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Abstract: - The purpose of this study is to examine the relationship between total quality management (TQM), 

operational performance, and competitive advantage in the Jordanian banking sector, and also to determine 

whether operational performance mediates the relationship between TQM and competitive advantage. The data 

from 336 respondents were validated and tested using the partial least squares structural equation modeling. 

This study was conducted using a self-administered questionnaire distributed among managers of the Jordanian 

Banking Sector. The result revealed that TQM has a positive significant effect on competitive advantage at 

0.001 level of significance (β=0.393, t= 7.113, p<0.001) .The results also showed that TQM  had an important 

effect on operational performance at the significance level of 0.001 (β = 0.632, t = 14.846, p < 0.001).Also, the 

study discovered that operational performance plays a role as a mediator on the relationship between TQM  and 

competitive advantage in the Jordanian banking sector at the 0.001 level; β = 0.257, t-value = 6.696, p-value = 

0.000. The study is beneficial for the banking sector, financial institutions, and other organizations that seek to 

improve their competitive advantage among their competitors through proper employment of TQM dimensions 

namely: top-management, customer focus, continuous improvement, employee management, and process 

management, beside improving operational performance in different activities.  
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1 Introduction 
Various economic sectors, including the banking, 

have witnessed a sharp increase in the intensity of 

competition whether at the local, regional or global 

level, as a result of the tremendous development in 

communication systems and technologies and the 

rapid change in the banking environment. These 

increasing developments have led to an increase in 

the number of competitors, the methods of 

competition, and the diversity of the desires and 

needs of current and future customers [1]. 

Therefore, like other countries, Jordan started to 

review many laws regulating banking work to 

update them to keep pace with developments in the 

global banking environment and maintain the 

vitality and effectiveness of this sector [2]. These 

reforms included amending many regulations and 

legislation to encourage banks to grow, stabilize and 

absorb the consequences of banking globalization 

and remove many of the restrictions that were  

 

restricting the freedom of these banks to work 

and compete. The purpose of these banking reforms 

was to increase and encourage competition among 

banks operating in Jordan and improve the 

performance of the banking sector [3].  

The Central Bank of Jordan has also encouraged 

mergers among smaller banks to help troubled 

banks from their financial problems, creating strong 

banks that are competitive with large banks locally, 

regionally, and globally [3]. Also, Jordanian banks 

have implemented a system of banking governance 

to enhance the performance of banks, increase 

transparency in competition between Jordanian 

banks' conditions. moreover, Jordanian banks have 

adopted competitive strategies applied in many 

countries such as cost leadership strategy and 

diversification strategy as strategies that help serve 

and maintain customers and respond to their desires 

and needs [1]. Despite all these, the competitive 

advantage among Jordanian banks remained weak. 
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Where the top five banks, for example, account for 

59.42% of total operating assets, 59.45% of total 

deposits in Jordanian banks, 60.52% of total net 

profit in Jordanian banks, and 53% of the total 

number of branches operating in Jordan [4]. 

 All these advances in competitive conditions 

have been accompanied by an evolution in the 

desires and needs of customers as an inevitable 

consequence of global openness [5]. This prompted 

Jordanian banks to search for a strategic approach 

that ensures the provision of high-quality products 

and services [6, 7] Consequently, banks have 

viewed TQM as a competitive advantage within the 

context of a resource-based view of an organization. 

Theoretically, this may happen if TQM is seen as a 

hallmark of the capabilities of the organizations [8]. 

The academic literature dealt with analyzing the 

relationship between TQM and competitive 

advantage, as shown by studies [9, 10, 11, 12, 13, 

14], which indicated a positive and strong 

relationship between TQM and competitive 

advantage. On the other hand, some studies 

indicated that TQM is not associated with 

competitive advantage [15]. Finally, there are some 

studies that indicated a positive association between 

some TQM practices and competitive advantage 

[16]. Therefore, organizations apply TQM to 

improve their competitive advantages and to show 

high levels of benefits to improve organizational 

performance [17, 18, 19, 20]. 

