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Abstract 

The current study aims to reveal the impact of sustainable structures of Service Quality 

(Visionary leadership, organizational culture, and organizational commitment) to achieve 

competitive superiority (cost, quality, flexibility, delivery, innovation) through the 

intermediary role of High Involvement Management Practices (functional integration, training, 

motivation, teams), The study approach depends on identifying a major problem that has been 

clarified through several questions that revolve around an important question: Can sustainable 

structures of service quality be employed to achieve competitive superiority through High 

Involvement Management Practices. Therefore, the current study relied on a questionnaire tool 

to measure the availability of sustainable structures for quality of service, competitive 

superiority and the practices of managing high containment in the civil banks in the 

governorates of the Middle Euphrates (Diwaniyah, Najaf Al-Ashraf, Karbala Al-Sacred, Babil 

and Al-Muthnah). Using special statistical packages in SPSS.V.27 and AMOS.V.26 the results 

of the normal distribution, modeling of the structural equation, the stability and inner 

truthfulness factor, means, standard deviations, relative importance, and correlation matrix 

were extracted. The results of the study showed a direct and indirect correlation and impact 

between sustainable quality-of-service structures and High Involvement Management Practices 

to help achieve competitive edge among management leaders in their work. 

Keywords: Sustainable structures for quality of service, High Involvement Management 

Practices, competitive advantage. 

Introduction 

The quality of service has received great attention during the past few years, as the 

service sector has become the dominant resource in many developing and developed countries, 

which has created the need to meet the service requirements of the market in a way that will 

satisfy the satisfaction of the targeted clients and gain the loyalty of the largest number of them. 

Thus, the basis for achieving competitive superiority lies in the concern for sustainable 

structures of quality of service, and the Organization must use High Involvement Management 

Practices to ensure continuous improvement in the Organization's services. 

Competitive superiority contributes to improving the image and reputation of the 

Organization through the development of the working personnel and the development of new 

methods and methods to accomplish the internal tasks and operations of the Organization. 

Thus, it can be stated that the basis for developing the relationship between sustainable 
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structures of quality of service and competitive advantage is to invest High Involvement 

Management Practices. 

The management of high containment includes a range of innovative practices: Job 

rotation, business rotation, contribution to problem and decision-making, information exchange, 

open participation between employees and their superiors, active participation in decision-

making and the reward and compensation system (Ahmad et al. 2014:230), which means that 

HFM practices are the link in ensuring that sustainable HQS structures are continuously 

improved and competitive superiority achieved.  The current study aimed at knowing the nature 

of the relationship between sustainable structures of quality of service and competitive 

superiority through high Involvement management practices. The standard of study was prepared 

based on a variety of scientific resources and adapted to the study community. 

Part One: Scientific methodology of research 

First: The problem of study 
It is no longer enough for contemporary business organizations to accept the current 

situation. During the field visits made by the researcher to review the variables of the study to 

the senior management leadership of the civil banks in the central Euphrates region, it became 

clear that there was a weakness in understanding the dimensions of competitive superiority 

from the administrative leaderships in these banks. However, the need to implement these 

sustainable structures requires the use of high Involvement management practices to obtain 

better results, and the problem of the study can therefore be formulated in a fundamental 

question (Can sustainable structures of service quality be used to achieve competitive 

superiority through High Involvement Management Practices?) 

In order to answer the question, there is a need to mention a range of questions that help 

the banks concerned achieve competitive advantage: 

1. What is the level and nature of the sustainable quality of service structures of the banks 

in search of?. 

2. What is the reality of High Involvement Management Practices among the members of 

the banks in research?. 

3. What is the reality of competitive superiority in the banks that are researted?. 

4. What is the nature and type of correlation between study variables (sustainable structure of 

QoS, High Involvement Management Practices, dimensions of competitive superiority)?. 

5. How can the direct impact that sustainable structures have on the dimensions of 

competitive superiority be measured? 

6. What is the indirect impact that sustainable structures of service quality have on the 

dimensions of competitive superiority through High Involvement Management 

Practices? 

Second: Objectives of the study 
The main objective of the current study is to measure the nature and type of correlation, 

as well as the direct and indirect impact between sustainable structures of quality of service, 

High Involvement Management Practices and competitive advantage, and follows from this 

objective a set of important sub-objectives: 

1. Identify the reality and nature of sustainable quality of service structures of research 

organizations. 

2. Identify the reality of HMS practices among members of the organizations in research. 
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3. Recognize the reality of competitive superiority in research organizations. 

4. Identify the correlation between study variables (sustainable structures for quality of 

service, High Involvement Management Practices, and dimensions of competitive 

superiority). 

5. Highlight the direct impact of sustainable structures of service quality on the 

dimensions of competitive superiority. 

6. Highlight the indirect impact that sustainable structures of service quality have on the 

dimensions of competitive superiority through High Involvement Management 

Practices. 

Third: The importance of the study 
The importance of the current study lies in the importance of the variables examined by 

our service organizations and the resulting attention of the administrative leaderships in these 

banks to give sufficient attention to reflect these variables.  The study also highlights the 

importance of increasing the awareness of the administrative staff that there are many 

opportunities that can be invested in order to improve their performance and achieve 

competitive superiority through this investment, which leads to achieving competitive 

superiority. 

Fourth: Hypochal outline of the study 
The study hypothesis chart, as shown in Figure 1, is prepared to contribute to the nature 

and type of relationship between the variables for this study, as follows: 

1) Independent Variable: Sustainable structures for Service Quality (QoS) this variable 

has three dimensions (Visionary leadership, organizational culture, and organizational 

commitment). 

