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Quality of Banking Services as a Mediating Variable
in the Relationship between Excellence in Operations’
Management and Competitive Advantage
A study of the Islamic Banks in Jordanian

ABSTRACT

Prepared by
Naim Mohammad Najim Alkmos

Supervised
Associate Prof. Dr. Kamel Al-hawajreh

The purpose of this study is aimed to test the impact of quality of banking services
between excellence in operations management and the competitive advantage in
Jordanian Islamic Banks. The independent study variable represented by excellence in
operations management whereas the dependent variable represented by competitive
advantage and the mediator variable represented the quality of banking services. The
study population consisted of the High-net-worth individuals & Corporate customers
of Islamic banks estimated around (2000) customers. Where a 10% sample (about 200
customers) of this population of customers was selected intentionally. And a study
tool (a questionnaire) was distributed to all the samples count from which (135) were
retrieved. And since (25) of these surveys were disqualified due to its incompetency
to be used in statistical analysis, only (110) surveys were subject to statistical analysis
which constituted (81.48%) from the retrieved surveys. A set of Descriptive and
deductive tools were used such as Averages, Standard deviations, Correlation,
Multiple regression, Stepwise analysis and Path analysis. The analysis was
implemented using the Statistical package for Social Sciences (SPSS V.20) supported
by (Amos V.20) Software.

The study resulted in a number of findings, the followings are the most important:

e A statistical significance impact of the excellence of banking operations
management in its various dimensions (excellence in Customer management,
operational change and development, development of organizational policies and
procedures) in the quality of banking services in Islamic banks at the significance
level (0<0.05).

e A statistical significance impact of the excellence of banking operations
management in its various dimensions (excellence in Customer management and
operational change and development) in achieving the competitive advantage in
Islamic banks at the significance level (a<0.05).

e A statistical significance impact of the quality of banking services in achieving the
competitive advantage in Islamic banks at the significance level (¢<0.05).



No statistical significance impact of the development of organizational policies
and procedures in the quality of banking services and achieving the competitive
advantage in Islamic banks at the significance level (a<0.05).

A direct and an indirect impact to the excellence of banking operations
management in its various dimensions (excellence in Customer management,
operational change and development, development of organizational policies and
procedures) in achieving the competitive advantage with the existence of banking
services quality in Islamic banks at the significance level (a<0.05).

The most important recommendations this study provides are:

Strengthening the development of organizational policies and procedures related
to pushing towards achieving competitive advantage in Islamic banks.

Focusing on strengthening the development of organizational policies and
procedures is a major dimension of excellence in operations management in
Islamic banks.

Islamic banks should provide all the information related to new products to
customers as a way of strengthening the quality of banking services and
achieving competitive advantage.
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"Service quality: bank customers’ expectations and perception in
Jordan'
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Othman & Owen, (2000):

"Adopting and measuring customer service quality in Islamic banks:
A case study in Kuwait finance house’
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Newman, (2001):

"Interrogating Servqual: A critical Assessment of Service Quality
Measurement in a High Street Retail Bank.'
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"Measuring perceived service quality at UAE commercial Banks'
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Wikowski and Wolfinarger, (2002):
"Comparative service quality: German and American ratings across
service settings'
Gl 5 Lkl 5 1S5 5l e U 8 Feadl) apai A (e Band) 8353 4l ) Al yal) Cidoa
Can A sall) il ) (Y1 cCablall Aplain) dpalac¥) a5 deadll Baga e Aol
s (Servqual) sulia aladind 28 Cua gl lehaa (e dsed QIS0 ued e 3 i)
A 22 e (g i
e A g 38 Yl pa i) 5 1S 5d) A Juee 455 5 Wildl b daee 575 &) due caly
A5yl Jin) Al 2y of A ol Lol clia i 3 bl aal ey cAreadl) Gl sall ¢dac
) Aaaal (a5 S Cunelilall 5 1yl e € 8l Aaa] Cam e a1 G V)
Lpeal a5 5 W LA sald) il gall g V) ccalalbedl) lanal) cdpalae) any : JEIS IS
¢ s saldl) gl Alaial) (gl ccalaladll calaeY) a : JEIS IS skl sl
Aplae¥) e o Sl Al jall cua
5 4aY) ) aas Wikowski and Wolfinarger ) ;o adlall a0l e JS sl
lia) Al Al ol et ¢ deadll 30 ga Sl DA e ASjaal) dadal) 30 sald &5 e cl sl
A ) byl il 8 ey el A padll clerdl) 335a
dedll Baga yuwia ol B A& Wikowski and Wolfinarger aul )y ¢ Caald) alaind

A el

Chicui et al., (2003):

'Service quality measurement in the banking sector in south Korea'
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Li et al., (2006):

”The Impact of Supply Chain Management Practices on Competitive
Advantage and Organizational Performance”
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Tahir and Abu Bakar,( 2007):

'Service Quality Gap between Customers’ Satisfactions of
Commercial Banks of Malaysia.'
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Ashish, (2007):

“Competitive Advantage of a Firm through Supply Chain
Responsiveness and SCM Practices”
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Gouvéa and Masan, (2008):

'Satisfaction and Loyalty of Bank Clients in the Municipality of Sao
Paulo—-Brazil'
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Lawler, (2009):

“Make Human Capital A Source of Competitive Advantage”
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Sukati et al., (2011):
” An Investigation of The Relationship between Supply Chain
Management Practices and Competitive Advantage of The Firm”
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