According to [21] TQM is used as a way to 

improve performance and competitiveness. Also, 

[22] added that organizations that adopt TQM and 

pursue product quality will improve their 

competitive advantage, business success, and 

differentiate their products. However, it is not 

known how large a role of performance is as a 

mediating between TQM and competitive 

advantage. While there was a lack of studies that 

investigate the relationship between TQM, 

performance, and Competitive Advantage. 

Therefore, this study aims to examine a framework 

identifying the relationships among TQM, 

operational performance, and Competitive 

Advantage. This study also aims to investigate the 

mediating role of operational performance in 

explaining the relationship between TQM and 

Competitive Advantage in the Jordanian banking 

sector. 

 The significance of this study lies on the 

contributions it makes, both at the theoretical and 

applied levels. On the theoretical level, it supports 

the theoretical basis on the impact of each TQM 

dimension on the competitive advantage in the 

Jordanian banking sector. In addition, this study 

filled the knowledge gap identified in previous 

studies about a lack of studies examining the impact 

of TQM on competitive advantage. Furthermore, 

this study provided empirical evidence that TQM 

affects competitive advantage, which is in 

agreement with previous studies [9, 10, 11], In 

addition to its many practical contributions, this 

study has enhanced the perceptions of TQM, 

operational performance and competitive advantage 

by providing managers in Jordanian banks with 

frameworks their operational performance will 

improve, which in turn will improve Jordanian 

banks' competitive advantage 

This study also contributed to showing the 

importance of operational performance as a 

mediating variable in the relationship between TQM 

and competitive advantage in the banking sector in 

Jordan. Therefore, managers should focus their 

efforts on providing diverse, unique and high-

quality services at low prices compared to 

competitors, reducing the time taken to fulfill 

customer orders, and fulfilling customer orders on 

time. Good implementation of these operational 

performance requirements as well as the practice of 

TQM ensure that banks improve them  

competitive advantage. 

 

 

2 Literature Review 
 

2.1 Competitive Advantage 
Competitive advantage can be defined as the 

implementation of strategies for organization based 

on investing its resources and features at a higher 

level than competitors in the same market or 

industry [23]. Also [24] asserts that competitive 

advantage occurs when a company adopts strategies 

and resources that it directly controls and cannot be 

simultaneously enforced by existing or potential 

competitors. in general, competitive advantage 

refers to the following capabilities that an 

organization possesses when compared to its 

competitors, such as, low prices, high quality, high 

reliability, and shorter delivery time, these 

capabilities will improve the company's overall 

performance [25]. According to [23] there are three 

types of strategies discussed by Porter at 1980 these 

are: differentiation, cost leadership, and focus.  
Researchers used different indicators to measure 

competitive advantage. For example, [26, 27] 

identified differentiation and cost leadership. [28] In 

their study exhibited cost, financial, flexibility, 

quality and delivery. In addition, [29] presented 

production cost, production quality, production 

delivery, and production flexibility.  Also, [30] 
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limited these indicators: Unit cost. Fast delivery, 

Flexibility to change volume, Inventory turnover, 

and Cycle time. The present study utilizes 

differentiation and cost leadership. 

 

2.2  TQM 
TQM philosophy includes an organizational 

commitment to continuous improvement and 

meeting customer desires and needs [31].  Also, 

TQM is an organizational culture that supports the 

achievement of continuous customer satisfaction 

through an integrated system of technologies, tools, 

and training [12]. 

There is a consensus that organizations should 

use several principles in an integrated manner to 

ensure the successful implementation of TQM. 

Moreover, several studies have been conducted with 

the aim of knowledge of practices key to the success 

of TQM [32, 33, 34]. None of these studies 

presented a common set of practices for successful 

TQM implementation, although some quality award 

models provide a successful framework in 

implementing TQM and evaluating its business 

results such as the European Quality Award, 

Malcolm Baldrige National Quality Award, Deming 

Award [35]. 

The study by [9] identified Top management 

support, employee involvement, employee 

empowerment, Customer focus, Training, Reward 

and recognition, and Culture as components of 

TQM that were used as a source of competitive 

advantage in the Bangladeshi beverage organization. 

