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 This study aims to learn the effect of the Total Quality Management dimensions, Top Management 
Support, Customer Focus, Process Management, Employees Participation, Employees' 
Empowerment, and Continuous Improvement, on financial performance by moderating 
organizational culture. The study population includes nine transport companies listed on the Amman 
Stock Exchange until the end of 2019. Alia Company and Royal Jordanian Airlines were excluded 
since its financial data formed extreme values when compared with the values of the rest of the 
companies. The study uses Multiple Linear Regression to test the hypotheses. The study found a 
statistically significant effect at the level of significance (α<0.05) for both top management support, 
customer focus, employees’ participation and empowerment, by moderating the organizational 
culture on financial performance measured by return on asset for the Jordanian transport companies 
listed on the Amman Stock Exchange. In light of the statistical results, the study presented several 
recommendations, the most important of which was to increase the top management interest in 
cultivating a profound organizational culture towards learning, development, mastering performance 
and improving the quality of its services to attract customers, and distinguish the organization from 
other organizations, in a way that reflects positively on developing its financial performance. 
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1. Introduction 
 

 

 
The world witnessed radical changes reflected in the business sector. The substantial scientific revolution in all areas, especially 
in the field of communication and technology and the emergence of globalization, generated challenges for business 
organizations to survive.  Privatization allowed new areas of investment for the private sector that were prevented in the past. 
As a result, we find an increase in interest among international societies in improving and managing quality. Quality became a 
fundamental factor in meeting the changing needs of societies. The requirement of quality management increased, and its 
functions have expanded, which demands capable management to enhance organizations' efficiency, investing its resources, and 
continuously updating it. The TQM approach is considered a modern management concept. Embracing this relatively new 
philosophy requires considerable attention from managers because it provides adequate solutions to develop and reform the 
economy  (Jyoti et al., 2017; Bouranta et al., 2019).  
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The need to make optimal use of the material and human resources compels organizations to respond to TQM requirements. 
Based on this, many countries of the world have given a noticeable interest in TQM in various fields and organizations. Adopting 
the TQM approach and implementing its various dimensions is expected to increase businesses' efficiency and productivity 
(Psomas & Jaca, 2016). Total quality management has developed a qualitative shift from a culture of minimum to a culture of 
mastery. Development and continuous improvement enable businesses to adapt to changing circumstances. Adopting the TQM 
approach requires all workers to learn new skills that support the culture of change and quality revolution. Workers should 
possess positive values and willingness to accept the challenges imposed by the principles and requirements of applying TQM. 
Also, they should seriously consider their role and responsibilities towards achieving the aspirations of the beneficiary groups. 
There is an urgent need to review the organizational culture, goals, programs, organizational structures, and leadership to provide 
high-quality services and products. Furthermore, reaching a high level of quality that is compatible with changing environmental 
needs is a mean to achieve a competitive advantage. It reveals organizations' ability to survive by achieving the desired financial 
returns, which are reflected positively on their value on the financial market. Therefore, the main problem facing service provider 
organizations is achieving continuous improvement by exploiting the capabilities and skills of workers. This is particularly 
challenging with the presence of advanced communications and information technologies. Investing in evolving technologies 
helps in providing better services and achieving organizational goals. Creating adjustment and balance between providing 
consistent service and making the necessary changes in the prevailing organizational culture within the organization to produce 
services that meet the needs and desires of clients is a challenging, yet vital requirement to survive. Adjustment in culture and 
service has a reflection on the organization’s ability to achieve profits, improve financial performance, expand investment and 
growth, and its ability to compete in local and global markets in light of the accelerating environmental conditions and 
developments. Perhaps the continued scientific advancement and technological development in various fields require looking 
at things in different ways. Generating new ideas and developing processes in a renewed and continuous manner, especially in 
developing countries, which strives to keep pace with scientific progress and technical development in all areas, made quality 
inevitable for business organizations.  
 