2) The intermediate variable is represented by High Involvement Management Practices 

and consists of four sub-dimensions: (Functional integration, training, motivation, and 

teams). 

3) The dependent variable: Competitive superiority, consisting of five sub-dimensions: 

(Cost, quality, flexibility, delivery, and innovation). 

 
Figure 1 Study hypothesis Chart 
Source: Researcher's preparation 
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Fifth: Study hypotheses 

The current study derives from three main hypotheses 
First: The correlation hypothesis 

There is a significant correlation between study variables (sustainable structures of 

quality of service in dimensions, high containment in dimensions, competitive advantage in 

dimensions). 

Second: The influence hypothesis 
Each dimension of sustainable structures of service quality has an indirect impact on 

the dimensions of competitive superiority through the dimensions of High Involvement 

Management Practices. 

Sixth: Data collection tool 
In order to achieve the objective of this study, a number of tools have been used to 

collect data and information as follows: 

The data collection tool was the resolution form based on the 5-Lacert scale (strongly 

agreed, neutral, not strongly agreed, not strongly disagreed) with the management leadership of the 

banking community and the study standards were based on a ready scale shown in table 1. 

Table (1) Study axes and scales 

The main variable Sub-dimensions Approved measure 

Sustainable structures for 

Quality of Service 

Visionary leadership 

Gupta et al.,2005 Organizational culture 

Organizational commitment 

High Involvement 

Management Practices 

Functional integration 

Mxenge et al.,2014 ; 

Voiplo,2015 

Training 

Motivation 

Teams 

Competitive superiority 

Cost 

Kotler,1997 ; Slack,1998 

Quality 

Flexibility 

Delivery 

Innovation 

part two: The theoretical aspect of research 

First: Sustainable structures for quality of service 

The concept of Service Quality 

In 1980 researchers first began searching for quality in service, while the quality in 

hearing was described and evaluated at the time, the quality of service was largely 

undetermined.  In 1985, Parasuraman, Zeithaml & Berry studied this field because of the great 

growth in the service sector, and that providing superior services became a prerequisite for 

success and survival of organizations (Wesselman, 2014:11), Since then, customer service has 

become a distinct resource for both the productive and service sectors, along with information 

technology, as business organizations have become oriented toward quality of service, 

especially in the early 1980s. Organizations recognize that only a high-quality product 

maintains competitive advantage, but that it is the quality of service that achieves a sustainable 

competitive advantage (Gupta et al.,2005:389), Thus, for the miners of organizations, 
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increasing interest in improving quality of service in order to ensure customer satisfaction and 

managing costs that in turn lead to improved profitability (Ghobadian et al., 1994:43), quality 

is the fundamental characteristics rooted in the nature of products, which determine the 

customer's perception of products and the formulation of prototypes of quality (Kyriacou, 

2018:233).  The quality also focuses on the suitability of the use of a product to meet the needs 

of customers (Byrne et SL, 2019:252), and the ability  to comply with the specifications and 

requirements of customers (Jussila,2017:2 Antila&). 

As such, the quality of service represents the judgment of the customer toward the 

service provided by the organization about expressed through the reactions to service delivery 

(Tabaku, 2016:2), so studying the quality of service and understanding the overall nature of the 

service and quality are very difficult. The concept of quality of service for a group of 

researchers, writers and academics can be reviewed in Table 2. 

Table (2) concept of quality of service 

No. Researcher Concept 

1 Wyckoff, 1984:78 The degree of excellence to meet customer requirements and 

control the demonstration in achieving this excellence 

2 Yildiz,2012:690 The result of the interaction between service components that 

produce the service and the customers. 

3 Faqih,2016:378 Staff assessment to ensure service excellence 

4 El Baz Mourad et 

al.,2017:43 

The ability to develop the organization's capabilities to respond 

to the specific needs and desires of clients. 

5 Chen,2019:2 This service is capable of qualifying the customer with 

knowledge, skills and experience and is capable of achieving its 

goals and the development goals of the community. 

6 Kljaić-

Šebrek,2020:245 

The Organization's proper design and delivery of its services for 

the first time 

7 Tammubua,2021:305 The difference between customers' expectations of the services 

provided by a particular company and their expectations of the 

companies' abilities to meet the required services 

Sustainable structures for Quality of Service 

Visionary leadership 

Visionary leadership is defined as an individual's ability to clearly understand and 

predict the future in order to prepare for unexpected consequences (Bunnoiko & 

Atthirawong,2017:395).  He explained (Ulfa& Waluyo, 2016:70) that Visionary leadership is 

one of the goals of individual and group actions, inspiring leadership to see, and communicating 

vision to subordinates, as the organization can be better guided, and (Mora-Whitehurst, 

2013:316) that Visionary leadership represents the key leadership behaviors and personal 

characteristics. That a leader needs to prove in order to have a positive impact on the 

organization. 

organizational culture 

An organizational culture represents a set of common meanings, which include the 

values, attitudes and feelings that govern the behavior of its members (Bortolotti et al.,2015:3).  

(LOO, 2018:43) explained that organizational culture refers to a set of values that individuals 

believe in within organizations, which govern their behavior and influence their performance 

of their work.  (Sun et al., 2018:128) has identified organizational culture as common 

assumptions and core beliefs developed by the organization over time, and one of the core 
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components of the organization.  (Araujo et al., 2019:4) believes that organizational culture is 

the integration of interactive characteristics that affect the responses or interactions of a group 

of individuals with their surroundings. 

organizational commitment 

Organizational commitment is a form of identity, loyalty and participation that 

represents employees against the organization or work unit, through which success in a person's 

performance of competence and professionalism is determined, as well as commitment to the 

work in which he or she is engaged. Organizational commitment is also seen as an indicator of 

employee performance to create a high level of competence, professionalism and commitment 

to achieve optimal performance (Kurniawan et al.,2018:2). 