While the study by [10] presented the following 

critical success factors of TQM Leadership, People 

management, Information and analysis, and 

Customer focus. Through the rigorous review of the 

TQM literature, the current study utilizes five 

dimensions of TQM: top-management, customer 

focus, continuous improvement, employee 

management, process management, the reasons for 

identifying these practices are: They have been used 

extensively and frequently (the highest frequency) 

by various researchers, especially in the service 

sectors [36]. Finally, four of these factors are used 

as indicators in many international quality awards 

such as the Malcolm Baldrige Award, the New 

Zealand Business Excellence Award, the European 

Quality Award, the Egyptian Quality Award, and 

the Japanese Quality Award [37]. 

 

2.3 Operational Performance 
Operational Performance is to make all business 

units within the organization work in alignment to 

ensure that they work together to achieve essential 

business goals [38]. Operational performance refers 

to an organization's ability to reduce management 

costs, time to fulfill orders to customers and 

improve raw material utilization efficiency and 

distribution capacity [39]. Operational performance 

has an important meaning for organizations, as it 

creates high-quality products, improves production 

efficiency, and makes customers more satisfied, 

which ultimately leads to an increase in the 

organization and its profits [40]. [41] also defined 

operational performance as a performance related to 

an organization’s internal processes, such as product 

quality, productivity, and customer satisfaction.  

Many previous studies used different indicators 

to measure operational performance. [42] used four 

indicators including cost, delivery, flexibility, and 

quality.  Also, [43] used four indicators: Flexibility, 

Delivery time, Customer satisfaction and Fulfilling 

quality requirements. [44] in their study used the 

following dimensions to measure operational 

performance: Cost, Quality, Reduced defects/scrap, 

Delivery, Innovation, Capacity utilization, and 

Minimum Work in Progress. 

 

2.4 TQM and Competitive Advantage 
Competitive advantage is defined as an 

organization's advantage over competing 

organizations that is gained by providing more value 

to the customer, either by lower product prices or by 

providing greater services and benefits that justify 

the price increase [45], because adopting TQM leads 

to reducing costs, improving product quality, 

reducing production time, improving delivery 

performance, and enabling faster product delivery 

[46]. The application of TQM will improve the 

flexibility of the organization and enable it to 

change the volume of its products quickly and thus 

helps to achieve a competitive advantage [13]. 

Besides, many studies have confirmed that TQM is 

an important source of competitive advantage such 

as [9, 10, 11, 14, 47, 48], Thus, the following 

hypotheses is proposed 

 

H1: TQM has a positive significant effect on 

competitive advantage in the Jordanian banking 

sector 
 

2.5 TQM and Operational Performance 
Several studies have examined the relationship 

between TQM and operational performance. for 

example, [49] showed that TQM has a significant 

positive impact on operational performance in terms 

of improving quality, reducing cost, reducing time 

Delivery, and increasing flexibility. [20] and [44] 

added that there is a positive impact of TQM 
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application on operational performance in case of 

combining with total production maintenance.  [50] 

also found that there exists a positive relationship 

practiced between TQM and operational 

performance in both types of services and 

manufacturing industries in India. This relationship 

is necessary to maintain the quality of work as well 

as to enhance the level of competition in society. 

The study by [51] indicated a positive relationship 

between continuous improvement, system 

automation, employee training, and operational 

performance of the Kenya Revenue Authority. Also, 

the results of the [34] study revealed that TQM 

practices have an important and positive impact on 

the operating performance of ISO 9001: 2008 

certified manufacturing organizations in Ethiopia. 

Thus, the following hypothesis is proposed 

 

H2: TQM has a positive significant effect on 

operational performance in the Jordanian 

banking sector 

 

2.6 Operational Performance and 

Competitive Advantage 
 

[52] confirms that the organization's ability to 

operate in competitive environments depends to a 

large extent on the ability to gain knowledge and 

innovation in operational performance, and this is 

achieved through the integration of information 

technology and human capital to enhance strategic 

decisions related to customers, suppliers, and 

competitors, thus enhancing the overall competitive 

performance of the organization. Moreover, [53] 

adds that the operational performance in innovative 

organizations is an indicator of the effectiveness of 

the organization in achieving its goals, which 

ultimately leads to growth and profitability, which 

enhances the competitiveness of the organization. 