Creating quality culture requires reaching a clear and comprehensive vision about standards and dimensions of total quality 
management. Service organizations, in particular, require the commitment of senior management to apply the required standards 
and specifications of quality assurance to achieve outstanding performance leading to pioneering work. Financial performance 
is considered one of the most critical accounting measures. It shows the extent of the company's ability to make optimal use of 
its resources to achieve wealth and profit.  Total quality management is one of the essential modern methods that contribute to 
achieving a competitive advantage and improving the performance of companies. Implementing total quality management 
dimensions helps to increase the market share, enhance the organization strengths, and address its weaknesses. Furthermore, it 
enables organizations to attract a larger number of customers and find a successful way to serve their needs and requirements. 
Because of the importance of total quality managing and its positive reflection on performance, it has attracted the interest of 
management to improve organizational performance. Proper implementation of total quality management helps in achieving the 
organization vision, mission and strategic goals. The success of the organizations reflects on the growth and prosperity of the 
national economy. Hence, applying total quality management concepts aims to raise the performance efficiency of the 
organization and its members and increase its competitiveness by providing high-quality goods and services. Based on the 
above, carrying out an empirical study to explore the reality of applying TQM concepts and dimensions in service providing 
organizations has become an urgent need to adapt better in dealing with global changes as a means to grow and survive. There 
is a need to study total quality management and its impact on financial performance in terms of continuous improvement, 
employee engagement, and customer focus. In light of the increased customers' awareness and consciousness to distinguish 
between good and poor service quality, it is vital to study the factors that drive the organization to apply the dimensions of total 
quality management, including organizational culture change to embrace quality and improve performance (Aquilani et al., 
2017). Quality is an essential requirement because it supports the strength of any organization and distinguishes it from other 
organizations. The service sector adopts quality as a resolute means to support all the activities that it performs, and to ensure 
continuous progress in various fields to meet the needs and desires of customers. Quality reflects organizations' ability to achieve 
profits, improve its financial performance, the profitability of its shares and expand its investment, growth, and ability to 
compete in local and global markets in light of the accelerating environmental conditions and developments. 
 
In this study, listed transport companies on the Amman Stock Exchange were chosen from within the services sector to reach 
accurate results that are generalizable to the study community. The transportation sector is considered an essential pillar in the 
Jordanian economy. The transportation sector grows at an annual rate of 6% and employs approximately 7.6% of the Jordanian 
workforce, which produces about 126,000 jobs annually (Jordan Investment Commission, 2019). This study contributes to 
strengthening the theoretical framework concerning total quality management especially that this topic is one of the vital and 
modern issues that many studies have addressed. Additionally, Arab libraries are lacking in such studies investigate the reality 
of applying the dimensions of total quality management in Jordanian service companies in light of the available 
capabilities. Moreover, it examines the impact of implementing the quality dimensions on financial performance by mediating 
organizational culture as a critical factor for the successful application of Total Quality Management.  
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The practical contribution stemmed from the participation of this study in providing reliable information to official authorities. 
It is also expected to help the managing authorities of service sectors, including Jordanian transportation companies in 
determining the dimensions of the total quality that lead to improvement and development in performance and customer service, 
and to make fundamental changes in the style of management. This determination of dimensions helps managements to achieve 
excellence in providing services and facing competitors and thus helping them to develop strategies and future policies to 
achieve the set goals. Finally, it is expected to benefit from the results of the study by providing recommendations to the 
educational institutions, researchers, and those interested in quality to implement the dimensions of Total Quality Management 
in various fields and sectors through adapting the quality to the organizational culture. 
 
2. Literature review and the development of study hypotheses 
 
In this rapidly changing world and unstable business environment, as well as demanding and aware customers, the application 
of TQM has become a necessity for the survival of both industrial and service business organizations (Chuang et al., 2015; 
Wamalwa et al., 2017; Pattanayak et al., 2017). The impact of implementing TQM is positively related to higher financial 
performance (Parvadavardini et al., 2016; Nuryani et al., 2016; Khudhair et al, 2019), although some studies claim that the effect 
on financial performance is more intense in smaller firms (Bu & Cao, 2015). Fotopoulos and Psomas, (2009) suggested that 
Embracing "soft" TQM helps in strengthening the position of organizations in the market. Top management support or 
leadership, customer focus, process management, employees' participation, employees’ empowerment, and continuous 
improvement are among the soft TQM elements. While the "hard" TQM elements are management tools and techniques such 
as flow charts, relations diagram, scatter diagram, control charts, and so on. Creating a quality culture in organizations depends 
on the first place on top management (Young & Poon, 2013). Management conveys quality culture to employees by 
communicating organizational values and influencing the employees to embrace quality concepts. Continues support of 
management is essential to succeed in implementing TQM concepts. Supportive management must provide guidance, improve, 
and empower employees while executing policies and procedures to ensure the organization is well protected (Parumasur, 2013). 
Top management plays the principal role in directing employees in its various departments toward customer focus. Customer 
focus is the ability and willingness of all employees to respond quickly to customers’ needs and requirements. Gavareshki et al. 
(2019) propose that surviving in competitive markets and maximizing profits are foremost concerns for any commercial 
organization. Businesses are obliged to focus their attention on customers to reach their organizational goals. Meeting TQM 
standards and compel to its requirements helps in achieving better performance. However, the level of customer focus depends 
mostly on the prevailing culture.  
 
