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Abstract
Background: Talent Management (TM), as a new managerial concept with regard to Human Resource
Management (HRM), has increasingly gained concern and attention from the academic as well as business world,
but there are many gaps left for further theoretical development and empirical study. On the other hand, Service
Quality (SQ) has become a popular area of academic research.
Purpose: The purpose of this study is to investigate the relationships between TM and SQ at the Egyptian
Commercial Banks (ECB).
Research Design/Methodology: Using Heinen & O'Neill (2004) of TM, the study develops a number of
hypotheses and tests them. This research is an applied form in terms of its goals and is descriptive in terms of the
method of data collection. Of the 382 questionnaires that were distributed, 300 usable questionnaires were returned,
a response rate of 78%.
Findings: The main findings are that for TM significantly and positively related to the SQ. In other words, TM are
more effective in achieving SQ. High TM will be more likely to achieve high profit.
Practical implications: The study suggests that the ECB can improve SQ by influencing its TM. The study
provided that the necessity to pay more attention to the dimensions of TM as a key source for organizations to
enhance the competitive advantage which is of prime significance for SQ.
Originality/value: The study observes that there is a critical shortage of TM and that a greater understanding of
the factors that influence the SQ is of great importance. Therefore, this study is to examine the relationship
between TM and SQ at the ECB.
Keywords: talent management, service quality
1. Introduction
The War for Talent, was first used by some McKinsey consultants (Axelrod et al., 2002). Since then, TM has
been regarded as a means for tackling HR challenges (Ritz & Sinelli, 2010).
There is a lack of empirical research regarding TM area. It is a recent notion in the field. Therefore, many larger
organizations have had introduced methods and procedures for working with TM, and it can be a relevant source
for funding different tactics (Höglund, 2012).
TM is the most important factor in ensuring sustainable organizational success. The Boston Consulting Group &
World Federation of People Management Associations found that the three most important areas were TM,
leadership development and performance management and rewards (McDonnell, 2011).
All organizations must tackle the needs of their talented people and have a fully integrated system (Clark, 2010).
Whether TM is called people, intellectual capital, HR, talent or some other term, the resource that lies within
employees and how they are organized is increasingly recognized as critical to strategic success and competitive
advantage (Boudreau & Ramstad, 2007).
The future of TM draws on bottom-up theories focusing on core business functionality which is based on unified
TM. TM has three main traits: (1) talent is bulwark of any organization, (2) the trait of your staff is your major
distinct factor of completion, and (3) performance is boosted by talent (Shukla, 2009).
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2. Literature Review
2.1 Definitions of Talent
The definition of talent differs, from focusing on certain individuals in an organization, having a certain number
of characteristics that describe talent, to the concept referring to statements of need (Yarnall, 2011).
Talent is defined as natural aptitude or skill. Aptitude is a natural ability or inclination while skill is defined as
the ability to do something well (Oxford Dictionary, 2012).
In ancient Syria, Babylonia, Greece and the Roman Empire, the word talent was a denomination of weight, and
later surfaced in the Bible as a monetary unit. As of the medieval ages, the word talent developed into the word
as we know it today, referring to natural ability and aptitudes. Nowadays in our modern European languages,
talent refers to an innate giftedness, which is regarded as a gift (Tansley, 2011).
Talent is a resource that includes the potential and realized capacities of individuals and groups and how they are
organized, including those within the organization and those who might join the organization (Boudreau &
Ramstad, 2007). It consists of those individuals who can make a difference to organizational performance, either
through their immediate contribution or in the longer term by demonstrating the highest levels of potential
(Tansley et al., 2007).
It is the primary driver of any successful company. It’s become increasingly obvious to most business owners
and executive teams that, rather than being constrained by capital, companies are typically most constrained by
talent. Corporations have learned that, depending on what your business strategy is and what challenges you may
face, at any given time you need the right talent to execute that strategy or deal with that challenge (Gebelein,
2006).
Talent is sometimes described as an elite group of people within an organization (Coleman, 2005). Talent not
only has become more important among all the factors that could influence the effectiveness of organizations in
the future (Buckingham & Vosburgh, 2001), but also remains in limited supply (Frank et al., 2004).
It is the sum of a person’s abilities, including intrinsic gifts, skills, knowledge, intelligence, attitude, drive and
the ability to learn (Cartwright, 2003).
It also incorporates the individual’s ability to learn and grow (Michaels et al., 2001). Talent is the most important
corporate resource sophisticated business people who are technologically literate, globally astute, and
operationally agile (Fishman, 1998).
2.2 Talent Management
TM indicates a move back to organizations taking more control of the career of the high potential employees
(Yarnall, 2011).
There are three stream regarding TM A first stream emphasizes the human capital, a second stream sees TM as a
process through which employers anticipate and meet their needs for human capital, and a third stream perceives
it as a means for attaining economic ends (Silzer & Dowell, 2010). TM includes the sourcing, screening,
selection, development, deployment and renewal of the workforce (Brewster et al., 2010).
TM is a tool for achieving increased profits (Becker et al., 2009). The criteria of talents are that they are valuable,
rare, and hard-to-imitate (Hughes & Rog, 2008).
The importance of TM is due to the following facts (1) employees preserve experience, (2) TM boosts progress,
(3) it is depended on individuals, (4) it is employed by individuals (Nelson & McCann, 2008).
It is the additional management processes and opportunities that are made available to people in the organization
who are considered to be talent (Blass, 2007). TM means full capitalization of valuable individuals (CIPD,
2007).
There are three trends in TM. They are (1) TM is conceptualized in terms of typical HR department practices,
functions and activities, (2) TM is defined in terms of HR planning and projecting employee needs and (3) TM is
treated as a generic entity and either focuses on high performing and high potential talent or on talent in general
(Lewis & Heckman, 2006). TM selects the suitable person in the his or her suitable job at the right time (Lewis
& Heckman, 2006).
TM refers to a continuous process of external recruitment and selection and internal development and retention.
(Knez et al., 2004).
TM can be defined as ensuring that a sufficient supply of talent is available across the organization to achieve
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competitive advantage, enhanced corporate performance, and maximizing the productivity of an organization’s
talent pool (Newhouse et al., 2004).
TM refers to the core employees and leaders that drive the business forward. They are the top achievers and the
ones inspiring others to superior performance. Talent employees represent the core competence of the
organization and comprise a small percentage of the employees (Berger & Berger, 2003).
TM represents a paradigm shift from more traditional HR related sources of competitive advantage literature
such as those that focus on organizational elites, including upper echelon literature, and strategic HRM towards
the management of talent specifically suited to today’s dynamic competitive environment (Huselid et al., 1997;
Miller et al., 1998). In this research, TM is used to describe the additional practices that are aimed at the talented
employees.
2.3 TM Dimensions
According to Heinen & O'Neill (2004), TM process includes the following dimensions:
2.3.1 TM Planning
Talent planning means optimal capitalization of an organization’s aptitudes. Thorough management must be used
to attain TM strategy, attracting, motivating and retaining talented staff (Gakovic & Yardley, 2007).
2.3.2 Recruitment
The processes of finding the recruitment strategy are (1) stating the key business objectives for the next five to
ten years, (2) determining the skills and talent necessary to accomplish the strategic goals, and (3) deciding
