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Abstract: Background: This paper revolves around a meticulous exploration aimed at discerning the
impact of total quality management (TQM) and service quality (SQ) practices upon the financial
performance (FP) of firms within the container shipping industry. Our pursuit extends further,
delving into the intricacies of SQ as a potential mediating factor in the TQM–FP relationship. This
distinctive study investigated six TQM practices in conjunction with five SQ factors, analyzing their
impact on firm FP. Methods: This study used a quantitative research approach. Data were collected
through a structured questionnaire from logistics specialists and experts in the shipping field. Results:
The findings were interesting and showed that two TQM practices—managerial leadership and
employee involvement—have a significant positive effect on SQ levels, and one SQ dimension,
namely responsiveness, has the biggest and most significant effect on the FP of container shipping
companies. Furthermore, SQ mediates the relationship between TQM and FP. Conclusions: This study
provides a theoretical contribution by developing a conceptual model that elucidates the correlation
between TQM practices and the degree of SQ on the FP of container shipping firms. Moreover, this
study provides managers with a tool for identifying, prioritizing, and improving key TQM and SQ
practices that contribute significantly to financial success.

Keywords: container shipping; total quality management; shipping service quality; financial
performance; service quality dimensions; SDG 8

1. Introduction

Container transport is widely recognized as a highly interconnected global supply
chain, mostly owing to the inherent capability of a single container, packed with cargo,
to be seamlessly transferred between various modes of transportation [1]. Therefore,
container shipping lines play an important role in international trade and global supply
networks [2]. In the same vein, the transportation and shipping industries in Jordan are
critical components of the country’s infrastructure and have a substantial impact on the
country’s level of economic growth [3]. The primary challenge for firms in the container
shipping industry is to make a profit through maximizing efficiency, such as obtaining high
levels of vessel capacity utilization to improve their financial performance (FP) [4]. On the
other hand, firms are required to maintain sustainable client relationships and excellent
management of profitable ones [5,6].

Service quality (SQ) is an important factor in sustaining relationships with your clients
in the container shipping industry [2,7]. Clients who request containership services have
transportation needs that prioritize punctuality, reliability, connectivity, and other criteria
over low freight rates [6]. To put it another way, clients that utilize container shipping are
more concerned about SQ; thus, quality management procedures must be implemented
to meet customer expectations [8,9]. Therefore, the necessity of total quality management
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(TQM) practices is a major concern for all firms to ensure that customers receive high-
quality service and other business outcomes [10,11]. This is applicable to a variety of
manufacturing and service industries, as well as to the maritime industry, particularly
in container shipping [2]. As a result, quality must be enshrined in every area of an
organization’s operations in the shipping industry, ensuring that all tasks are completed
correctly the first time and that all obstacles are eliminated along the service process [8].

The study landscape in the field of container shipping businesses has revealed a
notable gap in the interaction between SQ, TQM, and their impact on FP. While extensive
research has been conducted on the effects of SQ on customer satisfaction and loyalty,
as well as TQM’s role in operational efficiency and cost reduction, there is a scarcity of
comprehensive studies that bridge these domains to examine their combined effects on
the financial health of container shipping firms [2,5,6]. Therefore, incorporating TQM and
SQ concepts in the container shipping industry is a little-discussed topic, especially in a
developing country such as Jordan, and not much research has been conducted in this
field [2,8,9,12].

The significance of this study revolves around investigating the interrelationship
between TQM, SQ, and FP. This distinctive study investigated six TQM practices in con-
junction with five SQ factors. Consequently, the purpose of this research is to examine how
TQM and SQ practices affect companies’ FP in Jordan’s container shipping industry, as well
as which TQM and SQ practices shipping firms should prioritize to have an impact on FP.
Moreover, the role of SQ as a mediator between TQM and FP is investigated.

In this study, several critical questions were addressed to better understand the dynam-
ics within Jordan’s container shipping industry. First, the researchers sought to determine
whether TQM practices exerted a positive influence on SQ, ultimately impacting FP. This
inquiry was encapsulated in RQ1. Moving forward, RQ2 focused on identifying which
specific TQM practices played a pivotal role in fostering positive and significant improve-
ments in SQ within Jordan’s container shipping industry. Likewise, RQ3 aimed to pinpoint
the SQ practices that had a noteworthy positive impact on FP. Finally, the study delved into
the mediating role of SQ in the relationship between TQM and FP, encapsulated in RQ4.
Through a comprehensive analysis, these questions aimed to shed light on the complex
interplay of factors in this industry, offering valuable insights for both academics and prac-
titioners. Thus, this study makes a theoretical contribution by constructing a conceptual
model that explains the relationship between TQM practices and the level of SQ on the FP
of container shipping businesses. Furthermore, this study offers managers a useful tool for
the identification, prioritization, and enhancement of crucial TQM and SQ practices that
significantly contribute to achieving financial sustainability.