Evade failures is a fundamental part of pursuing a better focus on customers and gaining their satisfaction and loyalty; the right 
processes management can achieve this goal. The employees in all organizations handle many processes in their daily conduct. 
Thus, Organizations should manage those processes to be effective. (Kaplan et al., 2001). Treating work as a process help in 
improving it, Davenport, (2015, pp 18) declares “To treat something as a process is to impose a formal structure on it – to 
identify its beginning, end, and intermediate steps, to clarify who the customer is for it, to measure it, to take stock of how well 
it is currently being performed, and ultimately to improve it.” As noted from the above argument, the role of employees is 
stressed out in all aspects of implementing TQM elements. Empowering the employees to achieve quality goals is inevitable. 
The empowerment and the participation of employees create positive attitudes toward the organization and influence the 
establishment of quality culture. Quality embracing by all employees helps in improving overall organizational performance 
(Fening et al., 2016). Employees’ participation and empowerment encourage them to engage in continues improvement of 
processes, services, and products to achieve customer satisfaction. Continues improvement was the fifth principle of Deming’s 
fourteen key principles for management, which was later, associated with TQM, although he did not use the term. The principle 
states “Improve constantly and forever the system of production and service, to improve quality and productivity, and thus 
constantly decrease costs” (Deming, 1991). Many studies have confirmed the effect of organizational culture on financial 
performance (Melo, 2012; Al-Swidi & Mahmood, 2012; Golafzani & Chirani, 2016; Zadeh, 2016; Nuryani et al., 2016). On the 
other hand, Siehl and Martin (1989) designate some reservations in linking organizational culture to financial performance; they 
considered it as problematic and lacked precision. More explicitly, Yesil and Kaya (2013); Idrus et al. (2015) found no 
significant effect of organizational culture dimensions on financial performance.  
 
In light of the previous studies and the literature review, the study presented the main null hypothesis of the study as follows: 
 
“There is no statistically significant difference to the TQM dimensions, Top management commitment, customer focus, process 
management, employee participation and empowerment, continuous improvement, on the financial performance of Jordanian 
transportation companies, attributed to the organizational culture as moderating variable”. 
 
The following diagram clarifies the assumption of the study: 
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3. Methodology 
 
This section includes an analytical presentation of the methodology used in the study and outlines the stages and steps used to 
test the study hypotheses to achieve the desired goals. The first part addresses the study population and the study sample. The 
second part declares the sources of information and data collection. The last parts state the study variables and the statistical 
methods used in analyzing the data and test study hypothesis.  
 
3.1 Population and study sample 
 
The study population consists of the nine listed transportation companies on the Amman Stock Exchange until the end of 2019. 
A random sample of 8 companies was selected from the transportation sector. Royal Jordanian Airlines was excluded because 
its financial data formed extreme values compared with the rest of the companies. To obtain close to natural distribution and 
homogeneous data; the transportation sector data was selected within the Jordanian services sectors to ensure the homogeneity 
of the data within one industry.  Studying the data of companies from different sectors leads to significantly scattered values 
and therefore, to a non-natural distribution of study data. 
 