whether the current workforce has the skills necessary, and whether to develop them. These steps are crucial to
go through in order to understand the available resources within the organization before deciding whether to
recruit or not (Vaiman & Vance, 2008).
Recruitment means having a host of qualified candidates for a job by selecting top university graduates
(Gomez-Mejia et al., 2004).
2.3.3 Compensation and Rewards
To keep valued employees, TM compensation and rewards are highly recommended because employees value
incentives and bonus schemes. Less working hours, access to conferences and short courses are more incentive
(Richman et al., 2008).
Employees have more commitment to an organization in case of having life insurance, disability insurance and
flexible hours (Kirkland, 2009). Coetsee (2004) affirms the importance of rewards for worthy employees for
them to exert more efforts.
2.3.4 Performance Management
Performance management (PM) is a continuous process of identifying, measuring and developing the
performance of individuals and teams and aligning performance with the strategic goals of the organization
(Aguinis et al., 2012).
PM is about how to create, control and measure a culture of performance, where the system should control that
the employee does the right things, not things right. The characteristic of successful enterprises is that they
cascade their goals (Wikström & Martin, 2012).
PM has five major dimensions (1) the vision, strategies, and goals of the organization, agree with staff member’s
personal goals and objectives, (2) personnel's goals and goals of the organization agree, (3) performance
benchmarks should be based on the value proposition, (4) we must be able to determine, measure, and realize
goals which should be practical and time limited, and (5) performance should be evaluated to decide how far it
agrees with goals (Coetsee, 2004).
Revising performance is pivotal to TM as it clarifies the reward system, succession plans and staff development,
helps estimate powers of the workforce and gives feedback to the employee (DuBrin, 2005).
2.3.5 Employee Empowerment
Empowerment means delegation of authority and responsibility from managers to staff. Taking part in
management and decision making may be a sort of empowerment (DuBrin, 2010). Empowerment needs
commitment of managers to train staff and provide job requirements (Gomez-Mejia et al., 2004).
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2.3.6 Employee Engagement
Employee engagement and sense of belonging highly boosts organizational performance. They decide their role
in the organization (Kennedy & Daim, 2010).
Employee engagement is a psychological state within which an employee connects and identifies at a personal
level with their job and organization, resulting in retention and improved performance (Kock & McNamara,
2009). Employee engagement is the heightened emotional and intellectual connection that an employee has for
his/her job, organization, manager, or co-workers that, in turn, influence him/her to apply additional
discretionary effort to his/her work (Richman et al., 2008).
The engaged workers exert maximum performance, realize more retention, less absenteeism and more customer
satisfaction (Wagner, 2006).
The major requirements of employee engagement include: the job itself, opportunities, quality of life, procedures
and HR policies, the quality of the supervision, freedom of expression by employees, talent and skill utilization,
and satisfied employees know what is expected (Schaufeli & Bakker, 2002).
2.3.7 Organizational Culture
OC of an organization implies its tenets and mores (Coetsee, 2004). A positive culture helps employees stay with
the organization. Understanding corporate culture and using it as a retention strategy has become the subject of
much research (Phillips & Connell, 2003).
Managers are the living, breathing embodiment of the culture of the organization. It is important that the
messages they are sending are aligned with the overall corporate culture (Ahlrichs, 2003).
2.4 Service Quality
Quality was seen as a defensive mechanism but it is seen as a competitive weapon for emergence of new markets
as well as growing market share (Davis et al., 2003). It refers to the matching between what customers expect
and what they experience (Berry et al., 1988).
SQ is the overall assessment of a service by the customers (Eshghi et al., 2008). SQ is the difference between
customer’s expectations for the service encounter and the perceptions of the service received (Munusamy et al.,
2010).
SQ is the result of the comparison that customers make between their expectations about a service and their
perception of the way the service has been performed (Caruana, 2002).
SQ has become a popular area of academic research and has been acknowledged as an observant competitive
advantage and supporting satisfying relationships with customers (Zeithmal, 2000).
SQ is the customer perception of how does a service meets or exceeds their expectations (Czepiel, 1990). SQ is
interpreted as perceived quality which means a customer’s judgment about a service. SQ is the degree of
discrepancy between customers’ normative expectation for service and their perceptions of service performance
(Parasuraman et al., 1985).
SQ was developed as the overall evaluation of a specific service firm that results from comparing that firm’s
performance with the customer’s general expectations of how firms in that industry should perform
(Parasuraman et al., 1988).
SERVQUAL (Service Quality) which has been extensively used in assessing SQ of different service providers
including banks suggested that quality evaluations are not made solely on the outcome of a service; they also
involve evaluations of the process of service delivery. According to SERVQUAL model, SQ is defined as the gap
between customer perceptions of what happened during the service transaction and his expectations of how the
service transaction should have been performed (Parasuraman et al., 1985).
Although there has been criticism from some other researchers to SERVQUAL instrument (Johnston, 1995), yet
SERVQUAL is the instrument most utilized for its confirmatory factor analyses in most cases (Lymperopoulos et
al., 2006).
The SERVPERF model was carved out of SERVQUAL by Cronin and Taylor in 1992. SERVPERF measures SQ
by using the perceptions of customers. Cronin and Taylor argued that only perception was sufficient for
measuring SQ and therefore expectations should not be included as suggested by SERVQUAL (Baumann, 2007).
2.5 Service Quality Dimensions
The SERVQUAL model proposed a five dimensional construct of perceived SQ (1) reliability (delivering the
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promised outputs at the stated level), (2) responsiveness (providing prompt service and help to customers; the
reaction speed plays a vital role here), (3) assurance (ability of a service firm to inspire trust and confidence in
the firm through knowledge, politeness and trustworthiness of the employees), (4) empathy (willingness and
capability to give personalized attention to a customer), and (5) tangibles (appearance of a service firm’s
facilities, employees, equipment and communication materials) (Parasuramanet el al., 1988).
2.5.1 Reliability
Reliability depends on handling customers' services problems; performing services right the first time; provide
services at the promised time and maintaining error-free record (Parasuraman et al., 1988).
2.5.2 Responsiveness
Responsiveness is defined as the willingness or readiness of employees to provide service. It involves timeliness
of services (Parasuraman et al., 1985).
It is involves understanding needs and wants of the customers, convenient operating hours, individual attention
given by the staff, attention to problems and customers‟ safety in their transaction (Kumar et al., 2009).
2.5.3 Empathy
Empathy is the caring and individual attention the firm provides its customers. It involves giving customers
individual attention and employees who understand the needs of their customers and convenience business hours
(Parasuraman et al., 1985).
Empathy is giving individual attention; convenient operating hours; giving personal attention; best interest in
heart and understand customer’s specific needs (Ananth et al., 2011).
2.5.4 Assurance
Assurance as knowledge and courtesy of employees and their ability to inspire trust and confidence
(Parasuraman et al., 1985).
Assurance means the polite and friendly staff, provision of financial advice, interior comfort, eases of access to
account information and knowledgeable and experienced management team (Sadek et al., 2010).
2.5.5 Tangibility
Tangibility signifies the outlook of concrete utilities, devices, workers, and paper works (Parasuraman et al.,
1985).
Tangibility is the modern looking equipment, physical facility, employees are well dressed and materials are
visually appealing (Ananth et al., 2011).
3. Research Model
The diagram below shows that there is one independent variable TM. There is one dependent variable of the SQ.
The conceptual model can be set up as shown in the following figure.

