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Abstract 
Background: The majority of researchers, believe that quality management is the aspect 

of strategy, a method strategically formed to gain competitive advantage. 
Quality must however, be managed in the sense that it fits the organization. 
Besides, organizations must also develop strategies to continuously improve 
and measure quality work. Historically, the view on quality has moved from 
an end-product focus in manufacturing organizations, to becoming a more 
holistic approach, incorporating all aspects of an organization. Today, there 
is no clear framework for how quality should be implemented in the most 
suitable way. However, strategic tools such as, TQM, Kaizen and Lean-
production are used as means to achieve quality. 

Purpose:  The purpose of this study is to investigate how quality is managed and measured at an op-
erational level at the corporate market department at Nordea, Jönköping.   

Method: The research method used for the conduction of this study is a case study.  
The aim of the case study is to give an intensive description of how man-
agement work with quality at the corporate market department at Nordea, 
Jönköping. Thus, our sample is intrinsically bouned. Methods used for data 
collection, were two types of interviews with the corporate market depart-
ment manager, and a questionnaire to the co-workers. The results have 
been analysed with the help of descriptive statistics.  

Conclusion: Through interviews, we have found that a qualified criteria for quality is 
when the right product is provided to the right customer by the high skilled 
employee, in order to achieve customer satisfaction. Quality work per-
meates the whole office and it could be captured in two strategies: proactive 
and reactive. The former deals with the internal routine of work, more specif-
ically; the Lean-meetings, coach-meetings, team work and quality measure-
ment parameters, whereas the latter regards their continuous work with cus-
tomer relations. Furthermore, identified tools at the corporate market de-
partment at Nordea, Jönköping are; Lean-production, coach-meetings, ESI 
and CSI. These are well known by the co-workers, however, what can be 
further discussed is the implementation and fit of the tools with the organi-
zation.  
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Sammanfattning 
Bakgrund: Majoriteten av forskare tror att kvalitetsstyrning är en essentiell aspekt inom 

strategi för att uppnå konkurrensfördelar. Vidare måste kvalitet inte bara 
styras och implementeras på rätt sätt utan företag måste även utveckla stra-
tegier för att kontinuerligt förbättra samt mäta kvalitet. Historiskt sett, har 
fokus på vad kvalitet är förflyttat sig från slut produkten i tillverkningsindu-
strin till ett mer helhetskoncept som inkluderar alla delar av företag. Idag 
finns inget fast ramverk för hur kvalitets styrning skall implementeras på 
bästa sätt, dock kan TQM, Kaizen och Lean-produktion ses som hjälpmedel 
för att uppnå kvalitet.  

Syfte:  Syftet med studien är att undersöka kvalitetsstyrning på en operationell nivå samt att se 
hur kvalitetsförbättringar mäts på företagsavdelningen på Nordea i Jönköping.  

Metod: Den forskningsmetod som använts för den här studien är en fallstudie. Må-
let med studien var att ge en djupgående deskription av kvalitetsstyrningen 
på Nordeas företagsavdelning i Jönköping. Därför är vår målgrupp bunden 
till en specifik grupp. Metoder som användes var två olika intervjutyper med 
företagsavdelningschefen, samt en enkät till medarbetarna. Resultaten var 
senare sammanställda med hjälp av deskriptiv statistik. 

Slutsats: Från vår studie kan slutsatsen dras att ett kvalifiserat kriterium för kvalitet 
på Nordea Jönköpings företagsavdelning är, när den kompetenta medarbe-
taren erbjuder den rätta produkten till rätt kund för att uppnå kundnöjdhet. 
Kvalitetsarbetet genomsyrar hela organisationen och på företagsavdelningen 
kan man identifiera att de jobbar med kvalitetstyrning från två strategier; 
proaktiv och reaktiv. Proaktiva strategier berör interna arbetssätt, närmare 
bestämt; Lean-möten, Coach-samtal och kvalitetsmätnings parametrar. Re-
aktiva strategier är deras arbete för att få konkurrensfördel och stärka kund 
relationerna. Kvalitetsmätningsinstrumenten som är identifierade i arbetet 
på företagsavdelningen på Nordea Jönköping är: Lean-produktion, coach-
samtal, ESI och CSI. Dessa är vedertagna av medarbetarna men vad som 
kan diskuteras är dock hur implementeringen av dessa verktyg är anpassad 
till organisationen.  
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1 Introduction 
 

This chapter is an introduction to the concept of quality. Firstly, a background will introduce the concept of 
quality and the evolution of the concept. The background consists of two parts, a conceptual and a practical 
part. The former, is a presentation of definitions and concepts within quality, whereas the latter is a brief 
overview of Nordea. Secondly, a problem discussion follows and consequently, the purpose of the study is pre-
sented.  

 

1.1 Background 

The majority of the researchers within management, believe that quality management is the 
aspect of strategy, that permeates every aspect of the organizations´ management (Huq & 
Stolen, 1996). The purpose of conforming quality management, is to gain competitive ad-
vantage (Huq & Stolen, 1996). Yet, quality as a concept is not a new phenomenon (Saraph, 
Benson & Schroeder, 1989). What is new is that the view on the concept has changed 
(Saraph et al., 1989). Saraph et al. (1989), explain this transition by arguing that formerly, 
quality was associated with the end product. Now quality is interpreted as a more holistic 
organizational concept that includes all aspects of an organization (Saraph et al., 1989).  

The shape of quality took a more holistic view after the Second World War, as efforts were 
taken to rebuild and enhance the Japanese industry (Hoyer & Hoyer, 2001). At this point, 
the foundation of the umbrella concepts Kaizen and Total Quality Management (TQM) 
were laid. Consequently, quality management became a people system where worker in-
volvement and continuous improvement became vital aspects for success (Huq & Stolen, 
1996). Several attempts have been made to define and identify the building blocks of qual-
ity management and the critical factors of the concept (Rönnbäck & Witell, 2008). 

The word quality is derived from the Latin “qualitas” and means; property, character and 
nature (Bergman & Klefsjö, 2007). The word, was according to Bergman and Klefsjö 

(2007), initially used by the roman politician Cicero (106-43 B.C.). There are still separate 

opinions of how the concept should be interpreted (Black & Porter, 1996). Yet, there are 
recognized researchers within management, also known as gurus, that have given their 
definitions of quality. Some of the well known gurus are; Joseph M. Juran, Edward W. 
Deming, Philip B. Crosby and Kaoru Ishikawa (Black & Porter, 1996).  
 
Juran (1988) claims, that a practical definition of quality is not possible. Also, to justify 
quality in terms of customer satisfaction and specification, would not give a holistic picture 
(cited in Hoyer & Hoyer, 2001). Instead, Juran (1988) argues that “fitness for use” is a 
more justified definition to the matter (cited in Hoyer & Hoyer, 2001) Here, “use” is asso-
ciated with customers‟ requirements whereas “fitness” refers to the conformance of the 
measurable product characteristics (Juran, 1988; cited in Hoyer & Hoyer, 2001). Deming 
(1988), on the other hand, defines quality as a multidimensional concept that must be de-
fined comprehensively, and in terms of customer satisfaction. Ishikawa (1985) agrees with 
Deming and argues that quality must be defined comprehensively (cited in Hoyer & Hoyer, 
2001). In addition, Ishikawa (1985) highlights that quality is equivalent to customer satisfac-
tion, as well as the importance of focusing on every facet of the organization, and not only 
on the end product. Furthermore, since consumers needs and requirements change, quality 
must be beheld as a continuously changing process (cited in Hoyer & Hoyer, 2001). Finally, 
Crosby (1988) highlights the importance of defining quality in order to be able to manage 
and understand it. Thus, quality needs to be conformed to the requirements. Nevertheless, 
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the requirements should not only focus on the attributes of the end product (Crosby, 
1988).   
 
TQM has evolved from the works of the gurus (Huq & Stolen, 1996). It has however, no 
direct associations to the gurus (Huq & Stolen, 1996). As a strategic instrument, TQM is 
implemented by many companies (Thomsen, Lund & Knudsen, 1994). The concept can be 
evaluated as a multi-dimentional construct that is shaped by four dimentions, customer satis-
faction, continuous improvments, the organization as a total system, and employee fulfilment (Tena, Llu-
sar & Puig, 2001). Furthermore, TQM can be classified as a more theory based tool with 
no easily assessable instruments to measure it at the operational level (Black & Porter, 
1996). Powell (1995) argues that some aspects of TQM could be applied on non-
manufacturing organizations such as service organizations and non-profit organizations.  
 
Quality management can be seen as a management philosophy characterized by its principles, 
practices and techniques (Rönnbäck & Witell, 2008). TQM‟s primary focus, on the other hand, 
is on the hands and minds that of those that employ the tools, rather than the tools them-
selves (Huq & Stolen, 1996).  
 
According to Rönnbäck and Witell (2008), research regarding quality within service indus-
try is sparse, compared to research within manufacturing industry. Following Rönnbäck 
and Witell‟s (2008) recommendation, this study focuses on the concept of quality in a rela-
tionship with service organizations. To be more specific, focus is paid on quality of the ser-
vices produced by the banking sector.  
 

1.2 Nordea- an Overview  

The study that occupies the following pages will exclusively focus on the management 
practices of quality at the corporate market department at Nordea, Jönköping. Nordea, 
Jönköping operates under the Nordic banking division. The corporate market department 
works with two types of customer segments; small- and medium sized firms. In total, there 
are 16 co-workers at the department (A. Hedenborn, personal communication, 2009-09-
30). 

In brief, Nordea Group is one of the leading bank groups in the Nordic and Baltic Sea 
area. They have around 10 million customers with more than 1,400 branches (Nordea 
Group Public, 2009). Nordea‟s vision is “making it possible” and their mission statement is 
“to be the leading Nordic bank, acknowledged for its people, creating superior value for customers and 
shareholders.” (Nordea Group Public, 2009)  

The values of Nordea can be summarised in three corner stones; great customer experi-
ence, it is all about people and one Nordea team. In addition, the corner stones can also be 
underlined by their statement: “While products and services can easily be copied, people are what ulti-
mately distinguish us from our competitors. Consequently, our people are the factor that will move Nordea 
from good to great” (Nordea Group Public, 2008).   
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1.3 Problem  

Nowadays, organizations are convinced of the strategic benefits of quality (Phillips, Chang 
& Buzzell, 1983 cited in Bolton & Drew, 1991). Also, organizations want to maintain their 
position with other organizations in their market, in order to stay ahead of the competition 
(Rao, Ragu-Nathan & Solis, 1997) This is a reason why organizations work with quality as-
surances, such as ISO 9000 (Rao et, al, 1997). Consequently, this enforces the banking 

management to improve their quality in agreement with standards of the market.  

 
One way to achieve quality goals, is by using TQM as a technique. The aim of the TQM 
system is according to Hellsten and Klefsjö (2000), to increase external and internal cus-
tomer satisfaction with a reduced amount of resources. Many supporters praise TQM, 
while others have identified significant costs and implementation obstacles (Powell, 1996). 
Schaffer and Thomson (1992) criticize TQM due to the retaining costs it entails, the inor-
dinate amounts of management time it consumes, and for the increased paperwork and 
formality.  

Furthermore, the difficulty with implementing TQM is also recognized by Black and Porter 
(1996). They claim that firms could benefit from a more easily administrated tool. A tool 
based on a set of criteria with benchmark scores to facilitate comparison (Black & Porter, 
1996). Although, there is are many types of instructive formula for how management of 
quality should be formed (see chapter 4), there is little written about management practices, 
especially within banks that operates locally. 

From daily updates of several media channels it can be seen that the banking sector of 
Sweden has lately experienced an increased competition due to international banks and 
credit institutions entering the market. The major Swedish banks start to work with quality 
in order to improve competitiveness. Since Nordea claim that they work with continuous 
quality improvement it is of interest to investigate and find out the underlying factors for 
the application of quality management. Thus, our research questions are; 

 How does Nordea work with quality improvements? 

 How is quality measured  at the corporate market department at Nordea, 
Jönköping? 
 

1.4 Purpose 

The purpose of this study is to investigate how quality is managed and measured at an op-
erational level at the corporate market department at Nordea, Jönköping.   

 

1.5 Delimitations 

The study aims to give an intensive description of how management at corporate market Nor-
dea work with quality at an operational level. Due to the fact that this is a case study, it 
does not give an overview or a generalizable result for the overall Nordea Group. It is lim-
ited to the corporate market department at Nordea in Jönköping, and their internal work 
towards continuous quality improvements. Also, the study is not aimed to measure the re-
sult of the quality work. Since focus of this study is paid on the corporate market depart-
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ment at Nordea, Jönköping, for simplicity in the following pages of this paper, the corpo-
rate market department at Nordea, Jönköping will be referred to as Nordea. 

 

1.6 Definitions  

Quality - “Is an elusive and indistinct construct. Often mistaken for imprecise adjectives like goodness, 
luxury shininess or weight...” (Crosby, 1979 p. 41 cited in Parasuraman, Zeithaml & Berry, 
1985). 

 
Quality Management - A management practice that has evolved from many existing 
practices and improvement processes. The aim for the practice is to establish a quality fo-
cus that permeates the entire organization and satisfies customer demands. (Encyclopaedia 
of Business and Finance, 2001) 
 
Total Quality Management (TQM) – Is a management philosophy aiming to help or-
ganizations to become more efficient. It is a mix of ideas and practices within many man-
agement areas such as; customer satisfaction, systematic measurement, continuous im-
provement and team-based organization. (Encyclopaedia of Leadership, 2004) 
 
Kaizen - Kaizen means improvement. Applying Kaizen in an organization means that the or-
ganization conforms to continuous improvements (Imai, 1986).    

