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Abstract
Student: Ann Mary Nabil Al-Basha
Title: The role of applying total quality management in achieving competitive advantage
Doctor: Samar Kabalan
Syrian Virtual University

The study aimed to study the extent of the impact of comprehensive quality management, with
its dimensions, in achieving competitive advantage at Banque Bemo Saudi Fransi in the city of
Damascus. The researcher used the descriptive approach and the analytical method, which
aims to gain insight into a phenomenon to form a more accurate picture of it, in order to
understand its content, and reveal the relationship between the various dimensions, A random
sample of 150 employees was selected from these employees and from all job levels and
departments. An electronic questionnaire was distributed to the sample, from which 110 valid

questionnaires were retrieved for statistical analysis.

The study concluded that through the results of the simple linear regression test, it was found
that there was an effect of each dimension of total quality management on competitive advantage,
and through the results of the multiple linear regression test, which combined the dimensions of
total quality management, and measuring their combined impact, it was found that there was an
effect for the two dimensions of focus on operations and empowerment. Employees gain
competitive advantage at Banque Bemo Saudi Fransi in Damascus only, without any impact on

the dimensions of continuous improvement and senior management support.

The study recommended working to achieve senior management support, through applying clear
plans, strategies and guidelines capable of improvement, paying attention to empowering

employees, This is done by increasing the horizontal and vertical communication channels for



the bank’s employees with the aim of conveying their ideas to the higher administrative levels,
granting rewards and rewarding material and moral incentives to those with creative ideas in the
bank, and working to ensure continuous improvement by adopting the (6 Sigma) methodology ,

which is based on collecting data and numbers about the problem facing the banking service.

Keywords: total quality management, continuous improvement, customer focus, senior

management support, employee empowerment, competitive advantage.
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ANOVA®
Model Sum of Df Mean Square F Sig.
Squares
1 Regression | 34.473 1 34.473 78.742 .000°
Residual | 47.283 108 .438
Total | 81.756 109

suadla. Dependent Variable:
i) cpwaslib. Predictors: (Constant),

Loudlil) spaad Ao peiall Gaeatl) Y Jasadl laad) zit (14)Jsaad)

Coefficients®
Model Unstandardized Coefficients Standardized T Sig.
Coefficients
B Std. Error Beta
1 (Constant) | .962 287 3.347 .001
ol | 737 .083 .649 8.874 .000
Lalnll syalla. Dependent Variable:

Loudlal) Bl o paiall Gauaill 5Y anaailly Ll V) delea (15)Js2al)
Model Summary

Model R R Square Adjusted R Square Std. Error of the
Estimate

1 | .649° 422 416 .66167

<l cpuailla. Predictors: (Constant),
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Tl Sjally (AL e S G A LAY Janad) Ll laaiY) 2 3se Lndla (16) saal

ANOVA?
Model Sum of Df Mean Square F Sig.
Squares
1 Regression | 61.256 1 61.256 322.704 | .000°
Residual | 20.501 108 .190
Total | 81.756 109
sylla. Dependent Variable:
bl Ao <pllb. Predictors: (Constant),

Loudlil) gadl Ao b3l e S Y Jawadl jlaadY) &3 (17) Jsaad)

Coefficients®
Model Unstandardized Coefficients Standardized T Sig.
Coefficients
B Std. Error Beta
1 (Constant) | .252 183 1.378 .001
<all | .945 .053 .866 17.964 .000
Lalnll syalla. Dependent Variable:

Lualal) ghad) Je oAl Ao 5Kl j& Baaiillg ol V) Jales (18) Jgaall
Model Summary
Model R R Square Adjusted R Square Std. Error of the

Estimate

1 .866° 749 747 43568
Gyl Ao y<plla. Predictors: (Constant),
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ANOVA?
Model Sum of Df Mean Square F Sig.
Squares
1 Regression | 43.071 1 43.071 120.243 .000°
Residual | 38.685 108 .358
Total | 81.756 109
sylla. Dependent Variable:
Llall 8)l3Y) acb. Predictors: (Constant),
Landlil) gadd o Wall 5)3Y) acs Y Jasadl lasi¥l 35 (20) Jsaall
Coefficients®
Model Unstandardized Coefficients Standardized T Sig.
Coefficients
B Std. Error Beta
1 (Constant) | .796 .249 3.203 .002
aca | 783 071 726 10.966 .000
4uélnll syalla. Dependent Variable:
Ladlil) sl e Wlall 531 aco Y anaailly Jals V) Jales (21) Jsanl
Model Summary
Model R R Square Adjusted R Square Std. Error of the
Estimate
1 .726° 527 522 .59850

Llall 5)laY) ca. Predictors: (Constant),
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3.:\“91..\3:\\ Z‘S):td\j U:\L\bd\ S g A=) _)LC\AY .L:g.m.\]\ L;L:;J\ J\A;_\\J\ Cé_yu 4adia (22) d_gJAJ\