2. Literature Review
2.1. Total Quality Management (TQM)

TQM is a long-standing management concept that spans all aspects of business and is a
widely acknowledged organizational approach for firms looking to succeed both worldwide
and domestically [13,14]. It is a representation of how managers have developed their
understanding of quality over time. This evolution has been aided by inspection, quality
control, and assurance methods [15,16]. As a result, changes in the concept of quality have
been linked to the development of the TQM concept [11,17]. As quality lies in the eyes of
the observer, there is no consensus on a single definition [18].

TQM has also been addressed in a variety of ways, such as the pursuit of perfection,
cultivating a “get it right the first time” mentality, and focusing on customer demands and
needs. In the end, this would result in better organizational performance due to improved
product and service quality that satisfies customers [14,19]. This makes TQM challenging to
adopt, and every industry has unique TQM practices connected to the goods and services
they provide [20]. However, TQM mainly aims at protecting the interests of consumers,
employees, and stakeholders by focusing on continuous improvement, customer focus,
employee empowerment, and top management commitment [14,16].
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There are numerous TQM classifications; however, in the context of the shipping
industry, this study will use the six dimensions proposed by Thai and Jie [8]. The man-
agement leadership dimension (ML) refers to the extent to which top management is held
accountable for performance quality as well as the extent to which department heads
participate in the quality enhancement process. As for the training dimension (TR), it refers
to quality training provided to managers and employees and to promoting training to
encourage cooperation and continuous improvement. The customer focus (CF) dimension
refers to demonstrating how an organization actively seeks ways to improve its primary
service in order to increase customer satisfaction. Furthermore, the supplier quality man-
agement (SQM) dimension refers to the extent to which long-term relationships are made
available to suppliers, as well as how they are evaluated in terms of quality, cost, and
delivery performance. As for the process management (PM) dimension, it indicates how
managers monitor and uncover variability in work procedures, as well as the number of
procedures with in-process quality measures. Finally, employee involvement (EI) refers
to how employee suggestions and innovations are prioritized and how employees are
encouraged to find flaws in their work.

2.2. Service Quality (SQ)

Since SQ is made up of a number of customer-pleasing service qualities or dimensions,
they are interpreted differently in different business contexts and by different people, so
there is no clear indication of what they are [2]. Furthermore, some SQ dimensions which
are associated with intense passions and complex experiences are transcendent and cannot
be directly viewed or observed [21]. In today’s maritime field, the concept of service quality
has far outgrown the limits of carrier or port selection criteria. Quality has a broader scope
than simply providing quality services; in a variety of studies on quality in shipping, it
includes many other factors [7].

Frameworks for distinguishing aspects of SQ have been developed in the literature. One
SQ study proposed that the quality of a service could be sensed both during the service, called
functional quality, and after the service was completed, called technical quality. Technical
quality relates to what the customer receives or even the quality of the service encounter,
whereas functional quality is concerned with how consumers view the service or the quality
of the service contact [22,23]. Consequently, the GAP model for SQ was developed as the gap
between the expected and perceived scores of service dimensions [24]. Five SQ dimensions are
used to score these outcomes: tangibility, responsiveness, reliability, assurance, and empathy.
They constitute the SERVQUAL instrument, which is believed to be general and may be
used in several circumstances. For example, the SERVQUAL model can be applied within
the retail industry to evaluate the SQ offered by retail stores. This evaluation encompasses
various aspects, such as the physical aesthetics of the store, the dependability of product
availability and pricing, the promptness and effectiveness of staff members, the competence
and professionalism of the sales personnel, as well as the extent of personalized attention
provided to customers. Furthermore, it can be utilized within the hospitality industry to assess
the level of SQ provided by hotels, restaurants, and resorts. Moreover, it is applicable within
the shipping and logistics industries to evaluate the efficacy of their services with regards
to punctuality of deliveries, state of merchandise upon receipt, promptness in addressing
customer queries, and holistic consumer satisfaction. This encompasses ports and terminal
operators, wherein the model can evaluate their performance in terms of effective cargo
handling, the implementation of safety and security measures, and the provision of customer
service at several points of interaction inside the port.