Lean-production - Is a management theory with its origins from Japanese manufacturing 
in the 1950‟s. The fundamental idea of Lean is to create value by excluding Muda (waste in 
Japanese) which means doing more with less. (Womack & Jones, 2003) 
 
Service - A service can be defined as an intangible, heterogenic and inseparable good that is hard 
to count, measure and test. Therefore it is hard to define and measure service quality in a 
simple manner. (Parasuraman et al., 1985) 
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Introduction 

Frame of Reference 

Research Method 

Empirical Findings 

Analysis 

Conclusion 

1.7 Disposition 

This chapter is an introduction to the concept of quality. 
Firstly, a background will introduce the concept of quality and 
the evolution of the concept. The background consists of two 
parts, a conceptual and a practical part. The former is a pres-
entation of concepts within quality whereas the latter is a brief 
overview of Nordea. Secondly, a problem discussion follows, 
and consequently, the purpose of the study is presented.   

This chapter serves two purposes. Firstly, it will provide the 
reader with an understanding of previous research done with-
in the topic of quality management, with an emphasis on 
TQM. Secondly, concepts within quality management that or-
ganizations practice in order to achieve total quality, is pre-
sented.  

This chapter covers the research method used for this study, a 
case study. Firstly, it gives a presentation of the foundation for 
the choice of method to the study. Consequently, the presen-
tation is followed by an description of the methods used for 
data collection. Finally, the strengths and limitations of the 
methods chosen is discussed.  
 
In this section the empirical findings are presented both ver-
bally and graphically. The information is derived from the in-
formal meeting, semi-structured interview and questionnaire. 
The results are presented according to the themes of the both 
methods. 

 

In this chapter, theory is applied to the empirical findings 
from the semi-structured interview and the questionnaire. 

 
 
 

The purpose of this study is to investigate how quality is man-
aged and measured at an operational level at the corporate 
market department at Nordea, Jönköping.  This chapter at-
tempts to answer our research questions. By reflecting the 
analysis of the empirical findings, a conclusion will be drawn 
in order to fulfil the purpose of the study.   
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2 Frame of Reference 
 

This chapter serves two purposes. Firstly, it will provide the reader with an understanding of previous re-
search done within the topic of quality management, with an emphasis on TQM. Secondly, concepts within 
quality management that organizations practice in order to achieve total quality is presented.  

2.1 Choice of Theory  

The theoretical framework is compiled for the understanding of the concept of quality and 
its practical aspects. The chapter consists of two parts. Firstly, a literature review is com-
piled with the purpose to provide us with an understanding of the magnitude of research 
done within the topic. Yet, the literature review highlights research mainly regarding TQM 
as well as quality management, to a certain extent.  

Also, the concepts of Kaizen and Lean-production are presented, since they are incorpo-
rated in the quality work at Nordea. Thus, in order to be able to investigate the quality 
work at Nordea it is of importance to grasp the concepts of Lean and Kaizen. All the men-
tioned concepts are needed for the understanding of principles, procedures and rules of 
applying TQM.  

2.2 Literature Review of TQM 

Extensive research has been done within the topic of quality management (Rönnbäck & 
Witell, 2008). The research is however, mostly conducted within manufacturing industries 
(Rönnbäck & Witell, 2008). Also, studies and research done within the topic are mostly 
based upon case studies, anecdotal evidence and the prescriptions of the leading gurus 
(Black & Porter, 1996). Furthermore, Dean and Bowen (1994) argue, that despite endless 
articles in the business and trade press, total quality remains a hazy and ambiguous concept. 
Consequently, due to this ambiguity, total quality is by some seen, as an extension of scien-
tific management (Dean & Bowen, 1994). Others however, view total quality as a new pa-
radigm for management (Dean & Bowen, 1994). 

Dean and Bowen (1994) conducted a theory- developing study that compared total quality 
and management theory. Consequently, Dean and Bowen (1994), through their study, sug-
gested directions for theory development within total quality since there is sparse research 
done within the topic.  

Huq and Stolen (1996), has performed an empirical study, based on 19 dimensions of 
TQM, where it is hypothesized that TQM should be selectively employed in the manufac-
turing business and the service operations in order to turn TQM into a powerful instru-
ment of continuous improvement. Huq and Stolen (1996), came up with the result that 
there exist important differences in the way TQM is implemented in the manufacturing and 
the service industries. Yet, Huq and Stolen (1996), argue that TQM is generic and will apply 
equally in service organizations as well as in manufacturing organizations. Prajago (2005) is 
of the same opinion as Huq and Stolen (1996) in regards of  TQM being equally applicable 
to both service and manufacturing industries. Nevertheless, Prajago (2005) points out that 
service management is slightly different from manufacturing management. 

Woon (2000), on the other hand, made a study regarding the implementation of TQM be-
tween service and manufacturing industry. In the study, Woon (2000) found that service 
companies showed a lower level of TQM implementation than manufacturing companies 
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did. The difference was shown in elements such as information analysis, process manage-
ment and quality performance. There was however, no significant difference in terms of 
leadership, human resources and customer focus (Woon, 2000). Beamount, Sohal and Ter-
ziovski (1997) made a study among 261 manufacturing firms and 85 service firms. The 
study indicated that service firms use fewer quality management tools, especially in statis-
tical process control (Beamount et al., 1997). 

Rönnbäck and Witell (2008), also treat the relationship between the service and manufac-
turing industry. In a literature review between quality management and business perfor-
mance, Rönnbäck and Witell (2008) compare service and manufacturing organizations. In 
the study, it is found that there are inconsistencies in supplier relationships, leadership commit-
ment and customer orientation when comparing service and manufacturing organizations 
(Rönnbäck & Witell, 2008). 

In regards of TQM, several researchers have tried to give their definition to the concept as 
well as to point out critical factors that are crucial for the success of teams. Powell (1995) 
examines TQM as a potential source for competitive advantage and reviews existing empir-
ical evidence on the subject. Powell (1995) found that certain tacit, behavioral, imperfectly imita-
ble features such as open culture, employee empowerment, and executive commitment, can 
produce advantage.  

Saraph et al. (1989) conducted an empirical study by using questionnaires to find out criti-
cal factors. In the study Saraph et al. (1989) have identified eight critical factors (see table 2-
1) of quality management that decision makers could use to assess the status of quality 
management in order to make improvements in the quality area. Black and Porter (1996) 
also made an empirical study in order to define the critical factors of TQM that will lead 
improved quality work. Black and Porter (1996) argue that the current models for quality 
management such as; the Malcolm Baldrige National Quality Award, the Deming Prize 
Award, are not constructed or validated by empirical means. Black and Porter (1996) there-
fore aimed to define critical factors to success that was empirically found and validated. 
This resulted in that, by using well established techniques, ten critical factors were identi-
fied (see table 2-1) that proved to be valid and reliable and could be used as an instrument 
for quality improvement (Black & Porter, 1996).  

As previously discussed, sparse research is done within quality management in the service 
industry (Rönnbäck & Witell, 2008). According to Powell (1995) the quality principle might 
have a different role in a manufacturing organization in comparison to a service organiza-
tion. Huq and Stolen (1996) argues that there are three main differences between service 
industries and manufacturing industries. Firstly, since customers are a part of the service 
the employees must have a greater individual judgment (Huq & Stolen, 1996). Secondly, 
achieving the same level of quality is more difficult in service industries since the service is 
connected to the employee (Huq & Stolen, 1996). Finally, services are, due to their intangi-
bility hard to measure (Huq & Stolen, 1996).   

Parasuraman et al. (1985), states three well documented characteristics of services; intangibil-
ity, heterogeneity and inseparability and these must be acknowledged in order to fully under-
stand the quality of services. The reason for this is that we cannot understand service quali-
ty by just having knowledge about quality of goods. As a consequence, assuring quality is a 
difficult task since most services cannot be counted, measured, inventoried, tested and veri-
fied in advance of sale. (Parasuraman et al., 1985) 
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2.3 Quality According to The Quality Gurus 

“There are as many definitions of quality as there are people defining it, and there is no 
agreement on what quality is or should be.”   

 (Imai, 1986 p. 8) 

There are several well-known researchers within the topic of quality management, also rec-
ognized as quality gurus. All of the gurus have given their specific definition to the concept 
of quality. Four of them will in this chapter be further presented; Joseph M. Juran, W Ed-
ward Deming, Philip B. Crosby and Kaoru Ishikawa. (Black & Porter, 1996) 
 
Juran (1988) defines quality by the definition “fitness for use”. By this customer related 
definition, Juran claims that quality is the essential property of products and that high qual-
ity products are those that meet customer needs. Juran means that use is associated with 
customers‟ requirements, while fitness refers to the conformance of the measurable prod-
uct characteristics. A practical definition of quality is, according to Juran, probably not pos-
sible; meaning that justifying quality in terms of customer satisfaction and specification 
would not give a holistic picture. (cited in Hoyer & Hoyer, 2001) 
 
Deming (1988), on the other hand, claims that quality must be defined in terms of cus-
tomer satisfaction. Since customers have changing needs and requirements, quality is dy-
namic. Therefore, Deming argues that quality must be defined comprehensively and viewed 
as a multidimensional concept. Furthermore, Deming argues that there exist different de-
grees of quality. (cited in Hoyer & Hoyer, 2001) 
 
Crosby (1979) claims that quality has to be conformed to the requirements of the custom-
ers (cited in Hoyer & Hoyer, 2001). These requirements should not only focus on measur-
ing quality in terms of goodness, luxury, shininess, or weight (Hoyer & Hoyer, 2001). Fur-
thermore, Crosby(1988) points out the importance of manager‟s active participation in the 
quality work. In conclusion, Crosby (1979) claims that there exist only two levels of quality; 
acceptable and un-acceptable (cited in Hoyer & Hoyer, 2001). 
 

The last presented quality guru is Ishikawa. Ishikawa (1985), as well as Deming (1988), ar-

gues that quality must be defined comprehensively. By this, Deming (1988) and Ishikawa 
(1985) mean, that one should focus on every aspect of the organization, and that it is not 
enough to focus on the quality of the product. Ishikawa (1985) as well as Deming (1988) 
believe that quality is equivalent to customer satisfaction. Thus, Ishikawa (1985) argues 
that, a product cannot gain customer satisfaction if it is overpriced. Consequently, since 
consumers needs and requirements change, quality must be viewed as a continuously 
changing process. (cited in Hoyer & Hoyer, 2001) 
 

2.4 Quality Management 

There have been many attempts over the years to identify and define the building blocks of 
quality management (Rönnbäck & Witell, 2008).  Rönnbäck and Witell (2008) argue that 
quality management is characterized by its principles, practices and techniques. They emphasize; 
continuous improvement, increased employee involvement and teamwork, process orientation, competitive 
benchmarking, committed leadership, constant measurement of results and closer relationships with suppli-
ers.  



 

9 

 

Furthermore, Rönnbäck and Witell (2008) argue, that a principle can be implemented 
through a set of rules of practices, which has organizational routines or patterned activities. 
The practices are supported by techniques in order to make them more effective 
(Rönnbäck & Witell, 2008). Hackman and Wageman (1995) on the other hand use core 
values and interventions such as structures, systems and work practices as their building 
blocks of quality management.  
 
According to Juran (1986), quality management produces value through different benefits, 
such as; improved understanding, improved internal communication; better problem-
solving, greater employee commitment and motivation, stronger relationship with suppli-
ers, fewer errors and reduced waste. Furthermore, Juran (1986) argues that there exist three 
basic processes of quality management; quality planning, quality improvement, and quality 
control. Juran mentions three processes, whereas Dean and Bowen (1994) state three prin-
ciples that most quality management research is based upon. These are; customer focus, 
continuous improvement and teamwork. 
 
Bergman and Klefsjö (2007) take a step further and include six principles of quality man-
agement; focus on customers, focus on processes, decisions based on facts, continuously 
improve, let everybody be committed and utilise top management commitment. 
 

2.5 Total Quality Management (TQM) 

The origins of Total Quality Management (TQM) can be traced to 1949,  when The Union 
of Japanese Scientists and Engineers (JUSE) formed a committee of scholars, engineers 
and government officials in order to improve the postwar Japanese productivity. Influ-
enced by Deming and Juran the committee developed a course about statistical quality con-
trol for Japanese engineers followed by extensive statistical training and the widespread dis-
semination of the Deming philosophy among Japanese manufacturers. (Walton, 1986) 

Total Quality Management (TQM) can be defined as an organization-wide quality program 
aimed at continuously improving products and services (Powell, 1995). It is delivered to 
customers by developing supportive organizational culture and implementing statistical and 
managerial tools (Powell, 1995). Consequently, TQM is a holistic concept that considers 
the improvement in all organizational activities and processes. With TQM, every employee 
is an inspector of his own work and all employees work for the same organizational goal 
(Madu, 1998).  Ross (1993) defines TQM as an integrated management philosophy (cited in 
Powell, 1995). Furthermore, Ross (1993) states that TQM can be defined as a set of prac-
tices that emphasize, among other things; continuous improvement, meeting customers’ requirements, 
reducing work, long-range thinking, increased employee involvement and teamwork, process redesign, com-
petitive benchmarking, team-based problem solving, constant measurement of results and closer relation-
ship with suppliers (cited in Powell, 1995). Huq and Stolen (1996) also stress the importance 
of team performance over individual performance in order to achieve quality. 

As mentioned previously, the literature concerning TQM is based largely upon case studies, 
anecdotal evidence and the personal prescriptions of the recognized gurus (Black & Porter, 
1996). In addition, diverse quality awards such as the Malcolm Baldridge National Quality 
Award criteria, the Deming Prize Award and the European Quality Award, have an influ-
ence over the TQM banner (Black & Porter, 1996). Furthermore, Black and Porter (1996) 
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and Saraph et al. (1989) have derived a number of critical factors from TQM research and 
recognised awards. These are presented in table 2-1. 