Also, [54] conducted a study that confirmed its 

results that organizations that apply ISO 9000 and 

TQM have better operational performance in terms 

of quality and inventory management, which is 

reflected in their competitiveness and access to 

international classifications. Thus, the following 

hypothesis is proposed 

 

H3: Operational performance has a positive 

significant effect on competitive advantage in 

the Jordanian banking sector 

 

2.7 Operational Performance as a Mediator 

between TQM and Competitive Advantage 
Some studies have dealt with operational 

performance as a mediator between various 

variables such as [55, 56, 57, 58, 59]. According to 

[60] many TQM practices such as managing 

information systems, relationships with suppliers, 

training, and other practices that positively impact 

operational performance and that the effective 

management of these practices will be reflected 

positively to improve efficiency, profitability and 

increase the company's market share. [61] also 

showed that TQM practices significantly impact 

organizational performance and that it is imperative 

for organizations looking for a competitive 

advantage to be concerned with TQM practices and 

especially strategies for continuous improvement of 

their operations. Therefore, [51] confirmed that 

unless adopts TQM practices such as continuous 

improvement, employee training, and system 

automation in the changing business environment, 

achieving operational excellence will be a difficult 

task Thus, the following hypothesis is proposed  

 

H4: Operational Performance mediates the 

relationship between TQM and competitive 

advantage in the Jordanian banking sector. 
 
 

3 Research Framework 
The research framework is shown in Figure 1 that 

shows the relationship between TQM as an 

independent variable and competitive advantage as a 

dependent variable, where operational performance 

is the mediating variable. 

 

TQM 

  

Competitive 

Advantage 

  

Operational 

Performance 

  

Fig.1: Research Framework 
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4. Methodology 
 

4.1 Research Design 

This study employed a descriptive cross-sectional 

survey research design in collecting data from the 

respondents. in which the research effect is limited 

to study measurements only, but does not overlap 

with the research settings [62]. 

 

4.2 Population and Sample 

The unit of analysis in this study is managers of 

Jordanian banks. According to the Association of 

the banks in Jordan, the total number of managers in 

13 commercial banks, and 3 Islamic banks, are 

2237. Based on the guideline reported by [63], a 

sample size of 331 will be sufficient. Nevertheless, 

the size of the sample was increased by 20% from 

the population to minimize error in sampling and to 

take care of the nonresponse rate issue [64]. Hence, 

448 managers were selected as the total number of 

questionnaires to administer However, 336 valid 

questionnaires were retrieved, with a response rate 

of 75%. The unit of analysis for this study was the 

managers in Jordanian banks. However, 336 

questionnaires were valid for statistical analysis. 

 

4.3 Variable Measurement 

In terms of variable measurement, this study used 

five dimensions with a total of 31 items to measure 

TQM. These dimensions are top management, 

customer focus, continuous improvement, employee 

management, and process management. These items 

were adopted from [35] Competitive Advantage was 

measured by using thirteen items. Six items (1, 2, 3, 

7, 9, and 10) were derived from [65] and [21]. Items 

4 and 11 from [27]. Finally, five items (5, 6, 8, 12, 

and 13) from [26]. Also, eight elements taken from 

[66] were used to measure operational performance. 

All measurement items were calculated through 

perceptual questions on a five-point Likert scale 

with endpoints of “strongly disagree (1) and 

strongly agree (5). 

 

4.4 Data Collection Instrument  

The questionnaire is divided into four sections. The 

first section is to require demographic data of the 

respondents.  The second section consists of five 

dimensions to measure TQM, with 31 items adapted 

from [35].  The third section consists of Competitive 

advantage with 13 items adapted from [21, 27, 65]. 

