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The role of competencies in achieving the profitability of the banking
sector in Palestine from the perspective of the senior management of
banks.

Prepared by: Mahmoud Mohammad Aref Nazzal

Supervised by: Dr. Azmi Ahmad Al- Atrash

Abstract

The study aimed at identifying and revealing the role of competencies in achieving the
profitability of the banking sector in Palestine from the perspective of the senior
management of banks. In order to achieve the objectives of the study, the triangulation was
used as a method and research approach to carry out the study due to its nature and the
nature of the questions it endeavors to answer.

Questionnaire was used as a tool to collect the required data after it was developed in
accordance with the study objectives and research questions, then target group was
surveyed. The target group was comprised of all facilities Departments' Managers, Human
Resources Managers and Banks' Marketing Managers in Palestine. The target group who
constituted the study population was selected based on the organizational structure of the
general/regional management of each bank, 65 managers out of 66 managers were
surveyed.

Statistical Package for the Social Sciences (SPSS) software was used to process the
collected data extracting means, percentages, frequencies and Cronbach's alpha to measure
the internal consistency of the questionnaire. The Multiple Linear Regression analysis was
also used to measure and identify the impact and role of adopting the quality competency
framework in its elements and dimensions (areas) (behavioral, quality management and
contextual) and its role in achieving profitability; furthermore, quantitative analysis for the
banks’ financial valid and approved data for the period of 2008 - 2012 was carried out to
ensure harmony between banks’ quantitative data and the results of the questionnaire.

The study was ended up with several findings, conclusions and suggestions. The results
revealed that the level of adopting the dimensions (areas) of the quality competency
framework in the target group was high and very high, but its elements varied among its
means values. The ranking and rating among the elements and dimensions (areas) values
were as detailed below respectively; The contextual competency areas (elements) and
variables got the first rating among the total areas of the quality competency framework
and this means that the rating of this area was very high.

It also revealed that the laws and regulations affecting banks got the highest rating, then the
bank’s partnerships (stakeholders’ interests) and finally the organizational culture; while
the Quality Management Competency Area obtained the second ranking among the total
ranking of the quality competency framework in the surveyed target group; this means the
rating of this competency area was high proving that banks give consideration respectively
to continuing quality improvement, quality assurance, quality planning and systems
implementation.



Although the Personal Competency Area rating was high and got the third rating among
the total rating of the quality competency frameworks, but it’s evident from the rating of
the elements of this area that work-related knowledge was rated the highest, then working
within a team and finally leadership; this means that banks' senior management should pay
serious attention to leadership competency.

Multiple Linear Regression analysis results revealed a significant role for competencies in
achieving the profitability of the banking sector in Palestine; as the results proved the
existence of a strong positive correlation between profitability and the contextual
competency area, the value of R2 = 0.673 and the adjusted = 0.657. This means that the
adoption of competencies explains 65.7% of profitability in this study.

The study concluded that management should invest in and adopt competencies and their
elements, and consider competencies as a strategic asset given that they have a significant
role in enabling the banking sector in Palestine to achieve profitability. It also concluded
that each bank should develop its own competency model and framework derived from its
vision, mission and objectives and human resources management activities and practices
should be set and based on competencies, accordingly. Additionally, it concluded that
banks should focus on leadership areas and encourage their staff to openly give their
feedback and comments. It also concluded that performance management process should
be utilized and human resources planning and other practices should be conducted in
alignment with banks’ strategies. The study ended up with a proposed quality competency
framework for the Palestinian banking sector; in addition to proposed future studies
relevant to the subject of this study.
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1. DEVISE QUALITY STRATEGIES,
PLANS AND GOALS

3asal) Calaaly Jabas g calaiil i) Lalusiad

e ™ e ™
4. DRIVE STRATEGIES 2. DESIGN AND DEPLOY
FOR IMPROVEMENT MANAGEMENT SYSTEMS

Saskilly cpeentill il fiad ek 5 Aalai] (Bulais aveas

\
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3. PROVIDE INDEPENDENT
ASSURANCE
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Quality competency framework: The Chartered Quality Institute 335l LS ~3gas
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tlgasalga W) glaas dasdd) Saga LS sla :(1.2) ad) Jgan