ANOVA?
Model Sum of Df Mean Square F Sig.
Squares
1 Regression | 42.497 1 42.497 116.904 .000°
Residual | 39.260 108 .364
Total | 81.756 109

s)wlla. Dependent Variable:

celelall (€ab. Predictors: (Constant),
Landlil) sad e cplalad) €0 5 Janadl HlaatV) & (23) Jsaad)

Coefficients®
Model Unstandardized Coefficients Standardized T Sig.
Coefficients
Std. Error Beta
1 (Constant) | .961 237 4.048 .000
ofa | .795 .073 721 10.812 .000

4uélnll syalla. Dependent Variable:

Aandlil) saal) e cplelell €0 B aaailly Ll V1 dalas (24) Jsaall
Model Summary
Model R R Square Adjusted R Square Std. Error of the Estimate

1| .721° .520 515 60292

cplelall (pSaa. Predictors: (Constant),

0.05 Ce S8 25 <0.000 disine A2 (grine die (F) i dalew dad of ) (22) sand) el

Aazinl (K My cRadlal) Sl il Cplalall (€5 el Zilas) L) U et L
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b Ailian] AN 53 Al aasr (of Aol i) Qg paall i by Nl <0.05 e B
Gl gan @by 8 Loudlil) Bl Gaia 8 ALlal s3gall 3y el 2alS ulalad) S Gulail
LBied Ade A i 2l

g).\.\s‘):al_\.u\ EEYIS Q929 L;uu \JA} c(O 721) &_ud.a Ja\.\.g‘}.“ d.qbu :\Aﬁ U\ (24) dj.l;j\ Y
D) (e %52 uiy clalall S8 o 61 ¢(0.520) s 288 sl Jalee Ll cgpariall (s L3y
adlal) sl & Jalall

rAal JE e Jasad) addl HlaatV) dlales (55555

(leladl (1:£a5) 0.795 +0.961 = dnélill 53l

ey Gpudll) Ball B uss abliy sasly sang Jbhe Cpllall e (B s JS O e e
-(0.737)

caxidl el lasay) dudas ) daa bl cilad Teciae AN agall 5] aladd 8l L,

Baall (3aiad (8 ALLa) Bagall 53] (il B Ailian) AV 53 il gy eV Ll jdl) s
(Bl ddgda (B i) (gagraad) gan iy b dpudlisl

At pl) e pdl) L) (B laaiY) 3 sail Ailas ) sy (25) Jsaal

ANOVA?
Model | eyl § sene Lalldng | bugd gge | F s Jalas Lginal) (55iana
Regression 15.636 2 7.818 29.399 .000°
Residual 39.093 147 .266
Total 54.729 149

Lol 5yl

olalall (S5 By aed cctililaal) e SN ¢ el cppuanl
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Coefficients?®

Jaall dalae Gl U by Jalae @ ginall (55ine
1 (Constant) 2.111 .193 .147 .003
sl () .004 .084 444 .047 963
Slleal) Ao 35l 733 .079 312 9.258 .000
Llall 5))2Y) aca .059 .091 .348 .650 517
Olelall (S 245 .081 222 3.035 .003
Lausdli) il

Aot ) A all wiaail) Jalaag Tl V) Jalas (27) Joaal

Model Summary

Model Loy Jalea ol Jalas Jarall aaaill Jalaa @bl Ual)
1 .885° 783. 775. 41076
N sl
ERRIAEN

SPSS wilajia (pa dald) dlas) 1 jaal)

33 (S by il Spaall Zunlls ZLLED 535501 53] Sl Alany) BaadY) L) i Laa

o 3K e IS8 daal) daleag ¢(2.111) corly oyl aal) dales dad o 0o (26) Jsand) (e
Gl 0.05 oo Bl ddlas) ANa (gise 2ie (0.245) 5 (0.733) cialy culalell (€0 5 clilaal)
b Ailan) AN 5 il aag 4l (ol cAbadl Ayl Jibig aaall A mby Gl ¢pnialeall

B Ainra b il (gagand) gan Sliy b Ladlil gl Gaiad b ALl Basal 3ly) Gulail

=
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e Gl ie Llall 8)3Y) a3y aisall il e JU 486 35ag are Jia Lea 0.05 e S

-

On BS Ll Ale 35a a5 ¢(0.885) il Talsy¥) Jalas dad ) ey (27) Jsaadl (1
Oy Cplalal) ey cillaall e 550 axn of 61 ¢(0.783) s 2 aaaill Qe Ll ¢y puicial
pedlal) gal) A Jealad) 5l (e %88.5

ol Sl e saiall Jhall jlasiV) dlales (685

(Cralall (i) 0.245 + (lbaall Lo ) 0.733 +2.111 = ducdlial) Saal
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