The fourth section includes 7 items indicating 

operational performance adapted [66]. A five-point 

Likert scale was used, ranging from 5 = strongly 

agree to 1 = strongly disagree to collect the 

responses. 

 

4.5 Data Analysis Strategy 

The current study used Competitive advantage as 

dependent variable and TQM as independent 

variable while operational performance used as 

mediator variable.  Smart pls was used to test the 

data of the current study. The data were analyzed in 

two steps: the first step was to test the measurement 

model and the second step was to test the structural 

model.   

 

 

5 Analysis and Result 
 

5.1 Assessment of the Measurement Model 
The measurement model was evaluated in order to 

ensure the reliability and validity of the model using 

Convergence validity and Discriminant validity, 

beside Cronbach’s Alpha criterion to evaluate 

constructs’ internal consistency reliability [67].  

 

5.1.1 Convergent Validity 

Convergent validity is a statistical test to show if 

there is any conflict between measurements and it is 

also used to provide the level of agreement between 

relevant indicators for the same concept [68]. 

According to [69] researchers must check some 

different tests such as composite reliability, outer 

loading, and Average Variance Extracted (AVE), 

which must achieve at least their minimum values of 

0.60, 0.60, and 0.50 respectively to test the 

convergent validity. But for an AVE, 0.40 can be 

accepted because Fornell and Larcker assert that if 

the AVE is less than 0.50, but the composite 

reliability is higher than 0.60, the convergence 

validity of the construct is still sufficient [70]. also, 

Cronbach’s Alpha criterion was used to assess 

constructs’ internal consistency reliability and the 

threshold value is 0.7 [69]. 

Table 1 presents the convergent validity results 

of the general CFA model for the study in which 

they  

achieved acceptable standard external loads of more 

than 0.60 except for four items (CA8, CA10, CA11 

and CA12) whose loads were less than 0.60 in line 

with what was recommended to remove indicators 

with external loads between 0.40 and 0.70 from the 

scale, especially when the indicator is deleted 

indicating a composite reliability increase or AVE, 

where the check was rechecked four times, each 
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time the item less than 0.60 was excluded until the 

AVE value rose above the 0.50 threshold and this 

did not affect the validity of the content [71]. AVE 

and CR were more than 0.50 and 0.60, respectively. 

This confirms that all elements have sufficient 

reliability to measure their respective structures.
 

 

Table 1.  The Convergent Validity Analysis 

First-order Construct Items 
Cronbach's 

Alpha 

Factor 

loading 
CR AVE 

Top management 

TM 1 

0.891 

0.760 

0.915 0.605 

TM 2 0.783 

TM 3 0.754 

TM 4 0.753 

TM 5 0.818 

TM 6 0.775 

TM 7 0.799 

Customer Focus  

CF 1 0.834 0.758 

0.879 0.548 

CF 2 0.731 

CF 3 0.749 

CF 4 0.741 

CF 5 0.823 

CF 6 0.628 

Continues improvement 

CI 1 

0.853 

0. 795 

0.895 0.629 

CI 2 0.808 

CI 3 0.812 

CI 4 0.784 

CI 5 0.767 

Employee Management 

EM 1 

0.874 

0.799 

0.903 0.571 

EM 2 0.788 

EM 3 0.726 

EM 4 0.788 

EM 5 0.764 

EM 6 0.761 

EM 7 0.653 

Process Management 

PM 1  

0.859 

0.668 

0.895 0.589 

PM 2 0.770 

PM 3 0.753 

PM 4 0.841 

PM 5 0.767 

PM 6  0.796 

Operational performance 

OP 1 

0.882 

0.660 

0.907 0.551 

OP 2 0.759 

OP 3 0.668 

OP 4 0.681 

OP 5 0.769 

OP 6 0.775 

OP7 0.807 

OP8 0.800 
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Competitive Advantage 

CA 1 

0.883 

0.708 

0.906 0.519 

CA 2 0.688 

CA 3 0.795 

CA 4 0.747 

CA 5  0.782 

CA 6 0.734 

CA 7 0.719 

CA 9 0.719 

CA 13 0.656 

TQM 

Top management 

0.941 

0.812 

0.891 0.620 

Customer Focus  0.790 

Continuous important  0.790 

Employee Management  0.804 

Process Management  0.748 

 
5.1.2 Discriminant Validity 

Discriminant validity is confirmed when the 

correlation value between constructs is less than the 

value of the AVE value. This indicates that the 

value must be more than other values off-diagonal 

values in its respective column and row in the  
correlation matrix [72]. The current study relied 

mainly on [73] to prove the discriminatory validity.  