Figure 1. Proposed comprehensive conceptual model
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The research framework suggests that TM have an impact on SQ. TM as measured consists of planning,
recruitment, compensation and rewards, performance management, employee empowerment, employee
engagement, and OC (Heinen & O’Neill, 2004). SQ is measured in terms of tangibles, reliability, responsiveness,
assurance, and empathy (Parasurman et al., 1988; and Cronin & Taylor, 1992).
4. Research Questions
The researcher found the research problem through two sources. The first source is to be found in previous
studies, and it turns out that there is a lack in the number of literature review that dealt with the analysis of the
relationship between TM and SQ at the ECB. This called for the researcher to test this relationship in the
Egyptian environment. The second source is the pilot study, which was conducted an interview with (30)
employees in the ECB in order to identify the dimensions of TM on the one hand, and SQ on the other. The
researcher found through the pilot study several indicators notably the important and vital role that could be
played by TM in improving SQ at the ECB. The attempt of this study was to answer the following questions:
Q1: What is the nature and the extent of the relationship between TM (planning) and SQ at the ECB.
Q2: What is the relationship between TM (recruitment) and SQ at the ECB?
Q3: What is the relationship between TM (compensation and rewards) and SQ at the ECB?.
Q4: What is the nature of the relationship between TM (performance management) and SQ at the ECB.
Q5: What is the extent of the relationship between TM (employee empowerment) and SQ at the ECB.
Q6: What is the nature of the relationship between TM (employee engagement) and SQ at the ECB.
Q7: What is the employees’ perception towards TM (organizational culture) and SQ at the ECB.
5. Research Hypotheses
The effective TM of staff are widely recognized as key to the effective service delivery and customer satisfaction
(Gracia et al., 2013; Osman et al., 2011; Popescu et al., 2012).
SQ is defined by the relationship between the expectations of customers and how they perceive their experience.
SQ can be measured in terms of five main dimensions namely tangibles, assurance, responsiveness, reliability
and empathy (Parasuraman et al., 1988).
Schneider et al. (1998) maintain that employees can only deliver a quality service if the organization supports
them through resources, training, management practices, and assistance.
In particular talent practices such as skills training, competence development, career development plans and
sound performance appraisal systems are key to the enhancement of SQ (Osman et al., 2011; Popescu et al.,
2012).
Other researchers also highlighted talent attraction and retention practices as an important determinant of quality
service delivery (Scott & Revis, 2008; Zheng, 2009).
From the above statement, this study attempts to test the following hypotheses:
H1: Employees’ perception of TM (planning) has no significant effect on SQ at the ECB.
H2: There is no statistically significant relationship between TM (recruitment) and SQ at the ECB.
H3: TM (compensation and rewards) does not have an impact on SQ at the ECB.
H4: Employees’ perception of TM (performance management) has no significant effect on SQ at the ECB.
H5: TM (employee empowerment) is not positively correlated with SQ at the ECB.
H6: TM (employee engagement) has no significant effect on SQ at the ECB.
H7: There is no statistically significant relationship between TM (organizational culture) and SQ at the ECB.
6. Research Methods
6.1 Population and Sample
The study subjects are employees at the ECB. The total population is 66536 employees. Determination of
respondent sample size was calculated using the formula (Daniel, 1999):
N × (Z)2 × P (1-P)
d2 (N-1) + (Z)2 × P (1-P)
The number of samples obtained by 382 employees at the ECB is presented in Table 1.
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Table 1. Distribution of the sample size
Bank Type

