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- Abstract

The contemporary business environment has undergone significant
transformations due to rapid technological advancements, global
economic shifts, and evolving consumer behavior. These changes have
intensified competition among organizations, particularly in the
banking sector, necessitating the adoption of advanced managerial
strategies to enhance sustainability and maintain competitive
advantage. One of the most effective strategies in this regard is Total
Quality Management (TQM), which is an integrated management
approach aimed at improving organizational performance, increasing
customer satisfaction, and achieving sustainable excellence.

This study investigates the role of TQM in achieving competitive
advantage in commercial banks operating in Riyadh. It examines the
extent to which these banks adopt TQM principles, the challenges they
face in implementation, and the impact of TQM on their competitive
performance. The study employs a descriptive analytical approach,
using survey questionnaires distributed to bank managers and
department heads. Data is analyzed using statistical tools such as
SPSS to test the relationship between TQM dimensions (top
management commitment, customer focus, employee empowerment,
and continuous improvement) and competitive advantage indicators
(market share, service quality, and customer satisfaction).

The findings reveal a significant positive impact of TQM on competitive
advantage, emphasizing that banks that effectively implement TQM
principles achieve higher service quality, improved operational
efficiency, and increased customer loyalty. The study also highlights
key challenges such as resistance to change, lack of employee
engagement, and the need for continuous training programs.

Based on these findings, the study offers practical recommendations
to enhance TQM adoption in commercial banks, aiming to strengthen
their competitive position in the evolving financial landscape. These
recommendations include reinforcing management commitment,
fostering a customer-centric culture, investing in employee
development, and continuously improving banking operations.

Keywords: Total Quality Management, Competitive Advantage, Banking
Sector, Riyadh, Service Quality, Market Share, Customer .
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