It is also based on customers’ overall SQ judgments [7,21]. Tangibility means that
customers will assess a service’s quality based on its outward appearance. They indicate
the physical facilities, appearance of employees, machinery, and information system of the
firm. Reliability means that companies provide excellent service from the beginning. It also
illustrates that firms work hard to keep promises and focus most on outcomes. Empathy
indicates that the company treats each customer with care and individual attention in order
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to show that the company is doing everything necessary to suit his needs. Assurance is
employees’ knowledge and courtesy, as well as their ability to express trust and confidence.
Responsiveness is the desire of the service provider to support clients, provide timely
service, and respond to their requests, concerns, or issues [23–25].

SERVQUAL’s efficacy as a method for assessing SQ in shipping has been questioned,
as it may not account for the container shipping industry’s unique characteristics [25].
However, Hsu [25] modified the SERVQUAL model items in the context of container
terminal service operations to better reflect the nature of the industry. Thus, in this study,
the SERVQUAL model modified in the context of container shipping services, which has
five SQ dimensions, was used [23,25].

2.3. Financial Performance (FP)

The FP of firms is one of the most important aspects that businesses strive to mea-
sure in order to succeed and survive in a competitive market [26]. FP measurement is a
crucial aspect of the shipping industry, which involves the transportation of goods and
commodities across the world’s oceans [27]. The shipping industry is a complex and highly
competitive sector that requires effective financial performance measurements to assess the
profitability and efficiency of shipping companies [10]. According to Syriopoulos et al. [28],
financial performance measurement is critical in the shipping industry as it enables compa-
nies to track their financial performance over time, identify areas for improvement, and
make informed decisions about investment and divestment strategies. Common financial
performance measures in the shipping industry include revenue growth, profit margin,
return on assets, return on equity, return on investment, and market position [26–28].

Moreover, some studies have emphasized the importance of incorporating non-
financial performance measures in addition to financial performance measures in order
to obtain a more complete picture of a company’s performance in the shipping indus-
try [28,29]. This study included both financial and non-financial performance measures,
which were represented by measuring FP in addition to TQM and SQ practices. As a result,
container shipping companies can obtain a more accurate and holistic view of their overall
performance and make better decisions to propel their business forward and improve their
financial performance.

2.4. The Nexus between TQM and SQ

TQM is closely connected to aspects of SQ in the container shipping industry. Many
studies have showed significant and positive effects of TQM on SQ [8,12,17,30]; however,
there have been few studies that show how specific TQM practices significantly impact the
level of SQ. The primary goal of TQM is to improve total quality, which is reflected in the
process and quality of the service. Moreover, successful TQM implementation will result in
higher quality and fewer reworks and cost reductions associated with poor quality [17,30].

In the service industry, TQM and SQ have received a lot of attention. TQM emphasizes
continual improvement as a means of delighting and satisfying customers. To put it another
way, TQM is linked to SQ because its goal is to make sure that a firm can fulfill its cus-
tomers’ needs and expectations [20,31]. Moreover, TQM procedures that are implemented
correctly can lead to considerable increase in SQ, and consequently increased customer
satisfaction [30,31].

2.5. The Nexus between SQ and FP

Since the shipping sector is so important to international trade and transportation,
it is crucial that companies in this sector offer top-notch services to stay ahead of the
competition. Many studies have recently focused on the relationship between the shipping
industry’s FP and SQ [27,32,33]. SQ is used to assess organizational capabilities, which are
defined as a customer’s evaluation of a service’s overall quality or excellence, in which
customer expectations are compared to customer views of service performance [24].
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The effect of SQ on FP in the dry bulk shipping sector was investigated in a study
by Gu and Liu [32]. According to the study, there is a link between service quality and
financial performance, with better service producing better financial results. Moreover,
collaboration and resource sharing among shipping companies to develop new services
and enhance SQ help save costs, which in turn improves their FP [33]. According to another
study, SQ has a significant direct impact on customer satisfaction and a direct impact on a
firm’s FP through customer satisfaction [27].

Therefore, shipping companies should concentrate on enhancing SQ to increase client
satisfaction and loyalty, which will enhance FP. These studies’ insights can help shipping
companies make better decisions and increase their financial success.