Number of Population

Percentage

Sample Size

General Commercial Banks

52564

79%

382X 79%

Joint Commercial Banks

11977

18%

382 X 18% = 69

Foreign Branches of Banks

1995

3%

382 X 3%

Total

66536

100%

= 302

= 11

382 X 100% = 382

Source: Central Bank of Egypt, Economic Magazine, 2012.

6.2 Method of Data Collection
The goal of this study was to examine the relationships between TM and SQ at the ECB. A survey research
method was used to collect data. The questionnaire included three questions, relating to TM, SQ, and
demographic data of employees at the ECB. The study subjects are full-time employees at the ECB. A total of
382 questionnaires were sent out. The number of effective questionnaires was 300 (78% valid questionnaire
collection rate).
Table 2. Sample distribution
Variables

Classification

Number

Percentage

General Manager

20

6.7%

Deputy General Manager

20

6.7%

Agent General Manager

20

6.7%

Deputy Manager

35

11.7%

Controller

35

11.7%

Excellent Banker

45

15.0%

Banker A

43

14.3%

Banker B

82

27.3%

Total

300

100%

Married

207

69.0%

Single

193

31.0%

Total

300

100%

Less than 30 years

122

40.7%

From 30 to 45

135

45.0%

More than 45

43

14.3%

Total

300

100%

Secondary School

165

55.0%

University Education

135

45.0%

1- Job Title

2- Marital Status

3- Age

4- Educational Level

5- Period of Experience

Total

300

100%

Less than 5 years

62

20.7%

From 5 to 10

205

68.3%

More than 10

33

11.0%

Total

300

100%

6.3 Research Variables and Methods of Measuring
This research studied the relationship between TM and SQ. The 55-item scale TM section is based on Heinen &
O'Neill (2004). There were six items measuring talent planning, eight items measuring recruitment, eleven items
measuring compensation and rewards, seven items measuring PM, five items measuring employee
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empowerment, eleven items measuring employee engagement, and seven items measuring OC.
The 25-item scale SQ section is based on Parasuramanet el al. (1988). Aspects of SQ include reliability,
responsiveness, assurance, empathy, and tangibles. The 25 statements equally divided among secondary
measures.
Responses to all items scales were anchored on a five (5) point Likert scale for each statement which ranges
from (5) “full agreement,” (4) for “agree,” (3) for “neutral,” (2) for “disagree,” and (1) for “full disagreement.”
6.4 Methods of Data Analysis and Testing Hypotheses
The researcher has employed the following methods: (1) The Alpha Correlation Coefficient (ACC), (2) Multiple
Regression Analysis (MRA), and (3) F- test and T-test.
7. Hypotheses Testing
Before testing the hypotheses and research questions, descriptive statistics were performed to find out means and
standard deviations of TM and SQ.
Table 3. The mean and standard deviations of TM and SQ
Variables