3.2 Sources of data collection 
 
To achieve its goals and test its hypothesis; the study depended on the annual financial reports of the Jordanian transportation 
companies listed on the Amman Stock Exchange during the period (2011-2019). The data were obtained from the Amman Stock 
Exchange website, in addition to a questionnaire distributed to the directors of departments and divisions in Jordanian 
transportation companies, to measure the overall quality dimensions and organizational culture. Questionnaires were distributed 
using the simple random sampling method were 80, of which, (78) questionnaires were retrieved, (5) questionnaires were not 
valid due to a repetition of the same answer, or a significant lack of information. The total numbers of valid questionnaires were 
(72) whereby the questionnaires were equal to the financial performance items that were extracted from the financial reports of 
the transportation companies, which numbered 72 and produced by eight transportation companies, over nine years. 
 
3.3 The study tool 
 
The study tool consisted of a questionnaire that included: demographic variables for managers of departments and divisions in 
Jordanian transportation companies, including age, educational qualification, years of experience, and professional certificates 
in addition to the six study dimensions as follows: 
(8) Questions for Top Management Commitment, (10) Questions for Customer Focus, (7) Questions for Process Management 
Integration, (9) Questions for Employees Participation and Empowerment, (10) Questions for Continuous Improvement, and 
(10) Questions for the dimension of organizational culture. The total number of questions was 54 questions. The items were 
utilized to measure the effect of total quality management on the financial performance using the return on assets, by moderating 
organizational culture. The return on assets data were obtained from published financial reports of the Amman Stock Exchange. 
 
The researchers used a five-point Likert Scale to determine the degree of approval of the study sample individuals on each of 
the paragraphs of the study questionnaire. The answers were converted into quantitative data, and the relative weights were 
given from 1-5, where five represents strongly agree, four agree, 3 moderately agree, two disagree, and one strongly disagree.   
 
3.4 Statistical methods used in data analysis 
 
The study used several statistical methods to achieve the goals of the research and test its hypotheses as follows: 

Independent Variables 
 

Total Quality management 
 Top management commitment 
 Customer Focus 
 Process Management Integration 
 Employees Participation and Empowerment  
 Continuous Improvement  

Dependent Variables 

Financial Performance 

Moderator Variable 

Organizational culture 



S. Maswadeh and R. Al Zumot /Accounting 7 (2021) 445

 
- Reliability Test: Use the Cronbach alpha test to verify the internal consistency of the answers of the members of the study 

sample to the questionnaire questions as one of the indicators of its stability. 
- One Sample t-test: To calculate the mean of the responses of the members of the study sample to the mean value (test 

mean), which is (3) given that the study scale of trends was five, and there is an agreement on application of the dimension 
of total quality management when the level of significance is five percent (i.e. Sig <5%).  

- Multicollinearity- Test: to verify linear intervention between the independent variables of the study. 
- Multiple Linear Regressions: To test the hypothesis related to studying the effect of total quality dimensions on the 

financial performance of Jordanian transportation companies. The study models were formulated in the form of regression 
equations linking the dimensions of total quality management as independent variables and return on assets as a dependent 
variable, by moderating, the organizational culture of the companies. The following are the multiple regression models that 
the current study relied on: 
 

ROAi-t = β0i-t + β1×Mi-t + β2×CU i-t+ β3×Ti-t +β4×Ei-t+β5×Di-t+ εi-t 
ROAi-t=β0i-t + β1×Mi-t + β2×CU i-t+ β3×Ti-t +β4×Ei-t+β5×Di-t+β6×Ci-+ εi-t 
Where: 
ROAi-t = Return on Assets= (Net profit divided by total assets) of a company i in year t. 
β0 = Constant of the equation. 
M: Top management commitment, CU: Customer Focus, T: Process Management Integration, E: Employees 
Participation and Empowerment, D: Continuous Improvement, C: Organizational Culture, i: Company, t: Year. 
εi-t = estimated error. 
β1, β2, β3,β4,β5,β6 : Regression coefficients for independent variables. 
 

4. Statistical results 
 
This part deals with analyzing the demographic data of the study sample members. It presents the results of analyzing the 
opinions of the study sample about the reality of applying total quality management in Jordanian transportation companies. Also 
testing data validity for regression analysis, then testing the hypothesis that the study covered by relying on multiple linear 
regression to test the effect of total quality management's dimensions on the financial performance in the Jordanian 
transportation companies. 
 