Second: Practices of high containment 

The concept of High Involvement Management Practices 

The Department of High containment appeared in the early 1980s, and its leader was 

then the American psychologist (Lawler), as well as several authors (Walton, 1984;  Beer et 

al.,1984) is an innovative approach to management based on management of high containment, 

and the authors saw that the model of High Involvement Management Practices is a basic 

foundation to replace the Taylor and Alton Mayo models, as they focused on a method of 

control, division of labor, the accuracy of the definition of specialized functions, and the limited 

opportunities for containing workers. This results in reduced employee commitment and trust 

in management (Wood&Bryson, 2008:3) 

High containment represents a range of innovative practices that include 

reconfiguration, job rotation, self-managed teams, substantial encouragement for problem-

solving and decision-making, information-sharing, open discussion between the worker and 

manager, active participation in decision-making and the reward system (Khafaji, 2019:130). 

Therefore, studying the management of high containment and a comprehensive concept 

reflecting its particular nature is extremely difficult, and from this standpoint the definition of High 

Involvement Management Practices for a group of researchers can be reviewed in Table 3. 

Table (3) Definition of High Involvement Management Practices 
No. Researcher Concept 

1 Banytė et al.,2006:54 
A mechanism for organizing the organization's activity in order 
to obtain the greatest opportunities for improving the skills, 
capabilities, knowledge and experience of its staff. 

2 Wood et al, 2015:22 

A form of purposeful and targeted management to raise 
employee commitment levels in order to have self-organized 
behavior that is not controlled by sanctions and external 
pressures of an individual based on good relations within the 
organization 

3 Mizutani, 2016:40 

A combination of methods and ideas that the Organization is 
making use of to encourage workers to gather adequate 
information on market requirements in general, and its clients in 
particular, with a view to meeting them as far as possible. 

4 Talib& 
Dhahad,2019:372 

A collection of practices focused on worker decision making, 
energy, information, training and motivation. 

5 Lee,2021:32 
Continuous experience of high levels of influence on decisions 
affecting the business process, which are determined by the 
perceptions of the workers 

6 Akhigbe,2020:134 A way to integrate a range of innovations and ideas into the 
workplace to drive high performance 

7 Bardach,2020:183 
A set of practices used by FAO to keep track of developments 
and to improve the commitment of staff to the implementation 
of the Organization's plans and objectives. 
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High Involvement management practices 

job integration 

The job consolidation reflects a wide range of effects on the employee's decision to stay 

on the job ( Robinson et al., 2014:105;  Mitchell et al.,2001:1109 ). (Mallol et al., 2007:36) 

concluded that the important aspects of integration are the ties that bind the employee to other 

people or to the community, how the employee is appropriate to the organization or 

environment, and what the situation should be if the employee leaves a position in the 

organization. 

training 

Training is also a systematic effort to improve knowledge, skills, behaviors and 

contributions to improving performance (Jeffrey & Ruliyanto 2017:78).  (Hanaysha & Tahir, 

2016:272) believes that training is a process that helps workers learn how to improve their 

knowledge, skills and behaviors by utilizing existing programs within the organization to 

improve the efficiency and performance of the organization. 

Motivational 

Motivation encourages people to adopt and implement a common goal (MacCoby et 

al., 2013:62), vision is not just something to talk about, but something to move toward in an 

individual's work. Here you need the ability of the leader to implement the various goals and 

plans of the new vision and to put strategic goals and plans in place, to encourage people to 

actively participate in implementing the plans, to inspire, and to motivate people to achieve 

high performance (Simarmata, 2020:192). 

Team-working 

The teams focus on building relationships with employees to create a competitive 

advantage through training, development, and performance improvement, with the help of a diverse 

workforce, to improve the competitive context of the organization (Zareei et al., 2014:7). 

Second: Competitive superiority 

The concept of competitive superiority 

Today, the concept of competitive superiority is of great importance to management as 

a result of the turbulent business environment and fundamental changes at the local and global 

levels due to technological development, the development of information and knowledge 

systems, the means of communication and the spread of global commerce (Al-Faraji and Al-

Rabeawi, 55:2021) 

Competitive superiority is one of the topics that has received great attention in the 

contemporary areas of management because of the fundamental changes in the business 

environment at the local and international levels, as a result of the information and knowledge 

technology revolution, the communications revolution and the liberalization of global trade. In 

this connection, it was pointed out that business organizations could achieve the goal of 

competitive advantage through competitive advantages, often based on comparative 

advantages in nature. It is important for the organization to have a competitive advantage, but 

it is more important to maintain it (ChatON& Guillermine,2013:215). 

The study of competitive superiority and the identification of a comprehensive concept 

that reflects its particular nature is therefore extremely difficult, and from this point of view the 

definitions of competitive superiority of a group of researchers can be presented in table 4. 
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Table (4) Definition of High Involvement Management Practices 
No. Researcher Concept 

1 Cowan,2013:5 The degree to which coordination provides greater excellence 
and harmony among the divisions of the Organization's units 

2 Moise,2015:152 The extent to which the Organization is able to find and better 
invest the best competitive tools for achieving competitive 
advantage through continuous improvement of productive 
performance (processes or products). 

3 Blankson,2016:162 A means for the Organization to invest its potential in 
producing a product that is scarce, distinctive, difficult to 
imitate and that affects customer perceptions. 