The Dimension

Mean

Standard Deviation

Talent Planning

4.0672

0.85757

Recruitment

3.9242

0.88688

Compensation and Rewards

4.0958

0.64589

Performance Management

4.1019

0.53944

Employee Empowerment

3.1320

1.35781

Employee Engagement

3.9691

0.79686

Organizational Culture

4.6167

0.39989

Total Measurement

4.0218

0.66158

Tangibles

4.3807

0.71918

Reliability

3.6680

0.99519

Responsiveness

4.1773

0.92762

Assurance

3.6933

1.00811

Empathy

4.2047

0.93771

Total Measurement

4.0248

0.6997

TM

SQ

Table 3 lists the mean, and standard deviation among variables. The mean of each variable is more than 3, and
this result indicates that the study subjects have a higher level of TM and SQ. The different facets of TM are
examined. Most respondents identified the presence of OC (M=4.61, SD=0.399). This was followed by
performance management (M=4.10, SD=0.539), compensation and rewards (M=4.09, SD=0.645), talent
planning (M=4.06, SD=0.857), employee engagement (M=3.96, SD=0.796), recruitment (M=3.92, SD=0.886)
and employee empowerment (M=3.13, SD=1.357).
The different facets of SQ are examined. Most respondents identified the presence of tangibles (M=4.38,
SD=0.719). This was followed by empathy (M=4.20, SD=0.937), responsiveness (M=4.17, SD=0.927),
assurance (M=3.69, SD=1.008) and reliability (M=3.66, SD=0.995).
7.1 Evaluating Reliability
ACC was used to evaluate the degree of internal consistency among the contents of the scale under testing. It
was decided to exclude variables that had a correlation coefficient of less than 0.30 when the acceptable limits of
ACC range from 0.60 to 0.80, in accordance with levels of reliability analysis in social sciences (Nunnally &
Bernstein, 1994).
To assess the reliability of the data, Cronbach’s alpha test was conducted. Table 4 shows the reliability results for
TM and SQ. All items had alphas above 0.60 and were therefore excellent, according to Langdridge’s (2004)
criteria.
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The 55 items of OC are reliable because the ACC is 0.9644. The 6 items of talent planning are reliable due to the
fact that the ACC is 0.8162. The recruitment, which consists of 8 items, is reliable since the ACC is 0.8605. The
11 items related to compensation and rewards are reliable as ACC is 0.8287. Furthermore, the performance
management, which consists of 7 items, is reliable due to the fact that the ACC is 0.6192. The 5 items of
employee empowerment are reliable due to the fact that the ACC is 0.9130. The employee engagement, which
consists of 11 items, is reliable since the ACC is 0.8790. The 7 items related to OC are reliable as ACC is 0.8098.
Table 4. Reliability of TM and SQ
Variables

The Dimension

Number of Statement

ACC

Talent Planning

6

0.8162

Recruitment

8

0.8605

Compensation and Rewards

11

0.8287

Performance Management

7

0.6192

Employee Empowerment

5

0.9130

Employee Engagement

11

0.8790

Organizational Culture

7

0.8098

Total Measurement

55

0.9644

Tangibles

5

0.6151

Reliability

5

0.8236

Responsiveness

5

0.8650

Assurance

5

0.8247

Empathy

5

0.8653

Total Measurement

25

0.9156

TM

SQ

The 25 items of SQ are reliable due to the fact that the ACC is 0.9156. The reliability, which consists of 5 items,
is reliable since the ACC is 0.8236 while the 5 items related to responsiveness is reliable as the ACC is 0.8650.
Furthermore, the assurance, which consists of 5 items, is reliable due to the fact that the ACC is 0.8247. The 5
items of empathy are reliable due to the fact that the ACC is 0.8653. The tangibles, which consists of 5 items, is
reliable since the ACC is 0.6151.
7.2 The Relationship between TM (Planning) and SQ
Table 5. MRA results for TM (planning) and SQ
The Variables of TM (Planning)
1.
2.
3.

TM

Beta

is vital in the strategic plan of ECB

0.259

ECB regularly analyses talent needs

0.223

ECB has a clear TM strategy

0.273






R2

R
0.303
0.158
0.743





4.

All management positions are included in a scheme of replacing jobs outlined by ECB

0.103

5.

Candidates have access to internet-based data outlined by ECB

0.335

0.767





6.

ECB TM strategy primarily sources talent from outside the organization.

0.276

0.721



0.660



Multiple Correlation Coefficients (MCC)

0.872



Determination of Coefficient (DF)

0.760



The Value of Calculated F



Degree of Freedom



The Value of Indexed F



Level of Significant

154.459
6, 293
2.80
0.01

Note. * P < .05; ** P < .01.
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According to Table 5, the regression-coefficient between TM (Planning) and SQ is R= 0.872 and R2= 0.760. This
means that the SQ can be explained by the dimensions of TM (Planning).
Because of the calculated F (154.459) more than indexed F (2.80) at the statistical significance level of 0.01, the
null hypotheses is rejected.
7.3 The Relationship between TM (Recruitment) and SQ
Table 6. The relationship between TM (recruitment) and SQ
The Variables of TM (Recruitment)
1.

Beta

ECB advertises an interesting host of benefits for employees

2.

Gabs may be revised by a meticulous audit

3.

Talents are widely selected through recruitment

0.315

R2

R





0.735

0.006

0.242



0.186

0.314





4.

Internal talents are preferred for new jobs

0.165

5.

New employees make use of induction programs

0.212

0.173

0.727





6.

