings 

Finding revealed that total quality management practices have significant effect on 

customers’ satisfaction in Micro-finance banks in Taraba State.  The finding is in line 

with Ezenyilimba, Ezejiofor and Afodigbueokwu (2019) who revealed that application 

of total quality management practices affect customer satisfaction in Nigerian deposit 

money banks. The finding also correlates with Masood, Aamna, Saif and Sidra (2012) 

whose study examined the association between total quality management (TQM) 

practices and performance and found that TQM practices have effects on customer 

satisfaction, employee relations, quality and business performance.  

Finding also revealed that total quality management have significant effect on 

customers’ continuous loyalty in Micro-finance banks in Taraba State. The finding is 

in agreement with Ezenyilimba, Ezejiofor and Afodigbueokwu (2019) who found that 
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quality management practices affect customer’s continuous loyalty in Nigerian deposit 

money banks.  

It was also found that total quality management practices have significant effect on 

service delivery in Micro-finance banks in Taraba State. The finding justifies Chukwu, 

Adeghe, and Anyasi (2014) whose study revealed a significant and positive relation 

between quality improvement and organizational performance. The finding is also in 

support of Murenga and Njuguna (2020) who revealed that TQM practices 

significantly influenced the quality of service delivery.  

 

Conclusion 

It is quite obvious that certain factors could be responsible for performance of Micro-

finance banks in Taraba State. Findings of this study indicated that TQM practices 

have significant effects on customers’ satisfaction, customers’ continuous loyalty and 

service delivery. Therefore, it was concluded that TQM is effective in enhancing 

performance of Micro-finance banks in Taraba State.  

 

Recommendations 

Based on the findings of the study, the following recommendations were made: 

i. Micro-finance banks should ensure full implementation of TQM so as to 

improve organisational performance. 

ii. Micro-finance banks in Taraba state should make significant investment in 

e-banking, modern technology and innovations so as to be competitive with 

commercial banks. 

iii. Micro-finance banks should continuously improve their human resource 

through capacity building. 
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