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PART 1

Case Description



Case Study : Achieving Customer Satisfaction Through Total Quality Management (TQM)

1.0 INTRODUCTION

It was Monday morning, the first day of the week where most business transactions,
appointments, meetings and many other business activities will be carry out. Many
working people considered Monday as a dreadful day to start off the week where

weekends are still far ahead.

Mr. Bernard Lee, branch manager for Hong Leong Bank (HLB), Bandar Sunway branch
had already reached his office since 7:30 a.m. in the morning. He got himself a cup of
coffee and started running through the stack of documents on his table. His table was
rather messy with files pilling high up, internal memos to be signed, previous day
transaction reports to be checked and many other documents need to be attended. Mr.
Bernard was particularly concerned with the internal memos that he was putting up to
management to obtain approval on downward revision of housing loan interest rate for
the branch existing borrowers. Branch’s borrowers had been complaining about high
borrowing rate charged on their loan facilities and were attracted by other banks’
housing loan packages that offer lower interest rate pricing. So far, Mr. Bernard has
received 5 of these complains since last week and request for interest rate revisions

have been prepared and ready for submission to management for consideration.

After going through and signed all the internal memos, Mr. Bernard turned to ‘Voice of
Customers’, a customer feedback & suggestion form that were placed in the banking

hall for clients to voice out their complains and feedback on the branch’s customer
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service. He received 25 forms and was disappointed to discover 12 complains since
last week. Many of these complains were related to front-line desk services like queuing
too long to get transaction done, tellers making too many mistakes, request not
attended within reasonable time and many more. Besides complains, there were 3

compliments received and the rest were open suggestions by the bank’s clients.

Later in the afternoon, Mr. Bernard was having lunch with one of the director that
maintained his company accounts with commercial facilities with the branch. It was a
business cum lunch appointment that was schedule since last week but postponed to
this week due to Mr. Bernard’s hectic schedule. The company has been supporting the
branch with millions of deposit and maintained some credit line for the past 5 years.
The reason for the meet up was to discuss on the revision of the company’s facilities to
cater for the company’s expansion plan. Mr. Bernard knows that the meeting was going
to be difficult because of the complexity of the additional credit line requires and

approval on commercial credit line requires different level of management decisions.

Later in the evening at 5:30 p.m., Mr. Bernard was conducting the branch monthly
meeting with his branch officers. During the meeting, a few important agendas were
brought up particularly on the branch business profile. The branch has been
experiencing a decline in deposit level for the past 6 months and many accounts were
closed either due to customer dissatisfaction with the branch service or the bank’s
deposit interest rates were not competitive enough compared to other financial
institutions. Other issues brought up were administration backlogs pilling up in credit

department and operational department. The meeting adjourn at 7:15 p.m.
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Customer satisfaction is the key determinant to business success and businesses can
no longer thrive on product supremacy or monopolistic markets to sustain continuous
and profitable growth. Globalization, technological advancement and market
liberalization in certain part of the world have directed firms to compete on enhancing
product offerings and high service standards, which will instill customer satisfaction and

assure continuous customer support to the organization.

The initiation of quality improvement programs in Hong Leong Bank begins way back in
1996, where the bank has invested and implemented Total Quality Management (TQM)
throughout the institution to instill quality standards in providing value-added products
and services to its clients. Total Quality Management (TQM) and quality improvement
programs are avenues, which firms design to create culture within the organization that
embraces quality towards value-added products and services. To create such values,
the employees of the organization needs to believe and take their ownership of such
quality programs to full commitment. Quality standard needs to exist within the
employee in order to embrace the bank’s quality standard to the highest level and

channel these quality attributes in satisfying customers’ expectation.
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