4.1 Demographic data analysis 
 
After calculating the Distribution Frequency and Percentages related to the characteristics of the members of the study sample, 
it was noted that the majority of the ages of the study sample ranged between (30-40) years. The years of work experience 
showed that (71%) of the study sample have more than (5) years of experience, and it was found that most of the study sample 
members are holders of a (bachelor's) degree with a percentage of (75%). Concerning Professional certificates; CMA 
certification accounts for 18%, followed by JCPA (Jordan Certified Public Accountant) at a percentage of 15%. By reviewing 
the demographic characteristics of the study sample, it can be concluded that there is sufficient scientific and practical knowledge 
of the study participants that qualify them to answer the questions of the study questionnaire. 
 
4.2 The stability of the study questionnaire 
 
The internal consistency factor (Cronbach Alpha) was used to ensure the stability of the questionnaire concerning the answers 
of the members of the study sample on all dimensions of applying TQM, and they were as follows: 
 
Table 1 
 Internal reliability of study questionnaire  

Total Management Quality perspectives # of Items Cronbach Alpha 
Top Management Support 8 0.878 
Customer Focus 10 0.605 
Process Management 7 0.686 
Employees Participation and Empowerment 9 0.734 
Improvement and development  10 0.724 
Organizational Culture 10  0.827 
Whole reliability of study instrument 54 0.896 

Source: Result Output from SPPS Statics Analysis  
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Referring to Table 1 the internal consistency coefficient Cronbach Alpha for all dimensions of Total Quality Management is 
(0.896). This ratio is a statistically acceptable coefficient and indicates the consistency and stability of the responses of the study 
participants to the questions. Sekaran and Bougie (2016) recommended that the accepted ratio of the statistically stable 
coefficient is (0.60) or more. This condition has been applied to all dimensions of total quality management (Top management 
commitment, Customer Focus, Process Management Integration, Employees Participation and Empowerment, Continuous 
Improvement and Organizational Culture). The above results are considered an indication of consistency and stability regarding 
the participants' answers on the questionnaire. 
 
4.3 One Sample T-test results 
 
This part presents the most important statistical results related to One-Sample t- (test). To identify the reality of applying Total 
Quality dimensions and organizational culture from the study sample members' view of point; the test results were as follows: 

 
Table 2 
One Sample T-test results of applying Total Quality dimensions and organizational culture. 

Items Mean Std Deviation T - Value Sig 
Top Management Support 3.39 0.74 39.33 0.00 

Customer Focus 3.92 0.37 89.49 0.00 
Process Management 3.89 0.48 68.57 0.00 

Employees Participation and Empowerment 3.72 0.51 62.78 0.00 
Improvement and development  3.69 0.49 64.65 0.00 

Organizational Culture 3.57 0.66 46.15 0.00 
Source: Result Output from SPPS Statics Analysis      

 
Referring to Table 2, The point of view of the participants on all dimensions of TQM, in addition to the organizational culture 
dimension achieved a mean that exceeds the average test value of (3). A significant difference with statistical significance (a 
<0.05), is an indicator that the TQM dimensions are applied in light of an evident organizational culture in Jordanian 
transportation companies. This encouraged the researchers to study the effect of TQM dimensions on the financial performance 
of Jordanian transportation companies by moderating the organizational culture of the company. 
 
4.4  Test normal distribution and Multi-collinearity Test 
 
To test the relevance of the data to the multiple regression; the data must be distributed naturally, and there should not be a 
linear interference between the independent variables of the study. Depending on the Central Limit Theory, it is permissible to 
assume that the normal distribution condition is achieved for large samples (n> 30). We can assume the normal distribution of 
data, given that the number of observations in the study (72) items (Johnson, 2004). To verify the absence of the Multi-
collinearity test; a Variance Inflationary Factor (VIF) and Tolerance Index were used, as shown in Table 3, as follows: 

 
Table 3 
Multi-collinearity Test to independent variables 

Variables VIF Tolerance 
Top Management Support 1.844 0.542 

Customer Focus 4.236 0.236 
Process Management 4.710 0.212 

Employees Participation and Empowerment 1.809  0.553  
Improvement and development  2.447  0.409  

Organizational Culture 1.218  0.821  
 Source: Result Output from SPPS Statics Analysis  

 
A review of Table 3 concerning the VIF and Tolerance shows that all values of independent variables obtained VIF values less 
than (5), and the tolerance factor was more than (0.20). Therefore, it is clear that there is no Multi-collinearity problem between 
the independent variables in the study models subject to multiple linear regression analysis (Luo et al., 2007).  
 