Table 2-1 Critical Factor of TQM 

Critical Factors of TQM 

Saraph et al. (1989) Black and Porter (1996) Malcolm Baldridge National 
Quality Award 

 Top management 
leadership  

 Quality data and re-
porting  

 Training 

 Employee relations 

 Process Management 

 Product/Service De-
sign 

 Supplier Quality 
Management 

 Role of Quality De-
partment 

 Corporate Quality 
culture 

 Strategic Quality 
management 

 Quality Improvement 
Measurement Sys-
tems 

 People and Customer 
management 

 Operational Quality 
Planning 

 External Interface 
Management 

 Supplier Partnerships 

 Teamwork Structures 

 Customer Satisfaction 
Orientation 

 Communication of 
Improvement Infor-
mation. 

 

 Leadership 

 Strategic Planning 

 Customer Focus 

 Measurement, 
Analysis, and 
Knowledge Man-
agement 

 Workforce Focus 

 Process Manage-
ment 

 Results 

Source: Saraph et al. 1989, Black and Porter, 1996 and National Institute of Standards and Technology 2009-
2010. 

The critical factors identified by Saraph et al. (1989) are derived from an empirical study. 
Sequentially, the critical factors are presented in a summary from the perspective of the 
quality gurus.  

Crosby (1979) argues that the role of top management leadership is about quality goal setting and 
management commitment, whereas Juran (1981) argues that it is about upper management 
leadership and quality policy. Deming (1986) emphasizes that there must be consistency of 
purpose toward quality and adapt management philosophies towards defects, mistakes and 
defective materials. (cited in Saraph et al., 1989) 

Furthermore, both Juran (1981) and Crosby (1979), find that quality training should be done 
at both superior -and employee level with appropriate quality tools (cited in Saraph et al., 
1989). 

Regarding process management, Deming (1986) stresses the use of teamwork for solving quali-
ty problems as well as using statistical tools for manufacturing and purchasing.  Juran 
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(1981), on the other hand, puts light on process design, highlighting quality planning and 
quality improvement.  This is in line with Ishikawa (1976), who also stresses process im-
provements through problem analysis. Finally, Crosby (1979) believes in corrective actions 
and zero-defect planning. (cited in Saraph et al., 1989) 

In the area of quality data and reporting, they all stress the importance of quality measure-
ment. Crosby (1979) highlights cost of quality, whereas Deming (1986) emphasizes the use 
of statistical methods to improve quality continuously.  Juran (1981) as well as Crosby 
(1979), include the importance of quality information system including cost of quality. Ju-
ran (1981) also stresses the importance of external and internal failure data. (cited in Sa-
raph, et al., 1989)  
 
According to Vaivio (1999), the important of the quality measurement is not their measu-
rability. What should be focused on is the interpretation and the actions taken upon the in-
formation gathered. Hence, you cannot just identify problems if you are not intending to 
take actions on the problem identified. (Vaivio, 1999)  
 
Finally, the views regarding employee relations differ among the gurus. Again Crosby (1979) 
highlights the zero defect concept by a “zero defect day” as well as employee recognition 
and quality awareness.  Deming (1986), on the other hand, prefers to eliminate quality re-
lated numerical goals and quotas. Also, the importance of encouraging communication and 
removing all barriers of workers pride of workmanship are important factors. Yet, Deming 
(1986) advocates modern supervision ensuring immediate action on quality problems. Fur-
thermore, Juran (1981) highlights quality circles, whereas Ishikawa (1976) stress employee 
involvement in quality problem solving. (cited in Saraph et al., 1989) 
 

2.6 Kaizen- Continuous Improvements  

“The message of the Kaizen strategy is that not a day should go by without some kind of 
improvement being made somewhere in the company” 

         (Imai, 1986 p. 5) 

The Japanese word Kaizen can be translated and defined as continuous improvements (Imai, 
1986). Kaizen as a theory, has its origins from the rebuildment process of the Japanese  
manufacturing industry after the Second World War (Meland & Meland, 2006). The fun-
damental ideas behind the concept origins from the quality gurus; Deming and Juran 
(Meland & Meland, 2006).  

According to Imai (1986), Kaizen is all about employing small continuous steps to improve 
the business organization. Consequently, it is a humanistic approach that should involve 
everyone in the organizations, from top managers to workers (Imai, 1986). The concept is 
communicated from the top, but implemented by the workers (Imai, 1986). According to 
Imai (1986) the Kaizen philosophy is what distinguishes the Japanese management from 
the Western concepts. According to Imai (1986), Kaizen focuses on the process-way of 
thinking as opposed to the western focus on innovation and result-orientation. Kaizen in-
cludes the aspect of constant challenge (gradual change) of status quo and therefore does 
not only focus on the innovations and radical changes. In addition, Imai (1986) claims that 
there are always factors and parts of a process that can be improved and also, they deserve 
to be improved.  
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As discussed above, Kaizen is a major reason behind the success of the Japanese compa-
nies. As acknowledged by Imai (1986), the effect of Kaizen will give increasing profits 
automatically.  

“If you take care of the quality, the profit will take care of themselves.” 
(Imai, 1986 p.49) 

 
The implementation of Kaizen is not a clear and straightforward method; it requires work 
and adaption to fit with the structure of the company (Brunet & New, 2003). For an im-
plementation of Kaizen to work in an organization, all employees have to focus, not only 
on innovations, but also on Kaizen and maintenance of the organization (Imai, 1986).  

 

 Figure 2-1 Japanese Perception of Job Functions.  

        Source; Imai, 1986 p. 7 

  

In a company where the mindset presented above prevails, the emphasis on the daily work 
of Kaizen can exist due to the internal drive of the organization (Imai, 1986). The culture 
within the organization has to be appropriate for this way of thinking (Cheser, 1998). Ac-
cording to Imai (1986), it is important to develop a culture within the organization that en-
courages people to identify problems and strive for a solution. Due to these constant im-
provements, Japanese workers tend to be more “Theory Y” oriented compared to western 
workers and hence, they tend to be more positive towards change (Brunet & New, 2003). 

The emphasis of problem-awareness within the organization should be part of the daily 
work (Imai, 1986). When a problem has been identified it should be treated in accordance 
with the PDCA- cycle, (Plan-Do-Check- Action) which is an extension of the Deming‟s cy-
cle. Se figure 2-2 below. 

 

 

  

 

 

 

 

 

  Figure 2-2 PDCA-Cycle    

       Source: Imai, 1986, p.61 
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The PDCA- cycle highlights that each problem identified should lead to an improvement. 
The improvement should then be implemented (do), and after implementation the effect 
should be evaluated (check). If the evaluation is positive, actions should be taken to make 
the new change into a standard. According to Imai (1986), the new standards are in no way 
supposed to be seen as the final goal but rather as a start to find new opportunities for 
change and improvements. (Imai, 1986) 

According to Imai (1986), a successful implementation and continuous work with Kaizen 
will lead to improved quality and greater productivity. 

 

2.7 Lean-production 

Lean-production as a concept was officially recognised in 1990 by Womack and Jones, 
through the book “The machine that changed the world”. The underlying theory behind 
their framework, had however been present and under development within the Toyota or-
ganization for some time. Therefore, the father of Lean is said to be Taiichi Ohno an engi-
neer at Toyota. (Lewis, 2000) 

The fundamental idea of Lean thinking is to exclude all MUDAs, which in Japanese means 
waste. Instead, one should create value. Specifically, MUDA refers to work efforts that take 
up resources without creating value. Creating value on the other hand, the antidote of 
MUDA is, according to Lean-thinking, to do more and more with less and less (Womack & 
Jones, 2003). To create value, the organization needs to identify their business purpose 
(Womack and Jones, 2003). Womack (2006) argues, that there are two aspects of a business 
purpose; one being to satisfy customers, while the other is to focus on the survival and 
prosperity of the business. Focusing on satisfying customer needs will, according to Wo-
mack (2006), lead to prosperity and survival of the company. 

Successful implementation of Lean-production in an organization, requires that it is ma-
naged by people who care about people. If not the implementation might lead to “mean-
production”. “Mean-production” occurs when there is a negative focus on cost cuts and em-
ployee rationalization that create a negative mindset. (Wickens, 1993) 

Womack, Jones and Roos (1990) argue that Lean-production can be applied on any indus-
try anywhere in the world. It was first implemented within several car manufacturing firms 
starting with Toyota (Lewis, 2000). Today however, Lean can be found within various pro-
duction and service companies around the world (Womack & Jones, 2003). 

Due to the fact that Lean-production is a multi-dimensional approach, it requires a variety 
of management practices (Shah & Ward, 2003). These are; just-in time, work teams, suppli-
er management and system management (Shah & Ward, 2003). The purpose of the practic-
es is to work in synergy in an integrated system in order to create a streamlined and high 
quality system (Shah & Ward, 2003). The production of the organization should be in ac-
cordance to the customer demands (Womack, 2006). The system should focus on all as-
pects of the organization including, not only the production, but also an understanding of 
the importance of the employees.  It is only people who can improve the process and 
product, not the machine (Wickens, 1993).  

The implementation of Lean-production, is a move away from mass-production to an envi-
ronment where the focus as discussed earlier lays on eliminating waste (Womack et. al. 
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1990). To be able to do this, Wickens (1993) argues that some aspects of the organization 
have to change. One important aspect that he identifies as an area for change is the focus 
on work teams. Instead of having a foreman controlling everything, the teams should have 
the chance to affect the production (Wickens, 1993).  

The team and the functions of the organization are important aspects. Womack and Jones 
(1994) argue that these are two out of three important needs that firms have to focus on, 
the third being needs of the individuals. This since if they feel threatened by the Lean-
process the new process will not function in the long run. (Womack & Jones, 1994) 
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3 Research Method  
 

This chapter covers the research methods used for this study. First, there is a presentation of the foundation 
of method. Followed by the data collection methods used, and the strengths and limitations of the methods 
chosen.  

 

 “Data are nothing more than ordinary bits and pieces of information found in the envi-
ronment.” 

       (Merriam, 1998, p. 69) 

It is almost impossible to view data without making personal judgments or discriminations. 
This highlights the importance of a well conducted method to collect data with high validi-
ty. (Merriam, 2002) 

3.1 A Descriptive and Inductive Research Approach 

Henderson, Peirson and Brown (1977) argue that research and theory development within 
accounting can be categorized as either being descriptive or prescriptive. Descriptive theories 
describe accounting practice or accountants‟ behavior or how accounting is,  whereas, pre-
scriptive theories are concerned with as accounting should be. They mainly offer prescrip-
tions for the improvement of accounting practice or the behavior of accountants. Further 
more, it is nearly a tradition within accounting to consider two methodologies, the scientific 
method and the analytical method. The former approaches theory development from observa-
tions from the real world and is often referred to as induction. The latter method approaches 
theory development by relying upon mathematics or analytical arguments. Theories that are 
based upon the analytical method are said to be deductive. (Henderson et al., 1977) 

According to Merriam (2002), questions that should be asked before starting on a research 
project, concerns the purpose of doing the research, which orientation that has the best fit 
with the views of the authors, and also beliefs of the nature of reality must be examined.    
Merriam (2002) claims that qualitative research primarily employs an inductive research ap-
proach, and that the researcher is the primary instrument for data collection and data analy-
sis.  

This study, has an inductive outline but is deductive in parts. The descriptive nature of the case 
study gives this study an qualitative, inductive outline since the aim is to give an intensive 
description of the qualitywork at Nordea.The deductive aspecst of the study can be seen in 
the way themes for interviews and questionnaire are derivied from existing theory.    

In addition, the chosen method has to be consistent with the purpose and research ques-
tions (Silverman, 2001). We view quality management from an operational perspective. 
That is to say that, the purpose of our study is to characterize quality improvements at the 
practical level. Regarding the operational aspect of the quality concept, the interaction be-
tween management and co-workers is viewed from a practical level. Thus, this study is not 
only conducted through a conceptual analysis but also from a problem solving point of 
view.   
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3.1.1 Case study as an Inductive Approach 

To be able to answer the research questions and fulfill the purpose, a case study strategy is 
applied. According to Merriam (1988), a case study is “an intensive, holistic description and analy-
sis of a single instance, phenomenon or social unit” (Merriam, 1988, p. 21 cited in Merriam 1998, p. 
27). Also, in order for the research to be classified as a case study, the phenomenon studied 
must be intrinsically bounded. By this, Merriam (2002) mean that there is a limited number of 
people who could be interviewed as well as an intensive description and analysis of a single 
unit. Hence, in our study the coworkers at the corporate market department at Nordea, 
Jönköping comprise the most appropriate sample for our purpose. 

Qualitative case studies can be defined by their special features, meaning that they can ei-
ther be particularistic, descriptive or heuristic (Merriam, 2002). This study is characterized by be-
ing both descriptive and heuristic. Descriptive in the sense that the study aims to be an in-
tensive and thick description of the quality work at Nordea, and heuristic due to the fact that it 
enlightens our understanding of quality.  

Consequently, multiple research methods have been applied, in order to complete this case 
study. These are; an informal meeting, a semi-structured interview and a questionnaire. Ac-
cording to Merriam (2002) this technique is called triangulation. Triangulation also ensures 
that the data is telling you what you think it is telling you (Merriam, 2002). Furthermore, it 
is a procedure commonly applied when performing a case study (Saunders et al., 2009). By 
the use of triangulation, Merriam (2002) claims that the validity can be strengthen. The mix 
of methods provides us with both qualitative and quantitative data.  

 

3.2 Data Collection  

3.2.1 Frame of Reference 

A literature study is conducted in order to gain deeper understanding on the topic of qual-
ity and how quality should be managed. To gather relevant data, multiple sources and 
methods have been used. 

First and foremost, encyclopaedias were used to provide an overview of the topic and to 
identify important researchers within the area. Encyclopaedias used are: Encyclopedia of Busi-
ness and Finance and Encyclopedia of Leadership.  

Secondly, we made use of accurate journals within the topic. Some of the relevant journals 
identified for the topic where; The TQM Magazine, International Journal of Quality and Reliability 
Management, International journal of operations & production management and The international Jour-
nal of Organizational Analysis. Search engines such as: ABI Inform, Scopus, Jstor  and Google 
Scholar  were utilized. Search words used to find articles where among many; Quality, Quality 
Management, Total Quality Management (TQM), Lean-production, Kaizen, banking sector and service 
industry. 
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There is endless information concerning the topic of quality. However, by using the func-
tion “cited by”, in many search engines, important articles become highlighted. Also, by 
looking in the reference list of already identified articles, further articles of interest could be 
found.  
 