. Delivering  Quality Strategies and
Plans and Goals — including:-

gdlaaly lghhiy Sagall cilailia) a1
) 8 Ly

Understanding the Concepts of Quality«
its History and Development

W olatg Ledp)lig Basall aalia agd

Focusing on Customer s and Stakeholders

@ b)) el el e S5
(Al

Embedding Quality
Strategies

in  Organisational

bl Gl puy) 8 sasal) e

Establishing Quality Policies¢ Objectives
and Targets

alally daladl Calaa) punsy bl sk
BJ}_;ﬂ

Establishing a Culture of Quality

W g pasal) 4818 il

Understanding  your  Organisation’s
Vision« Mission¢« Values and Purpose

Aalaiall Casay ailly cillolly ¢y )l md

Understanding ~ your  Organisation's
business model and plans

Radaiall (oo Ty 7 3pai pgh

Dealing with specific Regulation and the
Law affecting your Organisation

Glayydilly 5lElly 3aasa 2ol xa Jaladll

Influencing Externally on behalf of Your
Organisation

Lalaidl ansly Lajls sl

Understanding ~ Your

Partnerships

Organisation’s

Aalaiall ¢1$5d g

Planning to Achieve Quality Outcomes

sapall il (3al Laylazl

Developing and Deploying Supply Chain
Quality Strategies.

Gl Lad iy 53l i) ks

Managing Supply Chain Relationships
and Interfaces

e gha s ) all Alude Glidle 3l

Leading the Quality Function and Quality
Professionals

SIS, 3355 Ainka gy (3l Lad (ol s ol

sasall dfiney aite 4

. Design and Deployment of
Management Systems — including-:

Aﬂlégﬁw‘eﬂ\ﬂ‘gﬁm

Understanding  the  Principles  of
Governance and Management

Sy LS5l f5olia pgd

47




Design of Management Systems

alaill 3))a] arans

Management of External Certification

dan)all ey cialeddl 350

Measurement« Metrics and Analysis of
Business Performance

e ool Jilats ulia auags (ol

Employing Systems Thinking

alanall kel Cauda g

Quality Requirements in Standards:

Regulations and the Law

&35_5 63)};5\ CL\L\X.L:\AS ).\gla.n ca.'a_j ul.‘ua

AR o L Lo ) g

Quality Requirements in  Customer
Contracts and Contract Documents

leasadiy eDlaall o 2agall cllliia (3854
dg8ll PlA (ha

Defining  Quality Requirements in
Supply Contracts

2wysll agie 8305l cilllaia aaas

Process Mapping and Management

lebdusi ria iy llaall 3

Techniques for Product and Service

Quality Control

Aadl) 3sa Javay chlatiiall g =2

Designing and Implementing Effective
Process Control

Allad Llﬁ) APEY) uLuAj L.\m‘j J:\S.\'.’lj (a.mm:’
Sllead) e

The use of Statistical Techniques

Adleasy) oLl s

Establishing Management Review and
Factual Decision

O Olaas BINY) JB (e apiliy dzalye o L)
Sl e 4w @)l

Document Management and Control

A6, 35501 51

. Providing
including:-

Independent Assurance -

3agall Jasdag ylaal dliiie clld] bl .

Assuring Quality Throughout the Product
or Service Lifecycle

)50 o il s asen 8 33l Glaa

Jeadl) sla
Assuring in specialist domains (e.g. Ji) Aeamiidl c¥lbaal sl Glas e
software) " (i)

LA... .
Independent  Assessmentc  Audit and | _olaall Al dsilly Gaslly Jee .yl e
Investigation for organisational learning | il

L)-‘-‘-“ﬁ-‘j 5

and improvement.

Risk and Opportunity Management

ailly Sl 33

Human Factors in error prevention

aad) e 450800 4 i) Jalgall 3lelpe

Establishing Compliance and  the | clas ff clatie o sylaly JEY) ek @
Management of Non-Conformance ) L

ke e
Assessment of Supplier Capability Cpysall 5)38 2 @

Delivering Assurance
Chain

in the Supply

Al Auls A il bhuag gl el

Assessing Organisational Health

bl gl s
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Measurement« Metrics and Analysis of
Business Performance

eI el sty Galie guinss (uldl) o

Data Analysis¢ Information Management:
Review and Reporting.

s dnabally Cilogheall 5105 (il st e

oyl

. Business Improvement — including:-

tyehig ey Cuwad .4

Improving for Business Benefit

el wllal ) @

Business and Financial Understanding

L ) e i o

Risk and Opportunity Management

il SBlA 3y @

Measurementc Metrics and Analysis of
business performance

Sl elaf Qs Gulia auags (bl @

Tools and techniques for Process« Product
and Service Improvement

llaad) ] Lo P clgiilly DlsaY) oy @
Al il

Improvement of Supplier and Supply
Chain Capability

Oyl ALl g 43als 3ygall 503 Cprnd @

Establishing Continuous Performance

Improvement

Ao jeinal cpaiill LT slay) @

Managing COhange

Sl 5y
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