ECB enjoy many talented managers for new jobs

0.585

7.

ECB has a bundle of talented managers

0.269

0.718





8.

Outstanding talents get the jobs

0.248

0.743

0.721



Multiple Correlation Coefficients (MCC)



Determination of Coefficient (DF)



The Value of Calculated F



Degree of Freedom



The Value of Indexed F

2.51



Level of Significant

0.01

0.054
0.058
0.098
0.029
0.528
0.552
0.515
0.519

0.870
0.758
113.745
8, 291

Note. * P < .05; ** P < .01.

According to Table 6, the regression-coefficient between TM (Recruitment) and SQ is R= 0.870 and R2= 0.758.
This means that the SQ can be explained by the dimensions of TM (Recruitment). Thus, the null hypothesis is
rejected because TM (Recruitment) and SQ have a statistical relationship at the significance level of 0.01.
7.4 The relationship between TM (Compensation) and SQ
Table 7. The relationship between TM (compensation) and SQ
The Variables of TM (Compensation)
1.

My salary suits my level

2.

My salary fits market requirements

3.

The remuneration package is attractive

R

0.099

0.314

0.309



0.017

4.

My wage encourages me not to leave ECB

0.143

5.

My wage suits my work

0.133

6.

Rewards urge me to do my utmost

R2

Beta

0.164


0.173



0.327
0.197



0.090
0.679



0.029
0.106
0.038
0.001
0.461

7.

In ECB, peter performance is the criterion for promotion

0.474

8.

There are incentives for good performance

0.673

0.718

0.515

9.

There are different types of rewards offered.

0.097

0.048

0.001





10. I perceive the reward system to be equitable

0.153

11. Rewards given for good performance are valuable

0.046

0.727



0.098

0.134

0.702



Multiple Correlation Coefficients (MCC)

0.844



Determination of Coefficient (DF)

0.712



The Value of Calculated F

64.882



Degree of Freedom

11, 288



The Value of Indexed F

2.18



Level of Significant

0.01

Note. * P < .05; ** P < .01.
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According to Table 7, the regression-coefficient between TM (Compensation) and SQ is R= 0.844 and R2=
0.712. This means that the SQ can be explained by the dimensions of TM (Compensation). Therefore, there is
enough empirical evidence to reject the null hypothesis.
7.5 The Relationship between TM (Performance) and SQ
Table 8. The relationship between TM (performance) and SQ
The Variables of TM (Performance)
1.

Staff members know their goals and dates

2.

My abilities are revised according to my performance

3.

I have access to my estimation

4.

My supervisor is interested in my estimation

5.

Weak estimation entails training

6.

My organization conducts performance reviews regularly

7.

R

R2

0.032

0.037

0.001

0.336

0.197

0.038

0.048

0.001

Beta

0.133
0.346

My own goals agree with business goals




0.138



0.019

0.104

0.325

0.105

0.684

0.734

0.538





0.373

0.392



Multiple Correlation Coefficients (MCC)



Determination of Coefficient (DF)

0.641



The Value of Calculated F

74.340



Degree of Freedom

7, 292



The Value of Indexed F

2.63



Level of Significant

0.01

0.153

0.800

Note. * P < .05; ** P < .01.

According to Table 8, the regression-coefficient between TM (Performance) and SQ is R= 0.800 and R2= 0.641.
This means that the SQ can be explained by the dimensions of TM (Performance). Thus, the null hypothesis is
rejected because TM (Performance) and SQ have a statistical relationship at the significance level of 0.01.
7.6 The Relationship between TM (Empowerment) and SQ
Table 9. MRA results for TM (empowerment) and SQ
The Variables of TM (Empowerment)
1.
2.
3.
4.
5.

I take part in my performance objectives
My manager takes part in specifying tasks

R

0.395

0.495

0.092

My manager gives me authority of decision making in my job
My manager gives my authority to devise new ideas

0.305
0.624

My tasks need the spirit of responsibility

R2

Beta



0.207

0.582
0.474
0.752
0.599








Multiple Correlation Coefficients (MCC)



Determination of Coefficient (DF)

0.591



The Value of Calculated F

84.812



Degree of Freedom

5, 294



The Value of Indexed F

3.01



Level of Significant

0.01

0.245
0.338
0.224
0.565
0.358

0.768

Note. * P < .05; ** P < .01.

According to Table 9, the regression-coefficient between TM (Empowerment) and SQ is R= 0.768 and R2= 0.591.
This means that the SQ can be explained by the dimensions of TM (Empowerment). Because of the calculated F
(38.038) more than indexed F (3.01) at the statistical significance level of 0.01, the null hypotheses is rejected.
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7.7 The Relationship between TM (Engagement) and SQ
Table 10. The relationship between TM (engagement) and SQ
The Variables of TM (Engagement)
1.

I enjoy my job

2.

My job schedule is flexible enough to attain other career-related tasks

3.

Beta

R

R2

0.004

0.197

0.038

0.134

0.048

0.001

I enjoy a friendly job climate

0.056

0.138

0.019

4.

I relate very well with my manager

0.166

0.733

0.537

5.

My manager values my contribution

0.101

0.713

0.508

6.

My skills are beneficial for many tasks in my bank

0.402

0.743

0.552

0.721

0.519

0.748

0.559

7.

ECB has clear goals to which I am committed

8.