Sequentially, there are books of certain importance for the topic that have been used as fur-
ther explanations of some concepts.  For instance, books written by quality gurus such as; 
Crosby and Juran have been used to grasp the fundamental idea of their view of quality. Al-
so, books written by recognized method researchers such as; Merriam, Qualitative Research in 
Practice (2002) and Silverman, Doing Qualitative Research: A Practical Handbook (2000) has been 
of substantial importance in order to grasp the scientific method applied. In addition, 
books written by the founders of important concepts where incorporated, for instance; Im-
ai, Kaizen, the key to Japan’s competitive success (1986). 
 

3.2.2 Sampling  

The selection criteria for choosing Nordea is due to their work with quality improvements. 
One reason for selecting Nordea was due to already established contact with the manager 
Anna Hedenborn through previous academic experience. This facilitates the access point in 
to the organization.  

The sampling process for our data collection consists of two parts. Firstly one sample was 
chosen for the informal-meeting and the semi-structured interview, and secondly, one 
sample for the questionnaire. 

Anna Hedenborn was chosen for the informal-meeting and the semi- structured interview. 
She is the manager for the corporate market department at Nordea, Jönköping. She has 
been working within the banking sector for ten years, seven of those in a manager position. 
Her experience from quality management comes from leadership courses as well as from 
personal experience.  

The second sample is the group identified for the questionnaire. This group was chosen on 
a non-probability base and consists of the co-workers at the corporate market at Nordea, 
Jönköping, operating under Anna Hedenborn. This has given us a unique purposeful sam-
ple of 14 employees at Nordea in Jönköping, consisting of corporate advisors and relation-
ship managers. They are 16 co-worker in total, however two of those are not active at the 
moment.  

By unique, Merriam (1998) argues that a sample is atypical. The questionnaire sample is, as 
mentioned, a non-probability sample in the form of purposeful sample (Patton, 1990 cited 
in Merriam, 1998) since it is based on what the investigators wants to discover. Non-
probability sample suites well with our purpose since it is investigating what occurs and the 
relationship between what occurs, compared to probability sampling where the focus lays 
on frequency measurement (Merriam 1998). 

3.2.3 Informal Meeting  

The first step in our data collection was an informal meeting with the corporate market 
manager at Nordea, Jönköping, Anna Hedenborn. At the opening stage of the informal 
meeting the interviewee was asked for permission to record the conversation. The inter-
viewee, however, preferred not to be recorded at this stage since this was intended to be an 
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informal meeting and an introduction to the topic. This was fully acceptable and therefore 
notes were used as references instead. All three interviewers took notes and after the meet-
ing the information was discussed and summarized. Consequently, a deeper understanding 
of the topic was gained as well as an introduction to Nordea‟s quality work.  

3.2.4 Semi- structured Interview  

For this study, a semi-structured interview was preferred since we had a list of themes and 
questions to be covered. In a semi structured interview, the order of questions can vary de-
pending on the flow of the conversation (Saunders et al., 2009).  The reason for why we 
used a semi structured interview was due to the need of flexibility. In order to conduct a 
credible semi-structured interview, it is crucial to obtain confidence from the interviewee 
(Saunders et al., 2009). Therefore, we planned and prepared the questions carefully. In ad-
dition, we asked competent, people such as our tutor, Hossein Pashang, for advice and 
critical review of the themes that were compiled for the interview.  

Both open and probing questions were used for the themes. The former was used due to 
the fact that open questions allow the interviewee to define and describe the answers with 
her own words, whereas the latter asks for a focus or a direction as an answer (Saunders et 
al., 2009). A full copy of the themes for the semi-structured interview can be found in ap-
pendix 1 and 2. The themes for the interview were derived from the informal meeting with 
Anna Hedenborn, from articles, our tutor and from discussions within the research group. 

The interviewee was given the opportunity to see the themes before the interview was con-
ducted. For that reason the themes and the brief questions were sent to the interviewee the 
day before the interview was about to take place. Due to that, Anna Hedenborn could pre-
pare herself for the interview and in that way increase the validity of the interview. None-
theless, by giving her this opportunity, the answers from Anna Hedenborn might be too 
well organized.  

Table 3-1 Themes and categories for the semi-structurwd interview. 

Themes for semi-structured interview 

Personal 

Nordea 

Lean-board  

Coach meetings 

Co-workers 

Team work 

Mmeasurement tools  

Customer feedback 

 

The location for the interview was Anna Hedenborn‟s office at Nordea, Jönköping. Since 
this interview was to be audio recorded, the location needed to be quiet with limited risk of 
interruption. In addition, the external factors such as clothing, language and body language 
were carefully considered. This, according to Saunders et al. (2009), might have an impact 
on the validity of the interview. During the interview, the interviewee was given the time 
she needed to answer the questions. Here, we considered the importance of listening and 
not interrupting the interviewee. As mentioned earlier, the interview was audio recorded. 
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However, notes were taken as a back-up and as a precaution against technological mishap-
pening. 

After the interview was conducted, the answers and impressions were discussed and sum-
marized. Since impressions, mood, body language and pauses cannot be heard on a tape, 
there was a need to discuss this matter. The interview was transcribed shortly after the in-
terview took place to make a formal summary. Here, both verbal and non-verbal commu-
nication was written down in order to obtain an objective transcript. As Merriam (2002) ar-
gues, complete objectivity is hard to gain. No person goes through life without making per-
sonal judgements. An audio recorded interview, however, should give a more objective way 
of interpretation in comparison to an interview only recorded by notes.  

Transcribing the interview is a time consuming process. In order to gain validity, certain 
aspects have to be taken into consideration, such as consistency and explanations with 
symbols (Folkloristiska arkivet, 2006). To fulfil this ambition and to be able to include non-
verbal communication in the transcript, certain guidelines where established. For our tran-
script, non-verbal activities such as laughter and sighs of importance are put in round 
brackets,( ), whereas, explanations to what has been said as well as comments from the 
writers are put in square brackets, [ ], to clarify for the reader. Due to the fact that selective 
perception is present during the transcription, the reliability might decrease because of the 
risk of failure to transcribe what might seem as insignificant pauses and overlaps that, how-
ever, often are crucial (Silverman, 2000). 
 
By transcribing, a review of the interview is done and through this, an evaluation of the 
performance was done. One learning outcome from performing the interview was that 
questions that we considered being clear, might not be as clear from the interviewee‟s per-
spective. Therefore some clarification and explanations needed to be done. When clarifying 
a question it is important to make sure that the explanation does not lead the respondent.  

Due to sensitive topics discussed during the semi-structured interview there is a need for 
confidentiality. Therefore the transcription is not presented in the report. Anna Hedenborn 
was, however, asked to confirm the result.   

3.2.5 Questionnaire 

The method chosen for collecting the co-workers opinion, was through a standardized self- 
distributed questionnaire. Although the method is widely used, the composing of it is not 
an easy task. It is highly important that the questionnaire collects the precise information 
that the research requires. Thus, composing questions should be done carefully (Saunders 
et al., 2009). The reliability and the validity of the data collected, however, depend to a large 
extent on the technical proficiency of the ones composing the questionnaire (Robson, 
2002). As we designed the questionnaire, multiple questions and approaches was discussed 
in order to reach and compile the most appropriate questions for the purpose and the re-
search questions. The reasoning behind some questions is adapted from other research ar-
ticles, while other questions have been derived from the semi-structured interview with 
Anna Hedenborn. The questionnaire starts with three demographic questions to enable 
classifications of the respondents. The demographic questions in the questionnaire are: 
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Sex  □ Male  □ Female  
Age   □ 20-29 □ 30-39   □ 40-49 □ 50-65  
Employed at Nordea   □ <1 year □ 1-5 years □ 6-10 years □>10 years 

 
The following section of the questionnaire, consists of 32 closed-end questions and one 
open-end question. Most of the questions are Likert-style question,s which are the most 
common type of question used for measuring attitude (Ejlertsson, 2005). Presented below 
is an example of Likert-style questions in our questionnaire with the use of a scale from 
1 to 7.  

 I am comfortable with the changes occurring in my work description.  
 Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

Another type of rating questions used in the questionnaire is the semantic differential scale 

that let the respondents grade their view on a bipolar numerical scale (Aldridge & Levine, 
2001). Example of semantic differential scales questions in our questionnaire is: 

 I perceive that performance at Nordea is measured upon 
 Team effort 1 2 3 4 5 6 7  Individual- performance 

In addition to the rating questions, a ranking question was also used. This, since we wanted 
to know what characteristics that affect motivation in their work. By ranking the alterna-
tives, the answers will give us an idea of how important they are in comparison to each 
other and not just a limited answer of importance and non- importance. The ranking ques-
tion used was: 

 Your motivation can be affected by various factors.  

Rank with help of the numbers 1-6, where 1 has the largest positive effect of your motivation 
and 6 affects your motivation the least.  

 Increased responsibility   [   ] 
 Possibility to training   [   ] 
 Good colleagues     [   ] 
 Salary     [   ] 
 Flexible work hours   [   ] 

 Career opportunities   [   ] 
 
The arrangement of questions is important due to the fact that they must be logical for the 
respondent. Therefore, they are grouped into obvious sections that are introduced with a 
short description about the section followed by instructions of how the question should be 
answered. The reason for this sectioning is to simplify for the respondents and to make the 
survey contextual (see table 3-2). In order to fulfil that purpose, the most relevant ques-
tions were put first, more complex question in the middle and personal or sensitive ques-
tions in the end. This disposition is acknowledge by Saunders et al. (2009).  For an analyti-
cal purpose, however, the questions have been derived from the seven head categories used 
in the semi-structured interview (see table 3-2).  
 
 



 

21 

 

Table 3-2 Themes and categories for the questionnaire. 

Themes for questionnaire 

Nordea as a work place  

Team work 

Quality measurements 

Lean-board 

Coach meetings 

Customer satisfaction 

 
To explain and introduce our topic, a cover letter was designed. This was attached with the 
questionnaire in order to ensure that the respondents understand the underlying reasons 
for the questionnaire. According to Aldridge and Levine (2001), there is no set structure for 
the cover letter. The content of the cover letter should however be well considered. There-
fore, the language of the cover letter is suited for the respondents and not for the academic 
world. The letter is short, clear and directed right to the respondents. A complete version 
of our cover letter can be found in appendix 3 and 4. 

3.2.6 Pilot Study  

Before the survey was performed among the co-workers at Nordea a pilot study was con-
ducted with students at Jönköping International Business School. The reason behind the 
pilot study is to eliminate possible errors and to test the questions to investigate if there are 
any problem areas (Aldridge & Levine, 2001). A questionnaire that has been conducted is 
hard to redo without losing credibility and therefore, the pilot study is useful.  

 
A limitation for the conduct of the pilot study among Jönköping International Business 
School students is that they are not part of the focus group of the coming questionnaire. 
All students that participated in the pilot study, had taken the course Research Method in 
Business studies. Therefore they were considered to possess an understanding of the rea-
soning behind the questionnaire, as a method. Feedback regarding the structure and the 
formulation of the questionnaire was received. This gave us useful information for impor-
tant improvements to the questionnaire. Additional to the Research Method course, half of 
the students were picked on the premises that they are part-time workers in the bank sec-
tor. This work experience gives them an understanding of the work ethics and tasks that 
our final respondents are working under. The result from the pilot study was helpful for 
our finalization of the questionnaire, and it gave us useful and constructive criticism. Some 
of the questions needed to be refined. For instance:  
 
 Direct feedback from my customers is mostly  
 Positive 1 2 3 4 5 6 7 Negative 

The changes that needed to be done was to arrange the answers in the same logical order as 
the rest of the questionnaire, the negative or disagreeing answer on the left, and the posi-
tive and agreeing on the right. This was mainly done, to not confuse the respondents and 
to decrease the error possibility of the questionnaire. The result of the change can be seen 
below where Negative and Positive have changed side in the response section: 
 
 Direct feedback from my customers is mostly  
 Negative 1 2 3 4 5 6 7 Positive 
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Moreover, in order or to clarify how to circle the answers for the Likert- style questions, 
and the rating questions, the word number was underlined to show that agree and disagree 
are not part of the scale. Also, in order to emphasize that the numbers 1-7 are supposed to 
be circled.    
 
 Circle the number most suitable with your opinion. 

In the end of the questionnaire, an open ended question was also added. This was done to  
allow the respondents to give additional inputs. The open-end question added was: 

If you have additional concerns or thoughts regarding the quality work at Nor-
dea, please share them with us:______________________ 

 
The cover letter got some mixed responses; mostly it was positive feedback for a good lay-
out and a good introduction to the topic. However, some people said it was too long and 
argued that the respondents for the final questionnaire would not read it. When asked what 
to exclude however, the students looked again and could not identify what was unneces-
sary. Therefore, the cover letter remained as it was before. Only the time variable was 
changed, in order to fit with the result received from the pilot study.  

After the final adjustments of the questionnaire, it was presented to Anna Hedenborn for a 
final approval. The finalized questionnaire can be found in appendix 5 and 6. 

3.2.7 Collection Process of Questionnaire  

The delivery and collection method was conformed to the distribution process of the survey, 
meaning that it was given to Anna Hedenborn so that she could distribute it to her em-
ployees during the Friday Lean-meeting. Since we were not present during the distribution, 
the questionnaire was introduced through an attached cover letter, in order to ensure that 
the co-workers understood the purpose and other important underlying factors of the 
study. Furthermore, to highlight the importance of responding to the questionnaire, and 
also to give the respondents an incentive to answer, a box of chocolate was enclosed to it.     
 