 
 

In Table 2 below can be seen the results of Fornell 

and Larcker as a diagonal line of elements 

representing the square roots of AVE correlated 

with the structures below. Therefore, it is possible to 

compare those diagonal lines and beyond. Italic 

values are greater than others in row and column 

values.

 

 

Table 2. Correlations of Discriminant Validity

 

 

 

 
 
 

 

 

 

 

 

 

CA= competitive advantage; CI= continuous improvement; CF= customer focus; EM= employee management; 

OP= operational performance; PM= process management; TM= top management 

 

5.2 Confirmatory Factor Analysis Model for 

the Overall Measurement Model 
The current study used confirmatory factor analysis 

(CFA) to assess the overall measurement model 

including the measurement model (first and second-

order constructs) which recommended by [69]. 

The study model includes one higher-order 

construct (reflective-reflective), namely, TQM 

which includes five first-class structures (Top 

management, Customer focus, Continuous 

improvement, Employee management, and Process 

management), in addition to two first-order –  

 

reflective constructs namely (Operational 

performance, competitive advantage). Therefore,  

this study applied a two-stage approach, in first-

stage using the repeated indicator approach then 

extracting the composite reliability and average 

variance extracted for the higher-order construct 

from the first-order construct that existed in the 

higher-order construct. 

 [74] use this approach because it does not 

require an equal number of indices for lower-order 

constructs, and is also recommended when the 

higher-order construct is an endogenous or 

  CA CI CF EM OP PM TM 

CA 0.720             

CI 0.495 0.739           

CF 0.524 0.545 0.741         

EM 0.490 0.524 0.510 0.756       

OP 0.656 0.489 0.470 0.519 0.742     

PM 0.636 0.492 0.511 0.536 0.602 0.768   

TM 0.435 0.610 0.584 0.543 0.419 0.417 0.778 
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mediating variable. The Measurement model for this 

study was illustrated as in Fig. 2. 

 

 

 

Fig. 2: Modified CFA Model for Overall Measurement Model (First Order, Second Order) 

It is clear from the Fig. 2. that A CFA model was 

performed for 17 items which represented tow first-

order constructs (operational Performance, and 

Competitive Advantage) after removing the items 

(CA8, CA10, CA11, and CA12) which had loads 

less than 0.60 and were removed in line with the 

recommendation made by [71]. Also, the CFA 

model includes one second-order construct namely 

(TQM), The names of these five first-order 

constructs were Top Management, Customer Focus, 
Continuous Improvement, Employee Management, 

and Process Management, respectively using 31 

items. The figure also shows the relationship 

between the study variables: independent, mediator 

and dependent. Fig. 1 is the final measurement 

model with acceptable outer loadings of the model 

constructs. 

 

5.3 Assessment of the Structural Model  
The next step after completing the reliability and 

validity of the measurement model is run and 

evaluate the structural model to test the study 

hypothesis. There are some required tests are 

suggested to conduct to evaluate the inner model 

which generally focus on the latent construct. These 

tests are: Coefficient of determination (R²), effect 

size (F²), predictive relevance (Q²) [75]. All of these 

test results were mentioned in table 3. 

 

5.3.1 Hypotheses Testing 
in the current study, the proposed hypotheses were 

examined by using Smart PLS’s Algorithm and 

Bootstrapping as recommended by [76]. The 

structural model test results are shown in Table 3 

As depicted in Table 3, TQM has a positive and 

significant effect on the competitive advantage at 

the 0.001 level of significance (β=0.393, t= 7.113, 

p<0.0001). TQM has a positive and significant 

effect on operational performance at the 0.001 level 

of significance (β=0.632, t= 14.846, p<0.001). 