4 Chivers et al.,2017:10 The ability of working individuals to build knowledge 
capabilities that are capable of achieving excellence compared 
to those of competing organizations 

5 ÖRÜCÜ et al.,2017:17 The local excellence of the organization resulting from lower 
prices for its clients and better investment of opportunities than 
its competitors. 

6 Ozdemirci et 
al.,2019:27 

A means used by the Organization to gain an advantage over its 
target market by creating better value for customers 

7 Al-Attar and Rdada1, 
2021:100 

The uniqueness of the organization through its activities 
compared with competitors to achieve a unique and 
distinguished position in the market 

From the foregoing it can be said that competitive superiority is the degree to which 

the Organization invests all its potential, activities and values to produce a unique and 

distinctive product over competitors, in a way that gains as much clients as possible and builds 

positive relationships aimed at preserving them. 

Dimensions of competitive superiority 

Specialists and researchers in the field of competitive superiority dealt with various 

dimensions of competitive superiority, and perhaps the most important dimensions agreed upon 

were (cost, quality, flexibility, delivery and innovation) and can be detailed as follows: 

Cost 

The minimum cost is the first competitive dimension sought by many organizations 

(Khalaf et al., 2019:250), for an organization that can control its cost and make it lowest relative 

to competitors in the same field will hold the upper hand in the market and be in a privileged 

position to control the market. It has the capacity to deter new competitors, and the factory is 

competing through low cost, an important and key factor under which the facility can offer low 

products to clients, and the cost is three types: Labor cost, raw materials cost, waste materials 

cost, and other costs (ALI, 2016: 223-224). 

Quality 

Quality is important as it plays an important role in determining market-based and 

customer-based outcomes such as satisfaction, loyalty and margin, and quality in retail 

premises is likely to be a powerful weapon of competition, as retail quality is good together 

(Dugal & Verma, 2019:47) 

Flexibility 

Therefore, flexibility has become a decisive competitive indicator after production has 

become according to the customer's demand. Flexibility includes the ability to provide new 

services in a broad range and at the same time the ability of the organization to make 
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adjustments to its existing services in order to adapt to the new changes (Mohamed and Al-

Ayash, 2018:42). 

Innovation 
Innovation is an integral part of management processes. Creative thinking includes 

many high-level creative skills, which are reflected in the creation of new ideas that contribute 

to the development of individuals' ability to observe, discover, analyze, generate hypotheses 

and tests, solve problems, communicate, and think skills. In addition, the most important 

strategic resource for the success and sustainability of the organizations, as it plays an important 

role in the process of producing scientific knowledge, through which organizations can respond 

quickly to environmental risks and market dynamics by generating new ideas and producing 

products that meet those demands, helping the organization achieve a competitive advantage 

(Yildiz & Yildiz,2021:2). 

E. Delivery 

Competitive delivery is important for the time being because it has a great impact on 

the purchasing decision of the customer, in addition to determining the organization's ability to 

deliver products and services to the customer. The competitive edge of the organization is its 

ability to satisfy its clients and according to a schedule established by the organization to 

determine the best way to deliver the product or service to the customer, which includes speed, 

accuracy and care for delivery (Raouf and Shawani, 2020:306). 

part three: The practical aspect 

First: Test the normal distribution of study variables 
The results of Table 5 note that data on study variables (sustainable structures for 

quality of service, High Involvement Management Practices, competitive advantage) follow 

normal distribution and have taken the form of a bell in the course of their spread, which means 

that the sample data distribution is almost similar to normal distribution and does not suffer 

from a state of distension. This leads us to accept the assumption that study variable data are 

drawn from a community whose data are naturally distributed 

Table (5)Test normal distribution 
Standards Sustainable 

structures for 
Quality of Service 

High Involvement 
Management 

Practices 

Competitive 
superiority 

The sample size 71 71 71 
Boisson 
distribution 
parameter 

mean 4.21 4.18 4.2 
Standard 
deviation 

0.47 0.65 0.5 

Kol-Smi 0.120 0.216 0.087 
Sig. 0.200* 0.200* 0.200* 

Second: Measuring the stability of the threshing tool 

The results of the resolution stability test can be explained as follows: 
a. The results showed the stability of the measurement tool, having obtained a strong 

correlation coefficient between the two parts of resolution (0.700), which means that 

the strength of the Sperman Brown coefficient is 0.870, which strongly supported the 

Kutman half-segmentation coefficient (0.865), which showed the consistency of the 

resolution paragraphs and the achievement of the indicators for stability conditions. 

b. The results showed that the three-dimensional (25) paragraph variable (alpha 
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Cronbach's=0.896) was consistent (0.947), and the sustainability of QoS structures 

ranged from the lowest (0.780) value of the organizational commitment dimension to 

the highest (0.843) of the organizational culture dimension. This showed the 

consistency of resolution paragraphs and the achievement of indicators for the imposed 

stability conditions (70%). 

c. The results show that the intermediate variable (High Involvement Management 

Practices) in four dimensions and actually (20) paragraph has been stabilized (alpha 

Cronbach's=0.943) to the equivalent of (0.971), and the dimension stability of the HRM 

has ranged from the lowest (0.930) value of the stimulation dimension to the highest 

(0.894) value of the training dimension. This showed the consistency of resolution 

paragraphs and the achievement of indicators for the imposed stability conditions 

(70%). 

d. The results showed that the dependent variable (competitive edge), which is in five 

dimensions and in fact 25, obtained a constant (alpha Cronbach's=0.932) equivalent to 

a credibility of (0.965), and the stability of the dimensions of competitive superiority 

ranged from the lowest (0.798) value of delivery, speed and reliability, to the highest 

(0.887) value of the dimension of the innovation. This showed the consistency of 

resolution paragraphs and the achievement of indicators for the imposed stability 

conditions (70%). 