2.6. The Nexus between TQM and FP

TQM is a management concept that is defined as an entire management philosophy
that assists organizations in achieving high quality levels in all of their processes and proce-
dures [18,19]. It also ensures the involvement of internal and external suppliers, customers,
and employees in monitoring continuous progress [34]. Moreover, TQM is intended to
improve, among other things, customer satisfaction, product quality, productivity, waste
reduction, cost, time, and inventory levels, and consequently, the financial position of the
firm [31]. The association between TQM and FP is well-established in the literature as a
result of ongoing investigations into key TQM practices and their impact on FP. Previous
studies examining the relationship between TQM and FP revealed a direct positive associa-
tion [4,31,34]. Relatively few studies found no significant link between TQM practices and
FP [35]. However, this study suggests that quality management practices are necessary for
container shipping companies to improve the quality of their service to customers and, in
turn, the financial performance of the company.

Consumer quality standards have risen in recent years, requiring organizations, both
service and manufacturing, to implement TQM principles in order to meet client needs
efficiently [36]. A study by Acquah et al. [36] sought to determine the impact of TQM
practices on operational performance and how TQM practices interact to influence the
operational performance of healthcare institutions. Their findings demonstrated that five
of the seven TQM practices evaluated had an impact on operational performance [36]. A
study by Niyi et al. [37] looked into the role of innovation speed in mediating the rela-
tionship between TQM and the success of small- and medium-sized businesses (SMEs).
Their findings revealed that TQM was positively associated with operational performance
as well as innovation speed, which has a significant impact on the relationship between
TQM and the success of SMEs. The study broadened the understanding of innovation
in terms of speed and its measures within TQM, with top management quality practices,
employee quality management, customer orientation, process management, and employee
knowledge and training being the five basic dimensions of TQM [37]. Moreover, a study
by Bhaskar [38] provided an analysis of survey results pertaining to the implementation
of TQM methods within manufacturing businesses in India. The primary objective of
the study was to examine and ascertain the correlation between the implementation of
TQM practices and their subsequent impact on organizational performance (OP). Their
research findings indicated that TQM has a notable and statistically significant impact
on market orientation (MO) [38]. In a similar vein, the findings of their study indicate
that there is a positive and statistically significant relationship between MO and OP. Their
study discovered a considerable and beneficial impact of TQM on the OP of manufacturing
businesses in India [38]. Another study was conducted to evaluate the impact of TQM
on customer satisfaction in the telecommunications industry, specifically focusing on the
TQM-SERVQUAL framework [39]. The primary results indicated that the implementation
of overall quality management had a notable influence on the level of SQ and customer
satisfaction. It was determined that SQ exerts a beneficial impact on customer satisfac-
tion [39]. Furthermore, the significance of SQ as a key factor in TQM for attaining customer
satisfaction within the communications sector in Ghana was identified [39]. Finally, a study
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by Akanmu et al. [40] aimed to examine the mediating effects of organizational excellence
on the association between TQM practices and sustainability performance. Their study
examined the quality management techniques that are taken into consideration in this
study, namely human resources management, service design, information and analysis,
benchmarking, and management leadership [40]. The findings indicated that organiza-
tional excellence plays a crucial role in mediating the connections between managerial
leadership, service design, human resources management, and sustainability [40].

Table 1 presents the summary of the most relevant studies investigating the relation-
ship between TQM and SQ practices and firm performance.

Table 1. Summary of previous studies.

Author TQM SQ Firm Performance Mediating/Moderating
Variable Country/Region

Alaghbari et al. [31] X X Saudi Arabia

Abbas and Kumari [41] X X Knowledge
management Pakistan

Al-Dhaafri and Alosani [34] X X Entrepreneurial
orientation UAE

Acquah et al. [36] X X Ghana

Akanmu et al. [40] X X Organizational
excellence Malaysia

Bhaskar [38] X X Market orientation India

Niyi et al. [37] X X Innovation speed Nigeria

Veselinović et al. [4] X X Southeastern
Europe

Gu and Liu [32] X X China

Lebdaoui and Chetioui [42] X X CRM Morocco

Yuen et al. [27] X X Singapore

Pattanayak et al. [12] X X
Market orientation

and customer
satisfaction

India

Thai and Jie [8] X X Supply chain
integration Australia

Lam et al. [30] X X Malaysia

Lasrado and Nyadzayo [17] X X UAE

Owusu-Kyei et al. [39] X X Ghana

Authors’ study X X X Service quality Jordan

2.7. Conceptual Framework

As can be noticed in Table 1, some studies mainly investigated the relationships between
TQM and SQ [12,17,30], while other studies focused on the relationship between SQ and
FP [27,42] and a few studies explored the association between TQM and FP [8,31,41]. However,
to the best of authors’ knowledge, no studies have investigated the three constructs together.
As a result, the following conceptual framework has been developed to fill the gap in the
literature, as shown in Figure 1.
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H1: TQM practices positively impact SQ in the container shipping industry in Jordan.

