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Abstract:

This study aimed to identify the impact of total quality management in
the competitive advantage in the Jordanian commercial banks. To
fulfill the objectives of the study, a questionnaire was designed and
distributed to a sample of administrative and financial managers of
commercial Jordanian banks. The study sample consisted of (150)
questionnaires of which (140) were collected and (10) were excluded,
the total number of questionnaires subject to analysis were (130).
Arithmetic averages and standard deviations were used to answer the
questions of the study, and multiple progressive regression to test
hypotheses of the study.

The study found that perceptions of administrative and financial
managers toward total quality card and all of its dimensions, the
dimension of (feedback) came the highest with an arithmetic average
of (3.82) and the lowest was (the participation of workers and team-
building) with an arithmetic average of (3.50). The study also found
the perceptions of the administrative and financial managers toward
the competitive advantage, the highest dimension was (quality of
banking service), the arithmetic average was (4.02) and the lowest
dimension is (cost reduction), where the arithmetic average was (3.30).
Hypotheses test showed that the total quality management explained
(0.58) of the total variation in competitive advantage, the study
recommended that the workers of the bank should participate in
decision-making especially those concern providing banking services,
and encouraging them to build work teams in the bank.

Keywords: Total quality management, Competitive advantage,
Jordanian commercial banks..
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