Table (6)Resolution stability test 

variable Sub-dimensions NO. Measurement 

Tool thresholds 

Measuring 

instrument veracity 

Sustainable 

structures for 

Quality of Service 

Visionary leadership 11 0.819 0.896 0.905 0.947 

Organizational culture 9 0.843 0.918 

Organizational 

commitment 

5 0.780 0.883 

High Involvement 

Management 

Practices 

Functional integration 5 0.858 0.943 0.926 0.971 

Training 5 0.894 0.946 

Motivation 5 0.830 0.911 

Teams 5 0.893 0.945 

Competitive 

superiority 

Cost 5 0.853 0.932 0.924 0.965 

Quality 5 0.866 0.931 

Flexibility 5 0.819 0.905 

Delivery, speed and 

reliability 

5 0.798 0.893 

Innovation 5 0.887 0.942 

Correlation coefficient between the two 

resolutions 

0.700 Strong 

The Sperman Brown Laboratories 0.870 Strong 

Kutman half-retail labs 0.865 Strong 

Third: Statistical description of the study variables 

Summary of the sustainable structures variable for quality of service 
The results reviewed in table 7 show that the variable of sustainable structures for 

quality of service has agreed upon by a number of the members of the studied sample with a 

high arithmetical average of 4.21, with a good relative importance (84%) and a standard 

deviation (0.47) indicating that the opinions of the studied senior leaders agree on enabling the 

workers to achieve the desired results. The results showed that the level of interest of informed 
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senior leaders in supporting employees strongly and encouraging them to solve problems is 

due to having a good leadership after being at the top with an average of (4.31) and a standard 

deviation equal to (0.48) which means that the studied sample is interested in providing a clear 

vision of quality (based on employee focus) The extent to which the vision of strategic planning 

and decision-making was based on a relative interest (86%), and after the organizational 

commitment an arithmetical mean (4.1%), indicating that the studied sample agreed on the 

importance of improving its capabilities by 82%. 

Table (7) Display, analyze and interpret the variable sustainable structures for quality of 

service 

Dimension Mean 
Standard 
deviation 

Relative 
importance% 

Order of 
importance 

Visionary leadership 4.31 0.48 86% 1 
Organizational culture 4.21 0.53 84% 2 
Organizational commitment 4.1 0.69 82% 3 
Variable rate of sustainable structures for quality of service 
Mean 4.21 Standard deviation 0.47 
Relative importance 
84% 

Variable summary of High Involvement Management Practices 
From the results reviewed in Table 8, the HRM variable has obtained agreement from 

a number of members of the sample studied with a high mathematical average of 4.18. This 

practice is an important part of the organization's completion of the informal contract between 

it and the employees. The results showed that the level of considered senior leaders' interest in 

adopting various and innovative training programs covering all the development fields 

necessary for their work. It works to determine those needs of its employees according to 

modern scientific methods, which goes back to having the first rank after training with an 

average computational rate of (4.25) and a standard deviation equal to (0.72), which means that 

the studied sample is interested in improving the employees' training abilities and adopting the 

best modern training programs in their possession in order to develop the employees' abilities 

Providing the best services to customers, which received a relative attention of (85%), and after 

the stimulation an mean of (4), indicating that the studied sample agreed on the importance of 

improving its capabilities by (80%). 

Table (8) Presentation, analysis and interpretation of variable practices of High Involvement 

Management Practices 

Dimension Mean Standard 
deviation 

Relative 
importance% 

Order of 
importance 

Functional integration 4.23 0.69 85% 3 
Training 4.25 0.72 85% 1 
Motivation 4 0.85 80% 4 
Teams 4.25 0.77 85% 2 
Variable rate High Involvement Management Practices 
Mean 4.18 Standard deviation 0.65 
Relative importance 
84% 

Summary of competitive superiority variable 
The results reviewed in Table 37 show that the competitive advantage variable has 

agreed upon by a number of members of the sample studied with a high arithmetical average 

of 4.2. It also indicates that the opinions of the studied high leaderships agree on new methods 

for studying the behavior of the consumer and searching for innovative markets not reached by 

the competitor. The results showed that the level of interest of the senior leaders considered in 

using the bank's efficient distribution channels would facilitate delivery. This is due to the fact 
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that after delivery, speed and reliability are ranked first with an average arithmetic of (4.29) 

and a standard deviation equal to (0.58), which means that the studied sample is interested in 

improving and developing HR capabilities periodically, which shows a relative interest of 

(86%), The cost dimension also obtained a computational mean of (4.09) indicating that the 

studied sample agreed on the importance of improving its capabilities by (82%), and Figure 

(25) illustrates the representation of the sample answers to the study sample about the 

dimensions of the competitive advantage variable. 

Table (9) Presentation, analysis and interpretation of competitive superiority variable 

Dimension Mean Standard 

deviation 

Relative 

importance% 

Order of 

importance 

Cost 4.09 0.66 82% 5 

Quality 4.22 0.66 84% 3 

Flexibility 4.22 0.55 84% 2 

Delivery, speed and 

reliability 

4.29 0.58 86% 1 

Innovation 4.19 0.73 84% 4 

Variable rate of competitive superiority 

Mean 4.2 Standard deviation 0.5 

Relative importance 

84% 

Fourth: Testing the study hypotheses 
The First Key Hypothesis: There is a positive morale correlation between the 

reliability of sustainable structures for quality of service (Visionary leadership, organizational 

culture, organizational commitment) and high Involvement management practices (functional 

integration, training, motivation, and teams). 