4.5  Test the hypotheses of the study 
 
To test the TQM effect represented by (Top management commitment, Customer Focus, Process Management Integration, 
Employees Participation and Empowerment, Continuous Improvement and Organizational Culture) on financial performance 
by moderating organizational culture variable in Jordanian transportation companies.  
Depending on the multiple regression models, the results are shown in Table 4 as follows: 
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Table 4 
The results of testing the impact TQM on financial performance as measured by the return on assets 
 Model 1 Model 2 

 (Moderating organizational culture) 
 B T Sig (T) B T Sig (T) 

Constant 0.151 - 1.017 - 0.313 0.239 - 2.187 - 0.032 
Top Management Support 0.053 2.819  0.037 0.096 5.944 0.000 

Customer Focus 0.071 2.267 0.027 0.08 2.277 0.012 
Process Management 0.016 0.551 0.584 0.024 - 0.618 - 0.539 

Employees Participation and Empowerment 0.078 2.691 0.009 0.089 2.731 0.000 
Improvement and development 0.006 - 0.155 - 0.877 0.01- 0.191 - 0.849 

Organizational Culture  0.031 2.094 0.040 
2R 0.484 0.611 

2RAdjust  0.454 0.576 
F 12.922 17.896 

Sig  (F) 0.000 0.000 
Dependent variable: ROA  
Source: Result Output from SPPS Statics Analysis 

 
The results of Table 4 indicate that the effect of TQM on financial performance as measured in return on assets was statistically 
significant. The value of (F) was (12.922) at the level of significance (Sig = 0,000); this confirms the significance of the 
regression at (α ≤ 0.05). The value of the adjusted explanatory coefficient (Adjust R2 = 0.454), which means that the dimensions 
of total quality management combined (Top management commitment, Customer Focus, Process Management Integration, 
Employees Participation and Empowerment, Continuous Improvement and Organizational Culture) have explained (45.4%) of 
the variation in financial performance, with other factors remaining constant. In the second model, the effect of total quality 
management on return on assets was measured by moderating organizational culture. The value of (F) was (17.896) at the level 
of significance (Sig = 0.000); this confirms the significance of the regression at (α ≤ 0.05). Also, the value of the adjusted 
explanatory coefficient (Adjust R2 = 0.576); this means that total quality management has interpreted (57.6%) of the variation 
in financial performance with an increase of 12.2%.  
 
Based on the above, we accept the alternative hypothesis, which states: “There is a statistically significant difference to the 
TQM dimensions, Top management commitment, customer focus, process management, employee participation and 
empowerment, continuous improvement, on the financial performance of Jordanian transportation companies, attributed to the 
organizational culture as moderating variable”.  
 
These findings indicate that combining the dimensions of total quality management (Top management commitment, Customer 
Focus, Process Management Integration, Employees Participation and Empowerment, Continuous Improvement) by moderating 
the organizational culture significantly affect financial performance as measured by return on assets in Jordanian transportation 
companies. This result was consistent with the study of Parvadavardini et al., 2016; Nuryani et al., 2016; Khudhair et al., 2019; 
which concluded that implementing TQM dimensions affect firms’ financial performance. On the other hand, this result 
contrasted with the study of Bu & Cao, 2015, which states that the effect of implementing TQM dimensions is limited to smaller 
firms. Referring to Table 4, it was found that Top management support in the model (2) had a significant effect, as the value of 
(B) reached (B = 0.096) at a significant level (Sig = 0.000). This value indicates that there is a significant effect of Top 
management support on the financial performance of Jordanian transportation companies. This result was consistent with the 
study of Young and Poon, (2013) and Parumasur, (2013), which concluded that Top management support plays a vital role in 
improving financial performance by implementing TQM dimensions. Furthemore, there is no evidence of studies that contrasted 
with these findings. It is apparent from Table 4 that Customer Focus in the model (2) had a significant effect, as the value of B 
reached (B = 0.08) at a significant level (Sig = 0.012). This value indicates that there is a significant effect of customer focus on 
the financial performance of Jordanian transportation companies. This result was consistent with the study of Gavareshki et al. 
(2019) and Lado et al.  (2011), which concluded that Customer Focus positively affects firms’ financial performance. At the 
same time, some studies agreed that there is an indirect effect of Customer focus on financial performance (e.g. Cai, 2009). 
 