The questionnaires were given to the respondents during the meeting and the respondents 
were given a timeframe of one week to respond.  An envelope was put in a neutral place at 
the office, where the respondents were directed to put the answers when finished. This was 
a way to increase anonymity. We reminded and encouraged the co-workers twice, to see if 
more wanted to volunteer. We experienced a high response rate, since 86% of the work-
force responded to the questionnaire. 12 out of 14 co-workers responded, which has to be 
considered acceptable, since the voluntarism is an important aspect.  
  

3.3 Data Analysis 

When analysing data from qualitative methods such as interviews, one has to be aware of 
the subjectivity from the researchers (Merriam, 2002). In order to decrease these biases the 
analysis has been made with help from the themes used in both the semi- structured inter-
view and in the questionnaire.  

When analysing the data from the questionnaire, we made use of a rating scale from 1 to 7. 
The ability to give a neutral answer by choosing number 4 was given, since the results will 
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be presented in a qualification index, meaning that the variation of co-workers view of 
management will either fall in the acceptance or non acceptance area. The number 4 will be 
a divider between acceptance and non acceptance. In order to analyse the results from the 
questionnaire, we make use of the mean value for every question. Here, a mean value is 
considered according to different judgements; 

Table 3-3 Mean value valuation 

Low < 2.5 

Relatively low = 2.5-3.99 

Divider = 4 

Relatively high = 4.01-5.5 

High > 5.5 

 

Combining these results would provide us with the results needed to analyse how quality is 
managed and measured at an operational level at Nordea.  

3.4 Data Quality  

3.4.1 Validity 

Validity is another word for truth (Silverman, 2000). The aim is to stay as close to the truth 
as possible. This might, however, be a complex task since the nature of a qualitative study 
easy creates subjective biases. All through the process we have tried to view the topic of in-
terest as objectively as possible in order to decrease bias.  

Hence, in order to validate the study, several precautions were considered.  Firstly, an ex-
tensive literature review was conducted in order to learn more about the topic. Also, con-
versations with competent people, such as; our tutor, Hossein Pashang and business man-
ager Anna Hedenborn, have been held in order to enhance the understanding of the com-
plexity of the topic.  

Secondly, we used triangulation as a method for data gathering as according to Merriam 
(1998) strengthens internal validity. Since multiple methods are used, the topic is examined 
from different aspects. Before we conducted the interview, the themes were sent to the in-
terviewee. Also, we audio-recorded the interview, since only taking notes would decrease 
validity. After the interview, we compiled the results and gave the interviewee the opportu-
nity to confirm the answers. Furthermore, before performing the questionnaire, a pilot 
study was made, in order to correct errors and confusions before the questionnaire was dis-
tributed to the bank.  

Our tutor, Hossein Pashang has validated the usage of important words and concepts with-
in the topic of quality management. Furthermore, since we are not native English speakers, 
we found the need to validate our language in the questionnaire, when translating it from 
Swedish to English. Thus, an assistant professor of American studies at Jönköping Interna-
tional Business School, revised our translations in the questionnaire.  
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3.4.2 Strengths and Drawback of The Study 

There is no end to the research done within the topic of quality management. Therefore, 
the selection of appropriate articles and relevant information has been a challenge to com-
prehend. Also, due to the previous argument, there have been difficulties to find articles 
within the specific scope of our chosen topic. This might have given a flaw to the relevance 
of the study.  In order to get an overview and comprehension of the relevant research, a 
literature review was conducted. Also, a case study is performed at the corporate market 
department at Nordea, Jönköping in order to strengthen the relevance.  

The fact that the study was conducted at the at the Nordea, Jönköping, and based solely on 
one interview and a questionnaire, might on the other hand, be an obstacle to objectivity 
and eliminates generalizability. This, however, could have been dealt with by performing 
the same study at another Nordea office as well. Nevertheless, this was found to be beyond 
the scope of this research.  

Furthermore, there is always an issue with using the right interview technique. By perform-
ing a semi-structured interview, it allowed us to talk freely around the themes chosen and 
thus discover new insights. This gives the opportunity to cover more subjects than an in-
terview with pre-set question does. 
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4 Empirical Findings 
 

In this section the empirical findings are presented both verbally and graphically. The information is derived 
from the informal meeting, semi-structured interview and questionnaire and is presented according to the 
themes used for them both. The interviews highlight and contribute to the understanding of the features of 
quality management at the local level. In order to sharpen the concepts that where derived from the inter-
views,however, a questionnaire was carried out. 

 

4.1 Empirical Findings from Interviews  

Nordea and Quality 
A quality mission statement in the form of a written and tangible document is not part of 
quality management at Nordea. Quality work however, according to Anna Hedenborn, is 
present in their corporate overall strategy, day to day work and their way of working with 
values. Thus, according to Anna Hedenborn, it permeates the whole organization. Also, 
their routine of work (modus operandi) is a quality statement itself.   
 
The quality “ideas” are distributed throughout the whole organization by a so called “Cas-
cade model” meaning that it is a top down flow of information.  According to Anna He-
denborn, the responsibility for the information being distributed from corporate to the lo-
cal level, often lays on her. However, she points out that the information preferably should 
come from the side into the office, meaning that someone from other levels of the “cas-
cade” or somebody trained for the purpose should visit the office to inform. Thus, there is 
a tendency that she becomes “the overall information board”, which creates inefficiency.   
 
Additionally, the important influences for the quality work at Nordea comes from the side 
of their competitors. Anna Hedenborn describes the importance of understanding compet-
itors and their way of acting on the market. One way to improve their own quality is to 
analyze the reason for losing customers to competitors. 
 
Corporate market Manager’s view 
Anna Hedenborn has during her time at Nordea, as well as at previous employments, taken 
leadership courses which have included quality education.  Anna Hedenborn states that she 
aims to improve her and her employees´ quality work, meaning to measure how the em-
ployees incorporate the strategies and modus operandi determined by Nordea. Anna He-
denborn claims that:  
 

“My quality work here is to ensure that the corporate advisors deliver the right quality 
to the customer, which is really what it is all about.” 

(Anna Hedenborn, 2009-10-20) 

 
Quality improvement strategies  
Nordea has applied the concept of Lean-production since 2005. Lean-meetings are held 
three times a week, where two of those are pure Lean-meetings and one is a longer meeting 
with more in-depth discussions. Anna Hedenborn considers these meetings to fulfill their 
purpose although it is not an easy task. Restarts of the Lean-concept have been made in 
order to find the right fit for their office. Anna Hedenborn stresses that the meetings 
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should not be “grouch meetings”, instead they should focus on continuous improvements 
and to give advice to each other.   
 
Another quality tool is the coach meetings where Anna Hedenborn meets her co-workers 
once a month. The purpose of these meetings is for Anna Hedenborn to be able to coach 
her co-workers to improve their customer meetings. Today however, a lot of attention is 
paid on the modus operandi and the frequency of customer meetings. The customer meet-
ings are registered in a data tool called “Contact policy”. Although, Anna Hedenborn has 
the opinion that the contact policy should be incorporated in the daily work and should 
therefore not be an issue. This however, might be a sensitive topic since some of the co-
workers have worked with another modus operandi for many years. 
 
Furthermore, Anna Hedenborn was asked whether the ones who do not fully implement 
the Contact policy provide a lower quality level in comparison with the ones that do. Her 
answer was that it is difficult to measure that, but it is a highly important question. When 
asked if the reason for some to not use the contact policy is due to the feeling of being 
controlled she confirms;  
 

“It might be so, in the short run, but in the long run it is my mission to make sure that 
the bank works according to the corporate strategy, and I believe that in the long run 
you would not be able to work in your own way to be able to handle the amount of cus-
tomers and the obligation put on the corporate advisors. Therefore we must use the tools 
provided and be structured and work in that way.”  

  (Anna Hedenborn, 2009-10-20) 
 
Searching co-workers´ responsibility 
Nordea‟s vision is “to have the right person at the right place”. This is something they 
work actively with according to Anna Hedenborn. In order to stimulate motivation, re-
sponsibility and accountability they work with social activities. Among the co-workers the 
motivation is measured by an Employee Satisfaction Index (ESI) every year. The results are 
evaluated and discussed during the coach meetings. Nordea stimulates the motivation by 
different interventions. One intervention is the delegating of authority during the Lean-
meetings. This is done in order increase the responsibility among the co-workers. The co-
workers have a large impact on price setting and decision making. Thus, Anna Hedenborn 
believes that they are responsible. Accountability, however, differs between co-workers but 
is generally present in the team.  
 
Team work 
Anna Hedenborn believes that there needs to be interaction between the co-workers,  

 
 “You cannot make it on your own”. 

(Anna Hedenborn, 2009-10-20) 

 
Hence, the team as a whole must function. To encourage the team spirit different team-
building activities take place such as after-work activities, Christmas dinners and other so-
cial activities.  
 
Within the group there are also smaller teams. The co-workers are divided into functional 
teams in order to provide the best service for the customers. These smaller work teams 
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consist of one corporate advisor, one credit analyst and one customer support. They work 
as a team to provide the customer with the help needed. Therefore, Anna Hedenborn 
claims that it is a necessity to have every part of the team. This since, customers should 
have several contact possibilities at the bank. She argues; 
 

“The customers should have multiple contact possibilities at the bank, there should not 
be one single person that the customer has contact with. This also functions as a security 
if a co-worker leaves the office the customer should still feel at home.” 

(Anna Hedenborn, 2009-10-20) 

 
Quality measurements 
One way for Anna Hedenborn to determine quality to customer is for her to participate 
during customer meetings held by the corporate advisors. After the meeting, Anna gives 
feedback to the co-worker. They also have a Customer Satisfaction Index (CSI), and Em-
ployment Satisfaction Index (ESI). The data compiled are compared between years and 
used to develop an action plan. According to Anna Hedenborn the continuous quality 
management work is rather time consuming and requires approximately the equivalent of 
the work conducted by one and a half employment. Another part of the quality work, ac-
cording to Anna Hedenborn, is that she meets her manager quarterly, where the quarterly 
reports are discussed to evaluate her and the corporate market department‟s performance.  
 
Customer feedback 
Nordea works with several different parameters in order for the customers to be satisfied. 
The quantitative aspects come mainly from CSI which is conducted once a year through a 
postal survey and one part through a telephone survey. For the qualitative aspect much 
feedback comes to Anna Hedenborn since she accompanies her coworkers at customer 
meetings. In this situation, asking customers of their experience of the bank can be done in 
a natural way. Anna Hedenborn also points out that there is a constant focus on how to in-
crease customer satisfaction. Nordea aims to become a superior financial partner to their 
customers and therefore works actively to improve their services provided.  
 

4.2 Empirical Findings based on the Questionnaire  

The following pages contain a summary of the empirical findings from the questionnaires 
that were distributed to the co-workers at Nordea, Jönköping. The questionnaire was per-
formed by 12 out of 14 of co-workers. Figures are provided to a selection of questions due 
to the answers of those being of a larger interest. Figures for all questions are presented in 
appendix 8 as well as the raw data in appendix 7.  

Nordea as a work place 
In general the co-workers are satisfied with working at Nordea. The evidence of this is the 
fact that all the questions regarding Nordea as a work place scored a mean value above 4. 
Hence, they are satisfied with their workplace since they can identify themselves with Nor-
dea‟s vision, they experience “freedom with responsibility”, as well as the ability to change 
and affect their work routine. They are also comfortable with changes occurring in their 
work description.  
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Regarding training, the co-workers experience that they have the ability to attend courses 
corresponding to their self-development. Here the mean value is 6, which is classified as 
high. See graph below. 

 

 Figure 4-1 Courses and professional self-develoment . 

Regarding motivation, training can be seen as one motivator of the co-workers. However, 
there exist multiple factors. The co-workers were asked to rank what factors that affects 
their motivation the most. Unfortunately, two respondents misinterpreted this question. 
Hence their answers were eliminated.  The result from the ranking can be seen in figure 4-
2. 

 

 Figure 4-2 Factors affecting motivation. 

 

From the answers it can be found that 8 out of 10 found that salary is on the top three 
ranking. On the top three list is also good colleagues according and increased responsibility.   
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Overall the co-workers are found to be generally motivated in their work, as can be seen 
below in figure 4-3.  

 

 Figure 4-3 Work motivation.  

Team work at Nordea, Jönköping 
According to the questionnaire all co-workers are pleased to work in their team (see ap-
pendix 8). The perception, whether performance is measured upon team effort or individu-
al performance is however, more volatile. Although, there is a tendency for the co-workers 
to perceive that performance is measured more on an individual level (see figure 4-4). 
 

 

  Figure 4-4 Perception of performance measurements. 

In addition, a majority of the respondents seem to perform at their best when performance 
is measured at an individual level (see figure 4-5).  
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 Figure 4-5 Performance measurements for best performance.  

Quality measurements at Nordea  
Regarding the quality measurement tools used at Nordea, emphasis is put on ESI, CSI, 
Contact policy , and coach meetings. It was found that the coworkers are well aware of the 
tools mentioned. The mean value regarding this is 6.6, which is considered to be high (see 
appendix 8). However, when the respondents were asked whether the results from the 
quality measurement tools lead to improvements or not, the question received a 4.3 in 
mean value. This indicates that the results of the tools are not that evident (see figure 4-6). 
As can be seen in the figure below, 16% answered as low as a 2 on the scale.  
 

 

  Figure 4-6 Quality tools leads to improvements. 

 
The respondents were also asked if continuous improvements permeate the daily work at 
the office. The answers were fluctuating, which further indicates that not everybody at the 
office understands the quality work at the office (see figure 4-7). 
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 Figure 4-7 Continuous quality improvements permeates the daily work. 

Most of the co-workers do however, feel that they contribute to the quality improvements 
at the office, the mean value here is 5.25 (see appendix 8).  
 