0.270

My job gives me satisfaction

9.

0.304

My job is secure at ECB

0.291

10. My planned career progression is achievable at ECB
11. There is equal opportunity for promotion at ECB





0.744

0.553

0.098

0.352

0.123

0.010

0.195

0.038



Multiple Correlation Coefficients (MCC)



Determination of Coefficient (DF)

0.780



The Value of Calculated F

92.836



Degree of Freedom

11, 288



The Value of Indexed F

2.18



Level of Significant

0.01

0.883

Note. * P < .05; ** P < .01.

According to Table 10, the regression-coefficient between TM (Engagement) and SQ is R= 0.883 and R2= 0.780.
This means that the SQ can be explained by the dimensions of TM (Engagement).
Thus, the null hypothesis is rejected because TM (Engagement) and SQ have a statistical relationship at the
significance level of 0.01.
7.8 The Relationship between TM (Cultural) and SQ
Table 11. The relationship between TM (cultural) and SQ
The Variables of TM (Cultural)
1.

I fully understand the OC of ECB and apply that as a guide in my job

2.

Management communicates and lives the OC at ECB

3.

ECB helps creativeness thanks to its culture

Beta

R

R2

0.005

0.050

0.001

0.251

0.264

0.069

0.113

0.017

0.001

0.340

0.115

0.533



4.

We do our utmost to avoid errors

5.

Customers are satisfied thanks to ECB interactive culture

0.170

0.179

0.032

6.

ECB employees are social interactive thanks to its culture

0.162

0.182

0.033

7.

Services are better thanks to ECB culture

0.106

0.132

0.017



Multiple Correlation Coefficients (MCC)



Determination of Coefficient (DF)

0.204



The Value of Calculated F

10.661



Degree of Freedom

7, 292



The Value of Indexed F

2.63



Level of Significant

0.01

0.451

Note. * P < .05; ** P < .01.
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According to Table 11, the regression-coefficient between TM (Cultural) and SQ is R= 0.451 and R2= 0.204.
This means that the SQ can be explained by the dimensions of TM (Cultural). Therefore, there is enough
empirical evidence to reject the null hypothesis.
8. Research Findings
Our findings support the view that the dimensions of TM (planning, recruitment, compensation and rewards,
performance management, employee empowerment, employee engagement, and OC) were positively related
with SQ.
The results support the view that TM significantly and positively influences SQ. This is consistent with the
finding that the employees who believed their banks had TM were high SQ. The findings reveal that the TM was
positively related with SQ. Overall findings from this study suggested that TM does affect SQ. Hence
management should encourage an innovative supportive culture and conduct self evaluation exercises for each
business unit so that shortcomings in customer service are addressed and mistakes are rectified.
Our findings support the view that more TM are more effective in achieving SQ. High TM will be more likely to
achieve high profit. The results are important to enable bank managers to have a better understanding of
customers’ perception of SQ of banking and consequently of how to improve their satisfaction with respect to
aspects of SQ. Owing to the increasing competition in banking, customer service is an important part and bank
managers should be rethinking how to improve customer satisfaction with respect to SQ.
This result is consistent with a study by Gracia et al. (2013), which concluded that the TM significantly
associated with SQ. Another study carried out by Osman et al. (2011), concluded that the TM directly affects the
SQ. There is also another study carried out by Popescu et al. (2012) and concluded that the TM is positively
correlated with SQ. Another study carried by Schneider et al. (1998); Scott and Revis (2008); Zheng (2009)
found that there is a positive relationship between TM and SQ.
9. Recommendations
This study revealed that TM has become pivotal to the profit organization. ECB should take to cognizance the
issue of TM. TM is an issue of import to modern management and government especially in developing nations.
ECB should train and retrain their work force to develop needed talent in the staff. The correlation between
profitability and TM cannot be overemphasized. It was therefore recommended that:


TM should be used for all categories of staff within the ECB that have special talent.



ECB should separate their TM scheme and the total HRM style of the bank.



TM should be result oriented and not another HRM style without result in focus.



The government in the developing nations, especially, should take the issue of TM very seriously in their
economics policy from time to time; a pure capitalist economy must be practiced with caution.



Every bank needs to align their TM system to their specific business requirements. There is no one way to
do TM.



When considering the right TM system for your bank, you first need to decide which perspective is most
relevant to your business goals. It is then important to look at the most relevant dimensions to help shape the
way you define, develop and structure your TM system.



Designing and implementing a TM system can be shaped by the dimensions. All the case study banks could
be mapped against these dimensions demonstrating that they are common to all TM systems.



TM requires a talent culture to be developed so that talent conversations become acceptable throughout the
bank and individuals are encouraged to expand their networks.



TM systems can complement diversity initiatives by ensuring equality of opportunity to enter the talent pool
and transparency over selection criteria.



When designing appropriate routes for developing talent within your bank, it is important to consider the
prevailing culture within your bank and the appetite for risk.



TM is important to achieve alignment with the organization’s strategic objectives.



It is important that any TM system is integrated across all aspects of HRM. There are clear
inter-dependencies between TM and recruitment, development, retention and succession planning practices.



TM strategy must be taken seriously into account. ECB
strategy to employees. ECB should have succession plan
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The bank should detect skills and decide if they agree with the business strategy. Besides, TM develops
career planning. It should be integrating with HRM.