Referring to Table 4, it was found that employees’ participation and empowerment in the model (2) had a significant effect, as 
the value of (B) reached (B = 0.089) at a significant level (Sig = 0.000). This value indicates that there is a significant effect of 
Employees Participation and Empowerment on the financial performance of Jordanian transportation companies. This result 
was consistent with the study of Fening et al. (2016) and Baird et al. (2018), which concluded that Employees Participation and 
Empowerment affect financial performance. While many studies related Employees Participation and Empowerment to better 
employee performance which is indirectly related to better financial performance (e.g., Kiambati, et al., 2018; Saleem et al., 
2019). Table 4 shows that organizational culture in the model (2) had a significant effect, as the value of (B) reached (B = 0.031) 
at a significant level (Sig = 0.040). This value indicates that there is a significant effect of organizational culture on the financial 
performance of Jordanian transportation companies. This result was consistent with other studies (Melo, 2012; Al-Swidi & 
Mahmood, 2012; Golafzani & Chirani, 2016; Zadeh, 2016; Nuryani et al., 2016) which concluded that Organizational Culture 
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affects the financial performance. These results contrasted with the study of Yesil and Kaya (2013) and Idrus et al. (2015), 
which considered the effect of organizational culture dimensions on financial performance as insignificant and uncertain. 
 
5. Findings and conclusions 
 
In light of the statistical analysis, the study reached many results, the most prominent of which are:  
 
- Business organizations must spread, and reflect their organizational culture in all their plans, operations and organizational 
structure. Furthermore, Total Quality Management should be considered part of the organization’s culture and became a lifestyle 
and culture among all employees, applied through behavior and operational practices in all activities of the organization. 
- Top management must amend its strategic objectives so that quality becomes a strategic goal at every administrative level and 
emphasize it as a basis and a reliable measure for evaluating the performance of employees. 
- Business organizations must provide effective communication channels between the employees and customers; the feedback 
helps to know customers' complaints and suggestions about the service provided. Also, updating the company's electronic 
platforms from time to time to introduce the customers to the new services and to identify their needs for the services offered to 
maintain its customers and increase its ability to achieve profits and continuity in the local and global markets. 
- Involving employees in finding appropriate solutions to the problems they may face while carrying out their duties through 
teamwork, initiative and collective consultation, in a way that increases the quality of services provided to clients, and increases 
the organization's ability to achieve competitive advantage and achieve the desired profits. 
 
The researchers presented a set of conclusions in light of the statistical results, the most prominent as follows, 
 
- Increasing the top management interest in cultivating a profound organizational culture towards learning, development, 
mastering performance and improving the quality of its services to attract customers, and distinguish the organization from other 
organizations, in a way that reflects positively on developing its financial performance. 
- Increasing the top management interest in implementing its activities and operations to achieve the requirements of Total 
Quality Management of the service provided. This implementation includes re-engineering all its activities and processes in a 
manner that ensures the elimination of unnecessary activities that have no added value. Top management must develop the job 
description to meet the requirements of implementing the activities and processes in the organization to be updated and 
developed continuously and periodically to achieve the required quality performance. 
- Management must follow-up the necessary technological developments and improvements in the field of the service provided 
continuously and periodically, and the provision of an information system to follow up on market mechanisms and economic 
changes that occur regularly and continuously. 
 
The study was applied to the Jordanian transport sector within the Jordanian services sector, and the study was carried out during 
the year 2019, financial data was collected for the period between (2011-2019). 

 
The researchers encourage future schoolers to apply the study on other sectors other than this study. Further, to apply it at an 
international level and compare the results with the local studies. Also, moderating new variables, including organizational 
loyalty and others and besides, conducting studies based on recent financial or non-financial performance measures to enhance 
the results of this study. 
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