The Lean-concept at Nordea 
Nordea is using the concept of Lean-production, in order to enhance continuous im-
provements at the office. This is done through the use of a Lean-board in their daily work. 
From the questionnaire it can be seen that the employees understands the concept behind 
Lean-production, the mean value is 5.7. However, regarding the suitability of the concept, 
the employees are not as positive to the fit between the Lean-concept and Nordea‟s way of 
working. This can be seen in figure 4-8.  
 

  

 

 Figure 4-8 The fit between the Lean- concept and Nordea. 
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The answers regarding the attitude towards the Lean-board gave a mean value of 4. The 
answers were rather spread, but the mean gives an indication of the respondents being in-
different to the Lean-board. (see appendix 8) 

Furthermore, it can be discussed whether the Lean-meetings contribute to quality im-
provements or not (see figure 4-9). The mean value was 3.6. 

 

 Figure 4-9 Lean-meetings and quality improvements. 

In regards of how the Lean-concept is implemented and utilized at Nordea, half of the res-
pondents think that the meetings are held at a sufficient rate per week, since 50% have 
answered 4 on the scale. The other respondents indicate that the meetings are held to fre-
quent (see appendix 8). In regards of the participation during the Lean-meetings, the res-
pondents perceive their own contribution fairly low. This is indicated by the mean value of 
3.75. 

 
Coach meetings for co-workers 
The coach meetings are conducted once a month between the corporate market manager, 
Anna Hedenborn and the co-workers individually. The respondents, in general, perceive 
these meeting to contribute to their professional self-development. Here, the mean value is 
5. Furthermore, the co-workers also find the content of the meetings to be of high relev-
ance, which is indicated by the mean value 5.25. Also, the comfort level during the coach 
meetings seems to be high. The co-workers can openly discuss their issues and concerns. 
This is indicated by the high mean value of 6.2 and can also be seen below in figure 4-10. 
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 Figure 4-10 Honesty and openness is present during coach-meetings. 

The focus of what is discussed during the meetings is according to most co-workers a mix 
of qualitative and quantitative information. However, there is a small indication towards 
more quantitative focus. Furthermore, the co-workers were asked to evaluate the data tool 
Contact Policy. Here, the fluctuation in the answers is undeniable, although the mean value 
is 4.6, as can be seen in figure 4-11.  

 

Figure 4-11 The contact policy as a measurement tool. 

 
Customer satisfaction at Nordea 
Customer satisfaction at Nordea is according to the co-workers perceived to be higher than 
their competitors. To what degree Nordea outperforms their competitors, however, varies 
among the co-workers. They all agree upon the fact that Nordea has an advantageous cus-
tomer satisfaction. The fairly high mean value of 5, further confirms this (see appendix 8). 
In addition, most co-workers feel responsible for that the products they are selling are what 
the customer needs. This is shown by the mean value of 6.4. 
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In regards of how customer feedback is distributed at the office and to the co-workers it 
can be seen that most employees feel that it is communicated to them. The mean value is 
5.2 which is fairly high (see appendix 8)  

 

 Figure 4-12 The communication of customer feedback. 

 

In regards of feedback to the individual, most co-workers perceive the feedback being posi-
tive. This is indicated by the mean value being 5.3 (see appendix 8). 
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5 Analysis 
 

In this section theory is applied to the empirical findings from the semi-structured interview and the ques-
tionnaire. The collected data has captured the features of quality management at the local level. The ones 
that were captured are; cascade information, competitors, Lean-meetings, coach-meetings and benchmarking. 
Thus, characteristics of quality models are applied to the features. 

 
The analysis is based on the empirical findings of the interviews and the questionnaire. By 
the use of qualification index, a visual image is given to show the captured quality features 
at Nordea. Since the questions are based on theory, one part of the qualification index is 
considered being theory supportive. Therefore, conclusions can be drawn from the figures 
on whether the quality work at the Nordea is in line with theory or not. 
 
Nordea as a work place 
Most researchers argue that in order for an organization to achieve TQM, all parts of the 
organization need to be involved in the quality improvement process. At Nordea, it is 
shown that the quality work is incorporated in the everyday work. Anna Hedenborn has 
given her co-workers  “freedom with responsibility” and the co-workers perceive that they 
can affect and change the content of their daily work routine. According to Anna Heden-
born, Nordea has no tangible quality mission statement. However, Juran (1981)  argues that 
a quality policy is needed in order to achive high quality (cited in Saraph et al., 1989). In 
Nordea‟s case it can be discussed, whether the fact that the quality work permeates the 
whole organisation indicates a sufficient focus on quality work or not. The principle of 
Kaizen advocates that the co-workers have time, ability and possibility to change their work 
routine if they identify problems. The mindset of Kaizen, as well as the innovation and 
maintenance, must be incorporated (Imai, 1986). The qualification index, (Figure 5-1) be-
low, displays that the answers regarding the ability to change and affect the daily routine of 
work at Nordea, corresponds well with theory.  
  

 
 

  Figure 5-1 Qualification index: Changes in the daily routine of work. 

 
Saraph et al. (1989), claim that the possibility to get training is an critical factor for TQM. 
Therefore, in order to achieve high quality, the ability to attend courses that corresponds to 
the professional self-development is necessary (Saraph et al., 1989). At the corporate mar-
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ket department at Nordea, Jönköping the employees have the possibility to affect their pro-
fessional self-development, since they have the chance to affect what courses to attend. 
Also, training affects the managers. Hence, the training abilities at Nordea is in line with 
theory. In addition, this can be supported by Juran‟s (1981) and Crosby‟s (1979) arguments, 
that quality training has to be present at all levels; management as well as co-workers (cited 
in Saraph et al. 1989).  
 
Huq and Stolen (1996) argue that in order to work towards TQM, co-workers need to be 
empowered. Motivation, accountability and responsibility are generic concepts behind em-
powered employees. Anna Hedenborn agrees to the importance of the statement in regards 
of the three generic concepts. Furthermore, Anna Hedenborn stated  that her work force is 
motivated. To what degree they are motivated is, however, individual. When the co-
workers where asked, in regards of their motivation level they verified it to be high. What 
factors that increase and affect motivation are not the same for all. Anna Hedenborn iden-
tified; salary, career possibilities and increased responsibility, as being the three most impor-
tant motivators at the office. The co-workers identified the top three motivators to be; sal-
ary, good colleagues and increased responsibility.  
 
Anna Hedenborn confirms that the competitors are an important influence on their quality 
improvements. In addition, the co-workers perceive Nordea, to have higher customer satis-
faction than their competitors. In order to understand their competitors, a constant work is 
done in order to evaluate why customers chooses a certain bank.  
 
Team work at Nordea 
In order to achieve total quality, the quality theory advocates a focus on teamwork.  This is 
also present in Nordea´s vision; “one Nordea team”. Whether the focus at Nordea is laid 
on a team level or on an individual basis can, however, be discussed. The corporate market 
department at Nordea, Jönköping has, as Anna Hedenborn explained, well functioning 
teams. Also, the co-workers indicate that they seem to be comfortable working in their 
teams. When considering the perception on how performance is measured, most employ-
ees seem to believe that the measurements are based on individual performance. Further-
more, the co-workers perceive that they perform best under an individual level. 
 
In figure 5-2 below, the co-worker‟s perception of Nordea‟s way of working, is applied to 
quality theory. As can be seen, a large part of the respondents are not in the theory suppor-
tive area. The theory supportive area incorporates the views of Huq and Stolen (1995), 
Ross (1993 as cited in Powell, 1995) and Womack and Jones (1994), meaning that perform-
ance should be measured on team effort.  
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  Figure 5-2 Qualification index: Perception on performance measurements. 

 

When looking further into the reward system for performance, Anna Hedenborn explains 
that superior performance often results in a salary increase, which is individually based. 
However, there is a group reward that consists of a retirement fund based on the perform-
ance of the office (group performance). This further questions the focus of the teamwork 
versus the individual at Nordea.  
 
Quality measurements at Nordea 
The quality work at Nordea today demands the time of one and a half full-time employ-
ment. It is found that the comprehension regarding how quality permeates Nordea as an 
organization differs between the co-workers and the manager. Anna Hedenborn argues 
that quality improvements are part of the daily work routine. However, not all the co-
workers are as convinced. In figure 5-3 below, one can see that most of the co-workers 
agree with Anna Hedenborn as well as with the theory.  

 
  Figure 5-3 Qualification index: Quality improvements and daily work. 
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For TQM to be achieved in an organization, however, all parts of the organization have to 
be involved. Therefore, focus has to be laid on the individuals that do not agree with the 
statement. 
 
Rönnbäck and Witell (2008) state the fact that it is hard to measure quality in the service 
industry,  since there is no physical output. With the help of Anna Hedenborn, we identi-
fied five quality measurement tools at Nordea that helps them to map the quality im-
provements; ESI, CSI, PDD- meetings, Coach-meetings and Contact Policy. These tools 
are to a large extent recognised by the co-workers. However, the perception of the quality 
improvements that they generate varies. Therefore, the fit of the measurement tools can be 
discussed. The importance of the fit is also argued by Juran (1988), since, he claims that 
“fitness for use” is a qualification for quality. 
 
In order for the measurement tools to lead to quality improvement, the different tools 
should not only be used for measurement.  It is also an important step in the process to  
analyse and take actions upon the results (Vaivio, 1999). Anna Hedenborn argues that the 
results are analysed and discussed during meetings in order to take actions for improve-
ments. According to the co-workers, they also find that the measurements lead to future 
improvements. However, as can be seen below in the figure 5-4, not all of them agree and 
the disagreeing percentage has a fairly low rating on the scale. 
 

 
 
 Figure 5-4 Qualification index: Quality measurement tools and improvements. 

 
 
The Lean-concept at Nordea 
According to Huq and Stolen (1996), quality management is characterized by its principles, 
practices and techniques. Principles can be implemented by a set of rules and practices 
which has organizational routines or patterned activities. Nordea uses the concept of Lean-
production in their quality work. This concept within Nordea is characterized by its rou-
tines and patterns which consist of meetings held on a regular basis around the Lean-board. 
The Lean-concept is an important part of Nordea‟s quality management. According to 
Anna Hedenborn, the meetings are held three times a week where two are pure Lean-
meetings and one is a more in-depth discussion. However, from the questionnaire it could 
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be seen that some of the co-workers sees the Lean-meetings to be held twice a week to 
such an important extent that they changed the wordings in the questionnaire from three to 
two. 
 
According to theory, there is no preset way to implement Lean as a concept in an organiza-
tion. The concept has to be implemented in a manner that is suitable for the organization. 
Obstacles with the implementation can be seen at Nordea. The concept has been practiced 
since 2005, and during this time, multiple restarts have been done. However, there are still 
factors that can be the discussed regarding the fit of the implementation of Lean at Nor-
dea.  
 
Reasons for the co-workers being indifferent to the Lean-concept, might be that the co-
workers do not think that Lean-production suites Nordea‟s way of working. Also, it was 
found that they do not think that the Lean-meetings provide quality improvements. A con-
sequence of this, could be that they do not contribute with suggestions for improvements 
during the meetings to a large extent. As can be seen from theory, Lean-production can 
suit all kind of organizations (Imai, 1986). However, the Toyota way of working must be 
adapted to fit with Nordea as an organization within the service sector. As can be seen be-
low in figure 5-5, the co-workers are yet not convinced that Lean-production goes well 
with Nordea‟s way of working. 
 

 
  Figure 5-5 Qualification index: The suitability of the Lean-concept. 

 
Lean-production should be implemented by people who care about people, if not, accord-
ing to Wickens (1993) the result can lead to “mean-production”. To avoid “mean produc-
tion” Anna Hedenborn‟s aim is to eliminate negative attitudes or as she says; “she does not 
want the meetings to be grouch meetings”. When applying Lean in an organization, as well as 
working toward total quality, all aspects of the organization have to be involved. To fulfil 
this, Anna Hedenborn works actively with this since she delegates the responsibility of be-
ing the Lean-meeting leader to different co-workers.  
 
Since the Lean-concept is conformed at Nordea, changes often occur.  Considering that 
the co-workers seem to be rather comfortable with changes occurring in their daily work, 
Brunet and New (2003) argue, that it indicates a ”Theory-Y” personality among the co-
workers. This means that they are open to changes. 
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Coach-meetings for co-workers 
The coach meetings are held once a month between the manager and the co-workers indi-
vidually. Here, Anna Hedenborn‟s aim is to coach, guide and help the co-workers to im-
prove their quality towards customers. At the moment, the focus of the meetings lays to a 
large extent on the quantitative aspects of the contact policy. Anna Hedenborn‟s aim is to 
change this focus in order for the meetings to become more qualitative. This view is partly 
in line with the co-workers, who currently perceive that there is a mix between qualitative 
and quantitative focus on the meetings, but with a tendency towards the quantitative as-
pects.  
 
In regards of the content of the coach meetings, most of the co-workers feel that the coach 
meetings help them to develop in their work. The co-workers feel comfortable in the set-
ting of the meetings and can openly discuss issues and problems. This can be one reason 
for why they perceive the content of the meetings to be relevant. Here, the relevance of the 
content in the meetings and the comfort level might be a result of managerial success. Ac-
cording to Saraph et al. (1989), this is necessary for TQM to work. In figure 5-6 below, it 
can be seen that the comfort level with the manger Anna Hedenborn is high since they are 
honest  and open during the meetings. This goes well with Saraph et al.‟s (1989) reasoning.  
 

 
 

 Figure 5-6 Qualification index: Honesty and openness in coach-meetings. 

