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Abstract

This study aimed to investigate the impact of total quality
management with its dimensions (top management support, customer
satisfaction, continuous improvement, and job empowerment) on the
employee’s performance (accuracy in execution and achievement,
creativity and innovation, teamwork, and workmanship) in Jordanian
commercial banks. The moderating role of the attitudes of employees. The
researcher adopted quantitative research design by using a questionnaire to
collect data, where the questionnaires were distributed to a proportional
random sample of (279) questionnaires, and only (218) questionnaires were
valid for analysis, and then they were analyzed SPSS. The study found that
there is a significant impact of total quality management with its
dimensions (top management support, customer satisfaction, continuous
improvement, and job empowerment) on the performance of employees in
Jordanian commercial banks. The results of the study also showed that
there is an effect of employees' attitudes as a moderator on the relationship
between the total quality management and the performance of employees in
the Jordanian commercial banks sector. In light of these results, the study
recommends that Banks should continue to apply total quality management
as a tool and technique to acquire and maintain competitive priorities. Also,

there should be focus on the application of employees’ attitude as it plays



essential role on the employees’ performance. It is also recommended to
conduct similar studies in different countries, especially in the Arab
countries.
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