The findings in Table 10 have found that there is a statistically significant correlation 

between the sustainable structures of quality of service and the practices of managing high 

containment, which amount to 0.740 and at a moral level of 0.01, i.e. the first major hypothesis 

is accepted. This means that sustainable structures of service quality have a strong relationship 

with HM practices and this contributes to improving the customer's experience with the 

services provided by the organization. 

The results also showed a statistically significant correlation between sustainable 

structures of quality of service and competitive superiority at a level of 0.726; In addition, there 

is a statistically significant correlation between the practices of High Involvement Management 

Practices and competitive advantage (0.672), which means that the management of high 

containment acts as a mechanism for organizing the organization's activity in order to obtain 

the greatest opportunities for improving the skills, capabilities, knowledge and experience of 

its personnel. 

Table (10) Relationship between sustainable structures of service quality and High 

Involvement Management Practices 
 High Involvement Management 

Practices 
Competitive superiority 

Sustainable structures 
for Quality of Service 

0.740** 0.726** 

High Involvement 
Management Practices 

1 0.672** 

**. Correlation is significant at the 0.01 level (2-tailed). 
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Key second hypothesis: Sustainable structures of service quality have an impact on 

competitive superiority in its dimensions through the intermediary role of high Involvement 

management practices in their dimensions. 

Figure 2 shows the structural model of the study, which shows the significant effect of 

sustainable structures of service quality by their dimensions on competitive edge by its dimensions 

through the intermediary role of High Involvement Management Practices in their dimensions, 

while one-way arrows from independent variables to the approved variable represent standard 

regression coefficients. The value shown above the competitive advantage variable is the 

interpretation coefficient (coefficient of determination), which is called standard coefficients (used 

to test hypotheses). Which shows that the moral variable of sustainable structures of service quality 

by its dimensions through the intermediary role of high Involvement management practices can 

explain the 0.567 percent of the changes in the competitive advantage variable in the sample 

studied. The remaining percentage and gagnations (0.433) are due to the contributions of other 

variables not included in the study model. 

Table (11) also shows that the β value of 0.790 indicates increased availability of 

sustainable structures for quality of service by dimensions through the intermediary role of 

High Involvement Management Practices by one unit of standard deviations will increase 

competitive superiority by 79%) From one standard deviation unit, with a standard error of 

(0.033), and based on the output of the structural model of the influence relationship between 

the independent variable and the dependent variable, accept the third major hypothesis from 

the effect hypotheses. 

 
Figure 2. Standard model of the impact of sustainable structures of service quality on 

competitive superiority through High Involvement Management Practices 

Table (11)Results of analysis of the impact of sustainable structures of service quality on 

competitive superiority through High Involvement Management Practices 
Path Standard 

weights 

Standard 

error 

C.V R2 (P) 

Sustainable 

structures 

for Quality 

of Service 

<--- High 

Involvement 

Management 

Practices 

<--- Competitive 

superiority 

0.790 0.033 23.939 0.567 0.001 

Part Four: Conclusions and recommendations 
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First Conclusions 

1. The interest of indigenous banks in achieving competitive superiority by improving 

sustainable structures for quality of service is focused on the implementation of High 

Involvement Management Practices. 

2. The thoughtful interest of the NBs in adhering to quality management philosophy and 

building a clear vision of the quality of their services and products. 

3. The importance of improving staff capacity for organizational learning in order to 

improve service quality through the development of the employees' abilities, skills and 

knowledge of the use of new technologies is recognized by well-informed community 

banks. 

4. There is a high awareness among staff at all levels that the real purpose of their presence 

is to serve clients. 

5. Encouraging the bank's management of its employees to express their opinions, 

criticisms and reactions to organizational performance, thereby encouraging the high 

leadership's belief in enabling the employees to be operationally exploited to achieve 

desired results. 

6. The high-level leadership is aware of the importance of relying on diverse and 

innovative training programs that cover all areas of development required for their work 

and identify those needs of their staff in accordance with modern scientific methods. 

Second Recommendations 

1. The need for teams to work at different levels of management to mend differences 

between the bank's functional classes, to encourage them to break the routine and 

exchange roles between different levels of management. 

2. The need for studied banks to provide a clear vision of quality (based on employee 

focus) and how the vision forms the basis for strategic planning and better decision 

making. 

3. The need for educated banks to recognize the importance of trust, openness and good 

employee relations is the culture of the bank, which requires the studied banks to 

strongly believe in the philosophy of "right first time" and "right every time" among 

employees. 

4. Educated banks should encourage employees to develop their potential through training 

and training programs and training courses to develop their career capabilities. 

5. The need for the studied banks to focus on the importance of building the promotion 

strategy on a fair basis and operating in a transparent manner, and that the method of 

granting incentives in the bank is being carried out in a satisfactory manner among the 

staff. 

6. The need for the studied banks to recognize the importance of encouraging employees 

to defend and defend the principles and values of the bank before society, which 

requires them to focus on enabling the employees to perform their tasks in a manner 

that provides the best service and quality. 

References 

Al Khafaji, Rasha Mahdi, 2019, impact of High Diversity and inclusion Management in High 

Performance Business Systems: Field Study at Maysan Oil Company, Arab Journal of 

Management, vol. 39, No. 3. 

Raouf, Raad Adnan, Al-Shahouani, Alaa Abd Al-Wahab, 2020. Achieving competitive 



  
  

Res Militaris, vol.13, n°1, Winter-Spring 2023 1328 
 

superiority in the context of the adoption of some sustainable industrialization 

strategies: A Survey at the State Company for Textile and Leaing Industries, Baghdad, 

Tikrit Journal of Administrative and Economic Sciences, vol. 16, No. 51, Part 2. 