Similarly, the effect of Operational performance on 

competitive advantage also was found to be positive 

and significant at the 0.001 level of significance 

(β=0.407, t= 7.042, p<0.001). Therefore, the results 

supported the proposed hypotheses H1, H2, and H3 

as developed in this study.
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Table 3. Hypotheses Testing Result

 
Path shape 

Std. 

Beta  

Std. 

Error  
T-value  

R ² 

 
F ² Q ² 

P-value 

Decision 

H1 TQM - CA 0.393 0.055 7.113 0.  523  0.195 0.265 0.000 Supported 

H2 TQM - OP 0.632 0.043 14.846 0.  399  0.664 
 

0.000 Supported 

H3 OP - CA 0.407 0.058 7.042 
 

0.209 
 

0.000 supported 

 

Table 3 also shows that the Coefficient of 

Determination R² values of competitive advantage, 

and operational performance 0.523, and 0.399 

respectively, which indicates that approximately 

52% of the variance in competitive advantage was 

explained by tow external variables (TQM, 

operational performance), and that approximately 

40% of the variance in operational performance was 

explained by one predictor (TQM). In addition, the 

overall results showed that R² values met the 0.19 

threshold value suggested by [77].  

 

Meanwhile, Table 3 shows that the Effect Size (F²) 

values for the three predictions on the outside are 

0.195; 0.664; 0.209, respectively, which is a 

medium, large, and medium effect size, 

respectively, as recommended by [78], indicating 

the extent to which the predictors explain the 

competitive advantage, and operational 

performance. 

 

 

 

 

 

On the other hand, the Predictive Relevance of the 

Model (Q²) values for competitive advantage were  

0.265 and these values are above zero, indicating 

that the model has predictive relevance [79].  
 

5.3.2 Testing the Mediating Role of Operational 

Performance 

This study used the Preacher, and Hayes method to 

analyze the role of operational performance as a 

mediating variable in the relationship between TQM 

and competitive advantage. The result of 

bootstrapping analyses indicated as shown in Table 

4 that the indirect effect of TQM on competitive 

advantage through operational performance was 

positive and statistically significant at the 0.05 level; 

β = 0.257, t-value = 6.696, p-value = 0.000 Also, the 

boot confidence interval (CI) bias-corrected did not 

straddle a 0 in between, indicating, as reported by 

[80], that there was a mediating effect; The lowest 

level (LL) = 0.187, the highest level (UL) =0.333. 

This confirms that the mediation effect was 

statistically significant, and thus the H4 hypothesis 

was supported. 

Table 4. mediation effect 

 

Relationship  S. B St. D T-value P-value 
LL 

(2.5) 

UL 

(97.5) 
Decision 

H4 TQM -OP -CA  0.257 0.038 6.696 0.000 0.187 0.333 Supported 

 

5.3.3 Predictive Relevance of the Mode 

This study is used R-squared values to assess the 

study model's predictive power.  As a general rule, 

[71] determined that R-squared values of 0.75 and 

above, between 0.25 and 0.75, equal to or below 

0.25 to be considered as strong, moderate, and weak 

predictive power, respectively. In this study, the 

highest R-squared value was a competitive 

advantage (0.523), followed by the operational 

performance (0.399) as can be seen in table 3. These 

findings indicate a moderate in-sample predictive 

power of the study model. 

 

 

6 Discussion 
The finding demonstrated that TQM has a positive 

effect on competitive advantage. This can be 

interpreted that the participation of top management  

in Jordanian banks in supporting and improving the 

quality strategy, constantly meeting customers’ 

needs and expectations, emphasizing continuous  

improvement of services provided to customers, 

encouraging employees, and urging them to 

participate in quality programs, are some of the 

reasonable reasons that contributed to enhancing the 

Competitive advantage in Jordanian banks. This 
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study agrees with many previous studies that 

showed that TQM directly affects the competitive 

advantage, such as [9, 10, 11, 14, 47, 48]. 