H1a–H1f: Each TQM practice positively impacts SQ in the container shipping industry in Jordan.

H2: SQ practices positively impact FP in the container shipping industry in Jordan.

H2a–H2e: Each SQ practice positively impacts FP in container shipping industry in Jordan.

H3: TQM practices positively impact FP in the container shipping industry in Jordan.

H4: SQ mediates the relationship between TQM and FP in the container shipping industry in
Jordan.

3. Methodology
3.1. Sampling Process and Data Collection

Jordan’s container shipping industry has experienced significant growth and expan-
sion in recent years. This industry is critical to facilitating international trade and fostering
the country’s economic progress. According to the Jordan Maritime Commission (JMC),
container throughput in Jordan’s ports has steadily increased in terms of the number of
containers handled [43]. Several reasons have contributed to this expansion, including
the government’s attempts to improve port infrastructure, the implementation of efficient
logistics systems, and the country’s strategic location as a gateway between the Middle
East and North America region [43].

Furthermore, Jordan’s strategic location has elevated it to the forefront of the con-
tainer shipping industry. It has developed as a vital player in the container shipping
industry, transforming it into an excellent container shipping center [44]. The country’s
well-developed infrastructure, such as its modern ports and effective logistical networks,
has aided its performance in this area. Jordan has adopted many government initiatives
to attract international investment in the container shipping business, in addition to its
strategic position and infrastructure. To attract multinational shipping businesses to op-
erate in Jordan, the government has established free trade zones and provided incentives
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such as tax cuts and expedited customs procedures [44]. These measures have successfully
attracted major international shipping lines to establish a presence in the country, including
A.P. Moller-Maersk, CMA CGM, Mediterranean Shipping Co MSC, COSCO Shipping Lines
Jordan, Hapag-Lloyd Jordan, Pacific International Lines, Ocean Network Express (ONE),
YangMing, Evergreen, Messina Line, and many others [44].

The population under consideration in this study was especially designed to represent
Jordan’s container shipping sector, as the primary goal of this study was to gain insights
into the viewpoints and experiences of key decision-makers within this sector. To that
purpose, a survey was used as the data collection tool, and it was circulated to various
firms that play important roles in Jordan’s container shipping scene.

The survey outreach included a varied group of participants, reflecting the industry’s
diverse nature. Respondents included container shipping company executives, logistical
experts with extensive understanding of supply chain operations, and employees actively
involved in the shipping industry. This diverse group of participants enabled a thorough
assessment of the sector’s dynamics, integrating perspectives from both strategic decision-
makers and those directly involved in day-to-day operations.

A hybrid technique was used for data collection. Some survey responses were gathered
through in-person interviews and discussions, allowing for a more in-depth engagement
with participants and opportunity for clarification and elaboration on responses. Concur-
rently, an online survey distribution approach was used to make the survey more accessible
and convenient for a larger pool of possible participants.

Furthermore, the study used judgmental sampling techniques as a non-probability
sampling strategy. This deliberate choice was made to guarantee that the individuals who
had been chosen had the necessary knowledge, skills, and experience in the container
shipping company that aligned with the research objectives [45]. This study attempted
to collect a highly informed and relevant dataset by selectively selecting participants
based on their qualifications, with the goal of yielding important insights into the drivers
and dynamics impacting Jordan’s container shipping sector. This approach allowed the
research to target individuals who could provide an in-depth understanding of the industry,
enhancing the study’s comprehensiveness and capacity to offer valuable recommendations
for future improvement and development within Jordan’s container shipping sector [45].
Furthermore, from February to June 2022, 300 questionnaires were distributed, and of
the 165 received responses, 136 were valid, providing a valid response rate of 45%. The
proposed study model was examined and tested using SPSS.

3.2. Developing the Measurement Instrument

The study employed a quantitative approach, specifically using a survey method, to
collect structured and numerical data. This methodology was chosen due to its appro-
priateness in assessing and examining the connections between TQM practices, aspects
of SQ, and the performance of organizations. The use of this methodology facilitated the
acquisition of precise, measurable feedback from a large number of respondents, hence
enabling the application of statistical techniques to discern trends, associations, and levels
of statistical significance. Through the implementation of a survey, this study has the ability
to effectively evaluate a wide range of variables. This will establish a robust basis for draw-
ing results and formulating data-driven recommendations regarding the interconnections
between TQM, SQ, and FP within the container shipping sector.