Al-Attar, Fouad Hammoudi, RDA, Bushra Jawad, 2021 Visual Marketing and its role in 

achieving competitive superiority: A Survey of the opinions of a sample of staff at the 

Karbala Commercial Complex, Iraqi Journal of Administrative Sciences, vol. 11, No. 

45. 

Al-Faraji, Hareth Muthani, and Al-Rabeaawi, Saadoun Hamoud, 2021, influence of Sports 

Marketing on competitive superiority, Journal of Economic and Administrative 

Sciences, vol. 27, No. 126. 

Mohamed, Safa Tayeh, Al-Aayash, Abeer Amir, 2018, the role of Electronic money in 

achieving competitive superiority: Applied Study of a sample of government banks, Al-

Gheer Journal of Economic and Administrative Sciences, vol. 15, No. 4. 

Ahmad , M. , Shahzad N. , Waheed A. & Khan M. , (2014) , High Involvement Management 

and Employees Performance Mediating Role of Job Satisfaction , European Journal of 

Business and Management , Vol.6 , No.31 

Akhigbe, O. 2020. High Involvement Management And Employee Performance Of Deposit 

Money Banks In Rivers State, JournalNX- A Multidisciplinary Peer Reviewed 

Journal,VOLUME 6, ISSUE 8,131-149. 

Ali, S,2016 “The Impact of Lean Manufacturing Pillars in Enhancing the Competitive 

Advantage of the General Pharmaceutical Company in Samarra (An Analytical Study), 

Anbar University Journal of Economic and Administrative Sciences, Volume 8, Issue 

15. 

Al-Khalaf, N, & Mahihi, S, 2019, The Role of Quality Costs in Achieving Competitive 

Advantage” Journal of Administration and Economics, V 42, N 122. 

Anttila, j., & jussila, k. (2017). Understanding quality–conceptualization of the fundamental 

concepts of quality. International journal of quality and service sciences. 

Araujo, R., Santos, G., da Costa, J. B., & Sá, J. C. (2019). The Quality Management System as 

a Driver of Organizational Culture: An Empirical Study in the Portuguese Textile 

Industry. Quality Innovation Prosperity, 23(1), 1-24 

Banytė, J., Gadeikienė, A., & Kuvykaitė, R. (2006). Peculiarities of human resources 

management in a service enterprise. Engineering economics, 47(2), 54-61. 

Bardach, E. (2020). 9. The entrepreneur designs a proposal and seeks support. In The Skill 

Factor in Politics (pp. 183-214). University of California Press. 

Blankson, C. (2016). Positioning a brand. In The Routledge companion to contemporary brand 

management (pp. 162-183). Routledge. 

Bortolotti, T., Boscari, S., & Danese, P. (2015). Successful lean implementation: 

Organizational culture and soft lean practices. International Journal of Production 

Economics, 160, 182-201 

Bunnoiko, K., & Atthirawong, W. (2017). Confirmatory factor analysis towards visionary 

leadership of supply chain managers in the manufacturing industry of Thailand. Journal 

for Global Business Advancement, 10(4), 395-414. 

Byrne, m. J., tickle, m., glenny, a. M., campbell, s., goodwin, t., & o'malley, l. (2019). A 

systematic review of quality measures used in primary care dentistry. International 

dental journal, 69(4), 252-264. 

Chaton, C., & Guillerminet, M. L. (2013). Competition and environmental policies in an 

electricity sector. Energy economics, 36, 215-228. 

Chen, H. J. (2019). Linking role definition rigidity to elementary school teachers’e-service for 

in-service teacher development. Computers in Human Behavior. 

Chivers, D. P., McCormick, M. I., Warren, D. T., Allan, B. J., Ramasamy, R. A., Arvizu, B. 



  
  

Res Militaris, vol.13, n°1, Winter-Spring 2023 1329 
 

K., ... & Ferrari, M. C. (2017). Competitive superiority versus predation savvy: the two 

sides of behavioural lateralization. Animal Behaviour, 130, 9-15. 

Cowan, C. (2013). Printed Books versus e-Book formats: a study using Niche Gratification 

Theory. The University of Alabama. 

Duggal, E., & Verma, H. V.2019, Quality in Retail: A Qualitative Study of Construct Domain 

and Dimensions, ENVISION-Apeejay’s Commerce & Management Journal, 47-61. 

El Baz Mourad, M. M., Anong, A. C., & Mustappha, B. 2017, Combination between Cobit 5 

and ITIL V3 2011, International Journal of Advanced Engineering Research and 

Science, Vol-4, Issue-5. 

Faqih, K. M. (2016). Which is more important in e-learning adoption, perceived value or 

perceived usefulness? Examining the moderating influence of perceived compatibility. 

In 4th Global Summit on Education GSE. Kuala Lumpur. World Conferences. 

Ghobadian, A., Speller, S. and Jones, M. (1994), “Service quality: concepts and models”, 

International Journal of Quality & Reliability Management, Vol. 11 No. 9, 43-66. 

Gupta, A., McDaniel, J. C., & Herath, S. K. (2005). Quality management in service firms: 

sustaining structures of total quality service. Managing Service Quality: An 

International Journal. 

Hanaysha, J. (2016). Examining the effects of employee empowerment, teamwork, and 

employee training on organizational commitment. Procedia-Social and Behavioral 

Sciences, 229(298-306), 298-306. 

Jeffrey, I.&Ruliyanto,2017, The Effect Of Competence, Training, and Work Discipline 

towrads Employees’ Performance. International Journal Of Business Management 

Invention, Vol.6, Issue 9. 