A large discussion topic during the coach meetings is the usage of the data tool Contact 
policy. Anna Hedenborn claims that this tool is part of the daily routine and must be used 
properly by the co-workers. At the moment there is too much attention paid on the fre-
quency of booked customer meeting and the usage of the tool itself.  Anna Hedenborn ex-
perience that some of the co-workers have a more positive attitude towards the tool than 
others. This can be seen from the questionnaire, where most of the co-workers agreed to a 
certain degree to the relevance of the Contact policy. However, some of the employees are 
more hesitant to the tool than others. Anna Hedenborn emphasis that the tool is crucial to 
their everyday work. Hence to achieve quality in the long run, the contact policy must be a 
natural part of the daily work routine. This would move the focus of the meetings to the 
qualitative aspects of their work. 
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Customers satisfaction at Nordea 
Customer satisfaction is according to Black and Porter (1996) one of the critical factors of 
TQM, meaning that high quality gives high customer satisfaction. According to Anna He-
denborn, there are multiple ways of measuring customer satisfaction. The quantitative way 
is through the CSI, which is conducted once a year and the results are discussed and ana-
lysed at the office in order to attain future improvements. The co-workers find the results 
of CSI easily accessible as well as useful for the quality improvement process. This is partly 
in line with Saraph et al. (1989), who argue the importance of the accessibility of quality 
data and measurement reporting, in order for an organization to achieve TQM. 
 
At Nordea the responsibility for providing the right product to the right person is found to 
be high. This result can be seen as an underlying reason for the outcome in the other ques-
tions regarding customer feedback. Hence, the direct feedback is mostly positive, and Nor-
dea has a good standpoint in terms of customer satisfaction in comparison to their com-
petitors.  
 
Regarding the communication of feedback from customers, the co-workers perceive that 
they can take part of the received feedback. Anna Hedenborn says that this is the case, 
since all feedback received from customers, either over the phone or through other exter-
nal communications lines, are communicated to the person it regards. Good communica-
tion of customer feedback is an important aspect and critical factor in quality theory (Black 
& Porter, 1996). As can be seen below in figure 5-7, customer feedback is perceived to be 
communicated to the co-workers at the office. 
 

 
 

 Figure 5-7 Qualification index: communication of customer feedback. 

 
Furthermore, Nordea pays attention to continuous customer satisfaction and puts a lot of 
effort in developing new services to become a better financial partner. According Womack 
(2006), if an organization is satisfying its customers‟ needs, prosperity and survival will be 
the result.  
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6 Conclusion 
 

The purpose of this study is to investigate how quality is managed and measured at an operational level at 
the corporate market department at Nordea, Jönköping. Below, an attempt to answer our research ques-
tions is presented. By reflecting the analysis of the empirical findings, a conclusion will be drawn in order to 
fulfil the purpose of the study.   

 
How managers work with quality? 
We have found that quality at Nordea is when the right product is provided to the right cus-
tomer by the high skilled employee in order to achieve customer satisfaction. The means 
for achieving this is practiced through the routine of work. Also, when the continuous im-
provements of the services are alienated with the continuous improvements of the em-
ployee‟s skill, quality is achieved. Therefore, the work needs to be controlled by the skills of 
the employees encouraged by the manager.  Hence, the skill of co-workers is a signifier for 
quality.  
 
Even though there is no clearly defined and tangible mission statement at the corporate 
level, the quality work permeates the whole organization. Quality work is practiced from 
their strategies and visions as well as it is practiced through routines, patterns and tech-
niques. From this study it is found that Nordea works with continuous quality improve-
ment by employing two strategies;  proactive and reactive. By proactive we mean that the routine 
of work at the office changes due to internal factors. Reactive on the other hand, is linked to 
reactions in the routine in work due to external factors in the market. 
 
At the corporate market department at Nordea, Jönkping proactive strategies to improve quali-
ty work can be seen in different actions such as Lean-meetings, coach-meetings, team work 
and quality measurement parameters. The Lean-meetings can be seen as a proactive strategy 
in that sense that the employees can advise each other and share experience in order to in-
crease customer satisfaction. In addition, all the employees can enlighten internal issues and 
processes that need to be improved during the meetings. Furthermore, in regards of chang-
ing the internal routine of work, the coach-meetings play a central role. Here the co-worker 
has the opportunity to individually discuss their professional self-development as well as 
the routine of work. Another proactive strategy at Nordea is their way of working in teams. 
The co-workers can through teamwork, make use of the accumulated knowledge. A final 
proactive strategy identified is the active work with the quality measurement parameters. By ana-
lyzing the results from ESI and CSI, they work towards improvements. 
 
Identified reactive quality improvements strategies at the corporate market departments at Nor-
dea, Jönköping concerns their continuous work with competitive advantage and customer 
relations. Becoming a better Financial partner is one way for Nordea to react to the market. 
A second reactive approach is the way of working with customer relations, such as identifying 
customer needs and requirements.  
  
How is quality measured at the corporate market department at Nordea, Jönkping? 
Identified quality measurement tools at Nordea are from this study: Lean-production, 
coach-meetings, ESI and CSI. The recognized measurement tools have been investigated 
and the use of the measurement tool results leads to quality improvements. What can be 
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discussed however, in regards of the implementation, is whether the tools have the most 
appropriate fit for Nordea. 
 
One of the tools where the fit can be discussed is the Lean-concept. The study indicates, 
that the implementation of the concept can be questioned. This is since the results shows 
upon attitudes towards the Lean-meetings being either indifferent or negative.  If the tools 
are implemented in the most suitable way, the participation rate and usage of the tools will 
increase for Nordea.   
 
In order to reach a suitable implementation, the measurement tools need to be fully im-
plemented and not only administered. It is the features of the process of implementing the 
tools for quality and the skills of the co-workers that are of practical significance for quality 
work at Nordea. 
 
 

6.1 Discussion and Further Research 

This case study has given a description of how quality is managed at the corporate market 
department at Nordea, Jönköping and how quality is measured. There are however, several 
questions that have aroused during the time of this study that is of interest.  
 
An important factor for TQM is the focus on teamwork. At the corporate market depart-
ment at Nordea, Jönköping there is a contradiction regarding this. Teamwork is advocated 
by the mangers and also the aim, however co-workers perceive that performance is meas-
ured upon individual accomplishments. How to solve this paradox and to move the reward 
system more towards team focus is of interest for further research since this study has not 
been able to cover this issue.  

Another topic of interest at Nordea, could be to further investigate the implementation of 
the existing quality measurement tools, in order to find the fit between the tools and Nor-
dea‟s way of working. Furthermore, it would be of interest to investigate what quality 
measurement tools that are most suitable for the banking sector.  
 
Furthermore, since it is found that the skill of the employee is one of the determinants for 
quality, it is of interest for further investigate the relationship between TQM and high 
skilled workers.  
 
At last, there are endless opportunities to study quality within service organizations since 
there is sparse research done within this area in comparison to the manufacturing industry. 
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Appendices 

Appendix 1 Semi-strukturerad intervju med Anna Hedenborn 

 
Personligt 

- Vilka kvalitets kunskaper och erfarenheter har du sedan tidigare?  
- Vilka kurser har du tagit inom kvalitetsarbete på Nordea? 

 
- Vad skulle din självutvärdering vara angående ditt kvalitetsjobb på Nordea? 

o Anser du att det skulle kunna förbättras/ hur?  
Nordea 

- Finns det ett Quality Mission Statement? 

  Vilka har tillgång till detta och hur distribueras detta i organisatio-
nen? 
 

- Hur stor påverkan har era konkurrenter till ert kvalitetsförbättringstänk? 
 
Lean- Tavla 

- Utvärdera Lean: 
o Hur långt är varje möte? 
o Fungerar konceptet tycker du? 
o Är personalen tillräckligt engagerad?  
o Kommer de med konstruktiva förslag? 

Coach samtal 
- Utvärdera Coachsamtalen: 

o Effektivitet 
o Givande 
o Känsligt  
o Vilket resultat ser du? 

 
- Är det någon skillnad på prestation på de som använder ert dataverktyg Contact 

policy mer frekvent än andra? 

Personal 
- För att ha en bra fungerande organisation vill många hävda att personal bör ge-

nomsyras av: Motivation, ansvarsfullhet och ansvarskyldighet.  
o Anser du att personalen på Nordea besitter dessa egenskaper? 
o Hur arbetar man för att stimulera dessa egenskaper?  

 
- Hur stor frihet under ansvar har personalen? Precisera  

o Vilka befogenheter har de?  
 

- Hur arbetar ni med er vision Rätt man på rätt plats vid rätt tillfälle?  
 

- Får personalen tillgång till vidareutbildningar? 
o Hur ofta? 
o Vem bestämmer vilka kurser vem får gå? 
o Är det i så fall interna eller externa utbildningar?  
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- Finns det en relevant allokerad budget med tanke på antal anställda per kontor? 
 

- Finns det prestationsbelöning 
o Är dessa i så fall baserade på individuell eller grupp prestation?  

 
- Hur stor inverkan tror du att en positiv löneutveckling har på personalens motiva-

tion och kvalitetsprestation?  
 

- Finns det någon skillnad på engagemang runt kvalitetsförbättring hos de anställda?  
 
Team work 

- Finns det olika arbetslag på kontoret och i så fall hur fungerar dessa? 
- Hur främjar ni teamarbete t ex teambuilding? 

 
 
Kvalitets data 

- Vilka mätinstrument använder sig Nordea av för att mäta kvalité? 
- Hur används resultaten? 
- Hur visas kvalitetsarbetet i budgeten? 
-  

Kund feedback 
- Hur mäter ni kundnöjdhet? 
- Hur får ni feedback från kunder? 
- Hur arbetar ni för att främja kundnöjdheten?  
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Appendix 2 Semi-structured interview with Anna Hedenborn- 
translated 

 
Personal 

- What quality knowledge and experience do you have from before? 
- What courses have you taken within quality work at Nordea? 
- What would be your self evaluation concerning your quality work at Nordea? 

o Do you think it can be improved and how? 
Nordea 

- Do you have a Quality Mission Statement? 

 Who has access to it and how is it distributed in the organization? 
 

- How big of an influence do your competitors have on your quality improvement 
thinking? 

 
 
Lean- board 

- Evaluate Lean: 
o How long is a meeting? 
o Do you think the concept is working? 
o Are the employees engage enough? 
o Do they come with constructive suggestions? 

 
Coach meetings 

- Evaluate the coach meetings: 
o The efficiency 
o Rewarding 
o Sensitive 
o What results do you see from it? 

 
- Is there a different in performance for those that use the data tool Contact policy 

more than others? 
 

Employees 
- In order to have a well functioning organization many claim that the employees 

should permeates by; motivation, responsibility and accountability. 
 

o Do you think that the employees possess these traits? 
o How do you work with stimulate these traits? 

 
- How great freedom under responsibility do the employees have? Explain. 

o What authorizations do they have?  
 

 
- How do you work with your vision; Right man at the right place at the right time.   
- Do the employees have access to education? 

o How often? 
o Who decide who gets to go? 
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o Are there external or internal educations?  
 

- Is there a relevant allocated budget considering the amount of employees at the of-
fice? 
 

- Do you have performance reward? 
o Are these in that case, based on an individual - or group basis?  

 
- How great do you think a positive salary development have on the employees mo-

tivation and quality performance?  
 

- Is there a different in engagement concerning the quality improvements regarding 
the employees? 

 
Team work 

- Do you have different teams and if so, how do they work? 
- How is the teamwork stimulated?  

 
Quality measurements 

- What measurement tools does Nordea use in order to measure quality?  
- How is the results used? 
- How is the quality work shown in the budget? 
-  

Customer feedback 
- How do you measure customer satisfaction? 
- How do you get feedback from the company? 
- How do you promote customer satisfaction?  
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Appendix 3 Följebrev 

 
 
 
 
 
 
 
 
 
Bästa deltagare, 
 

Vi är tre studenter vid Internationella Handelshögskolan i Jönköping som skriver vår kan-
didatuppsats inom ekonomistyrning. Det område vi utreder är kvalitetsstyrning.  
 
Vårt syfte med uppsatsen är att utvärdera kvalitetsarbetet på Nordea, och utreda vilka fak-
torer som påverkar kvalitetsarbetet.  Det är även av intresse att se om synen på kvalitetsar-
bete skiljer sig mellan ledning och medarbetare. 
 
Du är därför av intresse för vår undersökning. Vi ber dig vänligen att svara på bifogad en-
kät. Vi vill poängtera att du som deltagare förblir anonym, då enkäterna inte kommer att 
publiceras i uppsatsen. Dock kommer resultatet att användas som diskussionsunderlag i 
uppsatsen.  
 
Enkäten består av 34 påståenden indelade i 6 sektioner. Vänligen läs och fundera på påstå-
enden noga innan du svarar. Den beräknas ta ca 10-15 minuter att genföra. 
  

Tack på förhand för din medverkan! 

Malin Holfve, Mikaela Mård & Maria Pekár 
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Appendix 4 Cover Letter- translated 

 
 
 
 
 
 
 
 
 
 
Best Respondent, 
 

We are three students at Jönköping International Business School writing our Bachelor 
Thesis in Business Administration within the area of Management Accounting. The topic 
of the thesis is quality management.  
 
The purpose with our thesis is to evaluate Nordea‟s quality work in order to establish what 
factors are of importance for continuous quality improvement. Also, it is of interest to eva-
luate if the vision of quality work is different between management and co-workers. Hence, 
you as an employee of Nordea are of interest to our thesis work. We therefore sincerely ask 
you to answer the attached survey. Your answers will remain anonymous; the surveys will 
not be officially published. However, the results derived from the survey will be of impor-
tance for the analysis of the report.   
 
The survey consists of 33 questions divided into 6 sections. Please read the instructions and 
consider the rating scales before answering. The survey takes approximately 10-15 minutes 
to conduct.  
 

Thank you for your participation! 

Malin Holfve, Mikaela Mård & Maria Pekár 
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Appendix 5 Enkät- Kvalitetsarbete på Nordea     

  

Kön □ Man  □ Kvinna  

Ålder  □ 20-29 □ 30-39   □ 40-49 □ 50-65  

Anställd på Nordea   □ <1 år  □ 1-5 år □ 6-10 år  □>10 

Här nedan kommer ett antal påståenden angående din arbetsplats Nordea och ditt 
arbete där 
Vänligen ringa in det nummer som överrensstämmer bäst med din åsikt. 