 

Meanwhile, the results showed that TQM has a 

positive and significant effect on operational 

performance. This can be explained by the 

awareness of top management in Jordanian banks of 

the importance of applying quality in the various 

activities of banks and their business, ensuring that 

the demands of customers are met on time, the 

speed of response to customer feedback, and 

complaints, the participation of employees at 

various administrative levels in quality activities and 

work, the alignment between quality and cost While  

providing the service to customers, these may be 

some of the reasonable and possible reasons that 

contributed to the enhancement and improvement of 

operational performance in Jordanian banks. The 

results of this study are in agreement with the results 

of the study [34, 41, 44, 50, 51, 81] all of which 

emphasized TQM that directly effects on 

operational performance, raise its level and leads to 

its improvement in various organizations.  

The results also showed that the operational 

performance has a positive and important impact on 

the competitive advantage in Jordanian banks. This 

can be interpreted that the bank management’s 

interest in providing services at reasonable prices 

that suit the desires and interests of customers on 

time, the ability of banks to reduce the time taken to 

implement customers’ requests, the ability of banks 

to provide diverse and unique services that suit 

customers’ needs, the interest of bank employees in 

improving their performance and the performance of 

their departments, are reasonable reasons to improve 

the competitive advantage in Jordanian banks. The 

result of this study agreed with the results of the 

studies of [53, 54, 82, 83], which emphasized that 

operational performance has a positive effect and 

leads to the improvement of competitive advantage.  

The result also showed that operational performance 

is a mediator between TQM and competitive 

advantage in Jordanian banks. This result can be 

explained by the fact that the operational 

performance appears through the keenness of the 

management of Jordanian banks to meet the needs 

and desires of customers by providing flexible and 

diversified high-level services at the specific time, 

and the keenness of the management of banks and 

employees to adopt the TQM as a long-term strategy 

and its application in various administrative levels, 

each This helps to improve the competitive 

advantage. The results of this study agreed with the 

results of studies by [56, 57, 58, 59], which all 

indicated that the operational performance It acts as 

a mediator between many different variants. 

 

 

7  Limitations and Directions for 

Future Research 
This study contains two important limitations; these 

limitations are: Firstly, this study used a cross-

sectional design, which does not allow monitoring 

the changes that may have occurred over time. 

Therefore, conducting a longitudinal study will help 

to overcome this limitation, treat it and confirm the 

result. The longitudinal study will also provide a 

deeper understanding of the mutual influence 

between the study variable. Secondly, this study 

dealt with the direct effects of TQM on competitive 

advantage, as well as the indirect impact of TQM on 

competitive advantage through operational 

performance as mediating variable.  

Future studies can address these relations within 

other economic sectors such as the private hospital 

sector, the telecommunications sector, and the 

industrial sector. Comparative studies can also be 

conducted using the same study variables, but in 

different sectors, providing further understanding 

about the potential relationships of such studies. 

 

 

8  Conclusion 
This study provided empirical evidence for the 

direct effect of TQM on competitive advantage and 

operational performance. It also provided empirical 

evidence for the role of operational performance as 

a mediating variable in the relationship between 

TQM and competitive advantage. The structural 

model supports the direct impact of TQM on 

competitive advantage and the indirect impact of 

TQM on competitive advantage through operational 

performance. This study contributes to providing 

evidence that may help to enhance understanding 

and knowledge of the relationship between TQM, 

operational performance, and competitive 

advantage. It also contributes to bridging the 

knowledge gap regarding the lack of studies dealing 

with the relationship between TQM and competitive 

advantage Through the theoretical framework it 

presents, the results of this study are also, important 

to researchers and academics as they constitute the 

nucleus for further research. From a methodological 

point of view, this study may help, through the 

framework provided by it, to clarify the relationship 

between its variables. The use of smart PLS may 

lead to unique and unknown insights regarding the 

impact of various factors on competitive advantage. 
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From a practical perspective, the results of this 

study are likely to be useful in making 

administrative decisions related to developing 

capabilities that generate a competitive advantage. 
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