Kljaić šebrek, j. (2020). Doctoral dissertation summary: service quality measurement in rural 

tourism: an application of modified ruralqual model. Tourism and hospitality 

management 

Kotler.P, 1997, Marketing Management Planning Implementation and Control. Gth ed., New 

Delhi . 

Kyriacou, m. C., & rouphael, y. (2018). Towards a new definition of quality for fresh fruits and 

vegetables. Scientia horticulturae, 234, 463-469. 

Lee, B. Y. (2021). Variations in Employee Training and Participation in the Taiwanese ICT 

Industry: An Institutional Logics Perspective (Doctoral dissertation, King's College 

London). 

Loo, L. H. (2018). Knowing Me Knowing You: Organizational Culture in Insurance Industry, 

Malaysia. International Journal of Service Science, Management and Engineering, 5(2), 

40-48. 

Maccoby, M., Norman, C. L., Norman, C. J., & Margolies, R. (2013). Transforming health care 

leadership: A systems guide to improve patient care, decrease costs, and improve 

population health. John Wiley & Sons. 

Mitchell, T. R., Holtom, B. C., Lee, T. W., Sablynski, C. J., & Erez, M. (2001). Why people 

stay: Using job integration to predict voluntary turnover. Academy of management 

journal, 44(6), 1102-1121. 

Mizutani, F. (2016). The relationship between donor behavior and financial statements in 

Japan. The Journal of Asian Finance, Economics, and Business, 3(4), 39-42. 

Moise, S. (2015). The competitiveness of industry–from comparative advantage to comparative 

advantage to competitive advantage. Discourse as a form of multiculturalism in 

literature and communication, section: social sciences, 148-161. 

Mora-Whitehurst, R. (2013). The relationship between elementary principals' visionary 

leadership and students' reading performance. In The Educational Forum (Vol. 77, No. 

3, pp. 315-328). Taylor & Francis Group. 



  
  

Res Militaris, vol.13, n°1, Winter-Spring 2023 1330 
 

Mxenge, s., Dywili, m., & Bazana, s. (2014). Job engagement and employees’ intention to quit 

among administrative personnel at the university of fort hare in south africa. 

International Journal of Research in Social Sciences , 4 (5), 124-139. 

ÖRÜCÜ, E., STAUB, S., JENAB, K., BABAYİĞİT, Y., & DENİZ, E. (2017). The Moderating 

Role of Personal Innovation Efforts on Job Satisfaction and Person-Organization Fit: 

A Study on Bandirma Municipality Employees. Business Management Dynamics, 7(4), 

17-29. 

Ozdemirci, F., Kahvecioglu, N., & Yorulmaz, H. (2019). A practical approach to global 

competitive factors: achieving key success parameters in international business. 

International Journal of Business Ecosystem & Strategy (2687-2293), 1(1), 26-54. 

Robinson, R. N., Kralj, A., Solnet, D. J., Goh, E., & Callan, V. (2014). Thinking job integration 

not turnover: Towards a better understanding of frontline hotel worker retention. 

International Journal of Hospitality Management, 36, 101-109. 

Simarmata, J. (2020). The Practices of HRM, Human Capital, and Organizational Performance: 

A Literature Discussion in SME Context. J-MAS (Jurnal Manajemen dan Sains), 5(2), 

192-199. 

Sun, F., Chen, W., Shao, Q., Wang, J., & Lin, X. (2018). Investigation on Organizational 

Behavior and Organizational Culture at Home and Abroad: Visual Analysis Based on 

Citespace. 

Tabaku, e., & cerri, s. (2016). An assessment of service quality and customer satisfaction in the 

hotel sector. In faculty of tourism and hospitality management in opatija. Biennial 

international congress. Tourism & hospitality industry (p. 480). University of rijeka, 

faculty of tourism & hospitality management. 

Talib, A. F., & Dhahad, Z. N. (2019). Management of High Involvement and Its Impact on the 

Reinforcement of Psychological Capital Analytical Study for a Sample of Faculty 

Members in Some Iraqi Universities and Colleges. Journal of University of Babylon 

for Pure and Applied Sciences, 27(3), 370-391. 

Tammubua, M. H. (2021). Do Brand Image and Brand Trust Mediate the Effect of Service 

Quality on Brand Loyalty? Lessons from Higher Education Sector. Britain International 

of Humanities and Social Sciences (BIoHS) Journal, 3(2), 302-315. 

Ulfa, D., & Waluyo, E. (2016). Relationship Between Visionary Leadership Of Principals And 

Teachers’ Performance Of Early Childhood Education Institutions In Purworejo Sub 

District Of Purworejo Regency, Central Java. BELIA: Early Childhood Education 

Papers, 5(2), 70-73. 

Wesselman , Maria , (2014) , Social media to enhance e-service quality, Master’s Thesis 

,Copenhagen Business School MSocSc. in Service Managemen tIrvine. 

Wood, S. J., & Bryson, A. (2008). The Rise of High Involvement Management in Britain. 

National Institute of Economic and Social Research, Discussion Paper, (321(. 

Wyckoff, D. D. (1984). New Tools for Achieving Service Quality. Cornell Hotel and 

Restaurant Administration Quarterly, Vol. 25 No 3, p78-91. 

Yildiz, C., & Yildiz, T. G. (2021). Exploring the relationship between creative thinking and 

scientific process skills of preschool children. Thinking Skills and Innovation, 39, 

100795. 

Yildiz, S. M. (2012). Instruments for measuring service quality in sport and physical activity 

services. Collegium antropologicum, 36(2), 689-696. 

 


