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Abstract

The Relationship between Continuous Improvement and the

Performance of the Banking Institutions in Palestine

The main purpose of this study is to identify the relationship between
continuous improvement (in terms of focus on employees, focus on internal
processes, focus on customers, and focus on financial performance) and the

performance of the Banking Institutions in Hebron and Bethlehem cities.

To achieve the objectives of the study, the researcher used the descriptive
analytical approach. The questionnaire was used as a research tool to reach the
results of the study. The study population consisted of assistant managers and
managers. 145 questionnaires were distributed and 117 of them have been

retrieved. SPSS was adopted to analyze the data.

The results of the study indicates that the degree of continuous improvement at
both Banking institutions in Hebron and Bethlehem are characterized by high
levels of continuous improvement procedures in all fields. Furthermore, more
attention has been paid to concentrating on its financial performance. The study
showed that the relationship of continuous improvement procedures associated
with focusing on employees, internal processes, customers, and financial
performance is positive. The study showed that the continuous improvement in
these areas together explains the changes in the institutional performance by no

less than (62.0%).

Finally, the study presented a set of recommendations that may reinforce the
application of the principles and practices of the continuous improvement

procedures in all fields, especially, in relation to customers in terms of,

¢



innovation, decreasing the price of banking products and increasing their
quality taking into consideration the focus on all dimensions together
(employees, internal processes, customers, and financial performance), senior
management should increase the level of their employees participation in
strategic planning procedures, increase the interest in creative ideas at work and
adopting them through integrating them upon the requirements work interest,
giving employees more activating role related to customers feedback including
their needs and notifications about the provided quality and services. Banking
institutions should activate the collaborative work in a way that leads to the
improvement of operations and providing the services in a quality that exceeds

customers’ expectations.
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