10. Research Implications
10.1 Academic Implications
Literature reviews of TM bring up the fact that there is no agreed upon explanation of what TM is. There is a
disturbing lack of clarity regarding the definition, scope and overall goals of TM. There are recurring ideas
concerning the meaning of TM. The first defines TM as a collection of typical HR department practices. The
second idea is about talent pools, and how to ensure an adequate flow of employees into jobs throughout the
organization. The third views TM and talent as a generic good and resource, which can be managed to high
performance (Lewis & Heckman, 2006).
TM practices have a statistically higher significant impact on company attractiveness, the achievement of goals,
customer satisfaction and corporate profit. Companies that adopt TM strategies which focus on succession
planning enjoy a higher corporate profit and a higher trust and performance motivation, which they suggest
could be an effect of talents being able to know their future career to a higher extent and seeing the integrity of
the leaders. TM strategies focusing on the development of talents lead to an increased attractiveness of the
employer, since talents usually want to know their career path possibilities, their opportunities for development
and to have challenging assignments (Bethke-Langenegger et al., 2011).
TM is the activities and processes that involve the systematic identification of key positions which differentially
contribute to the organization’s sustainable competitive advantage, the development of a talent pool of high
potential and high performing incumbents to fill these roles, and the development of a differentiated HR
architecture to facilitate filling these positions with competent incumbents and to ensure their continued
commitment to the organization (Collings & Mellahi, 2009).
Organizations need to understand the costs and benefits of TM choices. The main risks for TM is to have a
mismatch between the supply and demand of employees and their skills, and furthermore to risk talent
development investments when failing to retain the employees. These risks stand in the way of making money
through the business (Cappelli, 2008).
10.2 Practical Implications
Organizations that enjoy the highest economic performance consistently outperform their peers in three areas:
TM, PM and rewards, and leadership development. These organizations use incentives to engage their managers
in employee development, define talent more broadly and nurture their emerging potentials as well as attract
internationals (Boston Consulting Group, 2007; 2008).
The organizations that excel at TM have implemented a system that is internally consistent and reinforce the
practices they use to attract, select, develop, evaluate and retain talent; moreover, they align these practices with
their business strategy, corporate culture and long term goals. TM system in place has many owners in the
organization: the CEO, the managers at every level and the HR department (Beechler & Woodward, 2009).
The managerial implications of TM processes can be utilized to enhance positive employee related outcomes,
such as engagement and organizational commitment.
The HR as a function had gained more respect from the employees by having a systemic and professional
process for conducting HR development in the organization. There are some risks related to the TM process,
such as raising false expectations about career progression and increased internal competition. These are just
some of the possible negative outcomes of “the war for talent” as asserted by Mellahi and Collings (2010).
11. Limitations and Further Research
The present research has certain limitations. First, the primary limitation is the scope and size of its sample.
Second, the results from ECB might have been obtained if the study had included other banks
The paper should aid future research in the area of TM through (1) helping researchers to clarify the conceptual
boundaries of TM, (2) providing a theoretical framework that could help researchers in framing their research
efforts in the area, and (3) it aids managers in engaging with some of the issues they face with regard to TM.
This study opens the door for further research; (1) the strategies for successful implementation of TM could be
used, (2) the relationship between employee engagement and OC should be tested, and (3) Can we plan the
career of an employee through the TM? These areas are different in perspectives with very less or no research
performed comparing the both. Therefore, a model from this perspective could be a better research opportunity.
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12. Conclusion
The study aimed at investigating the relationships between TM and SQ at the ECB. TM haves a significant
impact on SQ.
TM remains relatively poorly defined and lacking in theoretical underpinning. The literature suggests that from a
theoretical point of view, the area of TM is in its infancy and a significant degree of theoretical advancement is
required. The contribution of this paper is two fold; to develop a clear and concise definition of TM, and propose
a theoretical model of strategic TM.
The literature review investigated the way TM may be used to improve TM administration in an organization. A
thorough plan process is a most for TM. Staff members must be cognizant of communication plans and the
direction of the bank. Staff members must enjoy higher optimism and morale. TM must rely on talent planning
and communication.
Selection must be comprehensive impartial to make good use of talents. Encouraging the talented employees
needs developmental training and empowerment. Compensation and rewards should be optimally designed to
attain pay incentives and indirect compensation/benefits, including flexible hours, family schemes etc.
PM measures achievement of the bank objectives. Employees liked the ECB appraisal system. Employee
engagement and OC disclosed the fact that OC needed more improvement. The bank called for innovation and
self evaluation.
Talents are not only confined within the organizations, they are also found outside the organization. These
talented workforces have got their own career plan which the organization should realize.
If the proper talents are not arranged nor managed, any development task could face obstacles which may
increase cost and time for the organization. TM should be viewed differently with better emphasis in the
organizations- like software development companies, engineering firms, biotechnology related organizationswhere talents play a vital role. If compared in pragmatically and dynamical aspects, the classical role of the
HRM is far less than the TM.
Merging both the career planning of an individual talented employee with the TM system of an organization
could result in a better stimulus for that organization. Interestingly, all the people working in the organization
may expect equal treatment as laid out by the organization itself. However, it would be a great challenge for the
present HR departments to make reasons for special treatments of those “talents” under the same roof, along
with the others–some of whom may have already worked for a longer time than the newly hired talented
employee.
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