 
Jag är stolt över att vara anställd på Nordea. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt 

 
Jag kan identifiera mig med Nordeas vision: 
”To be the leading Nordic bank, acknowledged for its people, creating superior value for customers and 
shareholders” (www.nordea.com) 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt 

 

 

I mitt arbete anser jag mig ha ”frihet under ansvar”. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt  

 
 
Jag upplever att jag har möjlighet att påverka innehållet i mina arbetsuppgifter. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt 

 
 
Jag trivs med förändringar som sker kring mina arbetsuppgifter. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt 

 
 
Jag får tillgång till utbildning inom de områden jag vill utvecklas i. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt  

 

Jag känner mig motiverad i mitt arbete. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt 
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Din motivation kan påverkas av diverse faktorer.  
Rangordna med siffrorna 1-6, där 1 har störst positiv effekt på din motivation och 6 påverkar din motiva-
tion minst.  
 

Utökat ansvar    [   ] 
Utbildningsmöjligheter  [   ] 
Bra arbetskollegor   [   ] 
Lön     [   ] 
Flexibla arbetstider   [   ] 

 Karriärmöjligheter   [   ] 
 
 

Nedan kommer ett antal påståenden angående teamwork på Nordea.  
Vänligen ringa in det nummer som överrensstämmer bäst med din åsikt. 

 
Jag upplever att prestation på Nordea mäts på  

Gruppnivå 1 2 3 4 5 6 7  Individuell nivå 

 

Jag trivs med mitt arbetslag. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt  

 

Nordeas teambuilding-aktiviteter främjar laganda. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt  

 

Jag presterar bäst när prestations mäts i 
Gruppnivå 1 2 3 4 5 6 7 Individuell nivå 

 

 
Nedan följer påståenden om Nordeas mätinstrument för kvalitet. Frågorna syftar 
till mätinstrumenten; CSI, ESI, Contact Policy, Coachsamtal och PDD-samtal. 
Vänligen ringa in det nummer som överrensstämmer bäst med din åsikt. 

 
Jag känner till de ovan nämnda kvalitetsinstrumenten. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt  

 
Jag anser att resultaten från CSI och ESI är lätta att tillgå. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt  

 
Mätresultaten leder till förbättring. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt  
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Kvalitetsförbättring genomsyrar det dagliga arbetet på kontoret. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt  

 
Jag anser mig vara engagerad i kvalitetsförbättringen på kontoret. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt  

 

Nedan följer påståenden gällande Lean-konceptet.  
Vänligen ringa in det nummer som överrensstämmer bäst med din åsikt. 

 
Jag är införstådd med grundidén bakom ”Lean-tavlan”. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt  

 

Konceptet ”Lean-tavlan” fungerar bra på Nordea. 

Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt  

 

Jag är positivt inställd till ”Lean-tavlan”. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt  

 
LEAN- möten hålls tre gånger i veckan. Jag anser att detta är  
För sällan 1 2 3 4 5 6 7 För ofta  

 

Jag anser Lean-möten bidrar till kvalitetsförbättringar på kontoret. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt  

 
Jag bidrar med förslag till förbättringar under Lean-möten 
Sällan   1 2 3 4 5 6 7  Ofta  

 

 

Nedan kommer ett antal påståenden angående hur du ser på dina coachsamtal och 
hur de påverkar samt hjälper dig att utvecklas i ditt arbete. 
Vänligen ringa in det nummer som överrensstämmer bäst med din åsikt 

 
Coachsamtalen med min chef utvecklar mig i mitt arbete. 
Instämmer inte alls 1 2 3 4 5 6 7 Instämmer helt  

 
Det som diskuteras under samtalet är viktigt och relevant för utvecklingen i mitt 
arbete. 
Instämmer inte alls 1 2 3 4 5 6 7 Instämmer helt  
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Jag känner att jag kan vara ärlig och öppen under samtalen. 
Instämmer inte alls 1 2 3 4 5 6 7 Instämmer helt  

 
Contact Policy är ett relevant och bra mätinstrument i mitt arbete. 
Instämmer inte alls 1 2 3 4 5 6 7 Instämmer helt  

 
Jag anser att Coachsamtalen fokuserar mest på 
Kvantiteten av kundmöten  1 2 3 4 5 6 7 Kvaliteten i kundmötet 
   
  

Sista sektionen i enkäten handlar om kundnöjdheten på Nordea 
Vänligen ringa in det nummer som överrensstämmer bäst med din åsikt  

 
Jag anser att kundnöjdheten hos Nordeas kunder är generellt högre än hos konkur-
renterna. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt 
 

Jag känner ansvar för att produkten jag säljer är vad kunden behöver. 
Instämmer inte alls 1 2 3 4 5 6 7  Instämmer helt 

 
Direkt feedback från mina kunder är ofta 
Negativ 1 2 3 4 5 6 7  Positiv 

 
Jag får ta del av kundfeedback som kommer in till kontoret. 
Instämmer inte alls  1 2 3 4 5 6 7  Instämmer helt  

 
Har du övriga tankar angående Nordeas kvalitetsarbete får du gärna dela med dig: 
 
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

____________________ 

 

 
– Tack för ditt deltagande! 
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Appendix 6 Questionnaire- Quality work at Nordea    
   

Sex □ Male  □ Female  

Age  □ 20-29 □ 30-39   □ 40-49 □ 50-65  

Employed at Nordea   □ <1 year □ 1-5 years □ 6-10 years □>10 years 

 

The following section comprises a number of statements concerning Nordea as 
your employer and your work there.  

Circle the number most suitable with your opinion. 

I am proud to be employed at Nordea. 
Strongly disagree 1 2 3 4 5 6 7  Strongly agree 

I identify myself with Nordea’s vision statement: 
”To be the leading Nordic bank, acknowledged for its people, creating superior value for customers and 
shareholders” (Nordea Group Public, 2009). 
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

Working at Nordea gives me freedom with responsibility in my work description. 
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

I can change and affect my daily routine of work. 
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

I am comfortable with the changes occurring in my work description.  
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

I have the ability to attend courses corresponding to my self-development.  
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

I am motivated in my work. 
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 
 
Your motivation can be affected by various factors.  
Rank the following factors from 1 to 6, where 1 has the largest positive effect on your motivation and 6 af-
fects your motivation the least.  
 

Increased responsibility  [   ] 
Possibility to education  [   ] 
Good colleagues    [   ] 
Salary     [   ] 
Flexible work hours   [   ] 

 Career opportunities   [   ] 
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The section below comprises a number of statements concerning the team work at 
your office.  
Circle the number that agrees with your opinion. 

 
I perceive that performance at Nordea is measured upon 

Team effort 1 2 3 4 5 6 7  Individual- performance 

 

I enjoy working with my work team. 
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

 

The teambuilding-activities at  Nordea promote team spirit. 
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

 
I perform best when performance is measured upon 
Team effort 1 2 3 4 5 6 7 Individual performance 

 
The below section comprises statements concerning Nordea’s quality measurement 
tools. The statements refer to the following measurement tools: CSI, ESI, Contact 
Policy, coach meetings and PDD-meetings. 
Circle the number that agrees with your opinion. 

 
I am aware of the above quality measurement tools. 
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 
 
I find the result of CSI and ESI easily accessible. 
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 
 
The results of the quality measurement tools lead to improvements. 
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 
 
Continuous quality improvement permeates the daily work at our office.  
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 
 
I am active in the daily work for continuous quality improvement at the office.  
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

 
 

The below section comprises statements concerning the Lean - Concept.  
Circle the number that agrees with your opinion. 
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I understand the underlying concept behind our Lean-board. 
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

 

The Lean-concept   goes well with Nordea’s ways of working. 

Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

 

I have a positive attitude towards the Lean-board. 
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

 
Lean-meetings are held 3 times per week. I consider them to be held  
Not frequent enough 1 2 3 4 5 6 7 Too frequent  

 

I think the Lean-meetings provide quality improvements. 
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

 
I contribute with suggestions for improvements during the LEAN-meetings. 
Rarely  1 2 3 4 5 6 7  Often  

 

 

This section contains statements concerning the coach meetings held once a 
month with your supervisor  
Circle the number that agrees with your opinion. 

 
The coach meetings with my supervisor help me to develop in my work.  
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

 
The meetings topics are important to my professional development.  
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

 
I can be honest and open during the coach meetings.  
Strongly disagree 1 2 3 4 5 6 7  Strongly agree 

 
The Contact Policy is relevant and a good measurement tool in my work.  
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

 
The coach meetings mostly focus on  
Quantity of customer contacts 1 2 3 4 5 6 7  Quality in the customer contacts  
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The last section concerns customer satisfaction at Nordea.  
Circle the number that agrees with your opinion. 

 
I perceive that customer satisfaction is higher at Nordea compared to our competi-
tors.   
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

 

I feel responsible for providing the right products to the right customers.  
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

 
Immediate feedback from my customers is mostly  
Negative 1 2 3 4 5 6 7  Positive 

 
Customer feedback that is received at the office is communicated to the employees.   
Strongly disagree 1 2 3 4 5 6 7 Strongly agree 

 
 
If you have additional concerns or thoughts regarding the quality work at Nordea, please 
share them with us.  
______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________ 

 

 
– Thank you for your participation! 
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Appendix 7 Raw data from questionnaire 

 

 1 2 3 4 5 6 7 

I am proud to be employed at Nordea. 0% 0% 0% 0% 25
% 

50
% 

25
% 

I identify myself with Nordea’s vision state-
ment: 

0% 0% 0% 0% 67
% 

25
% 

8% 

Working at Nordea gives me freedom with re-
sponsibility in my work description. 

0% 0% 0% 0% 17
% 

58
% 

25
% 

I can change and affect my daily routine of 
work. 

0% 0% 17
% 

0% 58
% 

17
% 

8% 

I am comfortable with the changes occurring 
in my work description.  

0% 0% 0% 8% 58
% 

25
% 

8% 

I have the ability to attend courses corres-
ponding to my self-development.  

0% 0% 0% 8% 17
% 

42
% 

33
% 

I am motivated in my work. 0% 0% 0% 0% 17
% 

50
% 

33
% 

Your motivation can be affected by various 
factors.  

       

Salary  52      

Good colleagues  48      

Increased responsibility  45      

Carrer opportunities  41      

Training   39      

Flexible work hours  37      

 1 2 3 4 5 6 7 

I perceive that performance at Nordea is 
measured upon 

0% 8% 8% 25
% 

17
% 

33
% 

8% 

I enjoy working with my work team. 0% 0% 0% 0% 0% 67
% 

33
% 

The teambuilding-activities at  Nordea pro-
mote team spirit. 

0% 8% 0% 8% 25
% 

50
% 

8% 

I perform best when performance is measured 
upon 

0% 25
% 

0% 8% 8% 50
% 

8% 

I am aware of the above quality measurement 
tools. 

0% 0% 0% 0% 8% 25
% 

67
% 
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I find the result of CSI and ESI easily accessi-
ble. 

0% 0% 17
% 

25
% 

17
% 

42
% 

0% 

The results of the quality measurement tools 
lead to improvements. 

0% 17
% 

0% 33
% 

33
% 

17
% 

0% 

Continuous quality improvement permeates 
the daily work at our office.  

0% 8% 8% 17
% 

42
% 

8% 17
% 

I am active in the daily work for continuous 
quality improvement at the office.  

0% 0% 0% 17
% 

50
% 

25
% 

8% 

I understand the underlying concept behind 
our Lean-board. 

0% 0% 0% 8% 25
% 

58
% 

8% 

The Lean-concept   goes well with Nordea’s 
ways of working. 

0% 17
% 

8% 75
% 

0% 0% 0% 

I have a positive attitude towards the Lean-
board. 

0% 17
% 

8% 33
% 

42
% 

0% 0% 

Lean-meetings are held 3 times per week. I 
consider them to be held  

0% 0% 0% 50
% 

8% 25
% 

17
% 

I think the Lean-meetings provide quality im-
provements. 

8% 17
% 

17
% 

25
% 

33
% 

0% 0% 

I contribute with suggestions for improve-
ments during the LEAN-meetings. 

0% 8% 33
% 

42
% 

8% 8% 0% 

The coach meetings with my supervisor help 
me to develop in my work.  

0% 8% 0% 42
% 

0% 33
% 

17
% 

The meetings topics are important to my pro-
fessional development.  

0% 0% 8% 25
% 

17
% 

33
% 

17
% 

I can be honest and open during the coach 
meetings.  

0% 0% 0% 0% 8% 67
% 

25
% 

The Contact Policy is relevant and a good 
measurement tool in my work.  

8% 0% 8% 25
% 

25
% 

33
% 

0% 

The coach meetings mostly focus on  0% 25
% 

8% 42
% 

25
% 

0% 0% 

I perceive that customer satisfaction is higher 
at Nordea compared to our competitors.   

0% 0% 0% 25
% 

50
% 

25
% 

0% 

I feel responsible for providing the right prod-
ucts to the right customers.  

0% 0% 0% 0% 8% 42
% 

50
% 

Immediate feedback from my customers is 
mostly  

0% 0% 0% 25
% 

25
% 

42
% 

8% 

Customer feedback that is received at the of-
fice is communicated to the employees.   

0% 0% 0% 33
% 

25
% 

33
% 

8% 
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Appendix 8 Figures from the questionnaires 
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Strongly disagree                                               Strongly agree

I can be honest and open during the coach 
meetings. 
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Strongly disagree                                           Strongly agree

The Contact Policy is relevant and a good 
measurement tool in my work. 
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Quantitative aspects                                Qualitative aspects

The coach meetings mostly focus on 
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Strongly disagree                                             Strongly agree

I perceive that customer satisfaction is higher 
at Nordea compared to our competitors.  
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Strongly disagree                                            Strongly agree

I feel responsible for providing the right 
products to the right customers. 
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Strongly disagree                                             Strongly agree

Immediate feedback from my customers is 
mostly 
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Strongly disagree                                             Strongly agree

Customer feedback that is received at the 
office is communicated to the employees.  