TQM and SQ are well-established research concepts; thus, items validated in previous
research and used to assess these concepts in all other industries are expected to be applica-
ble to the container shipping industry. In this regard, variables measuring TQM include
managerial leadership, employee involvement, customer focus, process management, train-
ing, and supplier quality management [8]. The Parasuraman et al. [24] model was utilized
in this study as one of many ways for determining SQ. Hence, five SERVQUAL variables
were selected to examine the SQ criteria in the current study. Most studies looked at the
idea of SQ from a management approach, according to a review of the literature on the link
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between SQ and quality management. A five-item index was used to assess the five main
characteristics of SQ (tangibility, reliability, empathy, assurance, and responsiveness) [24].
The data used in this study were collected through a questionnaire to understand how
container shipping companies work and apply TQM and SQ concepts. The questionnaire
was structured by first addressing the educational level and current job position of re-
spondents (container shipping firm managers and logistical experts), as the percentage of
these answers in each target sample mattered to the study. Then, we posed 23 questions to
assess the total quality management dimensions. After that, 19 questions were included
to address the SQ dimensions in the firms. Finally, we ended the questionnaire with four
questions that focused vividly on the performance of container shipping firms in Jordan, as
shown in Table 2. Each one of these practices was assessed using a five-item, five-point
Likert scale ranging from strongly disagree to strongly agree.

Table 2. Constructs and measurement items.

Constructs Items Reference/s

TQM practices

[8,18,19]

Management leadership (ML)

• “Degree to which organization top management (top organization
executive and major department heads) is evaluated for quality
performance”

• “Degree of participation by major department heads in the quality
improvement process”

• “Extent to which the organizational top management has
objectives for quality performance”

• “Degree to which the organizational top management considers
quality improvement as a way to increase profits”

Training (TR)

• “Quality-related training given to hourly employees throughout
the organization”

• “Quality-related training given to managers and supervisors
throughout the organization”

• “Quality-related training is encouraged for active improvement
teamwork”.

• “All employees are encouraged to attend quality-related training
programs”

Customer focus (CF)

• “Extent to which customer satisfaction surveys are used in
determining/identifying customers’ requirements”

• “Extent to which managers have access to a summary of customer
complaints”

• “Extent to which the organization actively seeks ways to improve
the primary service in order to achieve greater satisfaction”
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Table 2. Cont.

Constructs Items Reference/s

TQM practices

[8,18,19]

Supplier quality management (SQM)

• “Extent to which long-term relationships are offered to suppliers”

• “Extent to which suppliers are evaluated according to quality,
delivery performance, and price, in that order”

• “Extent to which suppliers are selected based on quality rather
than price or delivery schedule”

• “The thoroughness of the supplier rating system”

Process management (PM)

• “Extent to which services disruption prevented from occurring is
a strong attitude”

• “Extent to which the processes include in-process measures of
quality”

• “Extent to which the explanation of the variation in processes is
used as an analysis technique”

• “Extent to which managers and supervisors continuously monitor
and identify variation in work processes”

Employee involvement (EI)

• “Extent to which employees are involved in quality management
programs”

• “Effectiveness of Cross Functional Teams with respect to solutions
to problems related to quality”

• “Degree of importance given to employee suggestions and
innovations”

• “Extent to which employees are encouraged to identify loopholes
in their work”

Service quality dimensions

[24,25,27]Tangibility (TG)

• “Intensity of shipping schedules”

• “Adequacy of platforms and handling equipment for container
receiving and delivering”

• “Convenience to use container tracking system”

• “Adequacy of storage space for containers”
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Table 2. Cont.

Constructs Items Reference/s

Service quality dimensions

[24,25,27]

Reliability (RB)

• “Cargo safety”

• “Accuracy of EDI information for receiving and releasing of
containers”

• “Consistency of bill of lading”

• “Accuracy of dynamic information on cargos”

• “Low cargo damage”

Empathy (EP)

• “Professional ability of operators to deal with cargo damage”

• “Promptness in handling customer’s complaints and appeals”

• “Sincerity in dealing with the problems of damaged cargo”

Assurance (AA)

• “Proactively providing dynamic information of container
numbers”

• “Proactively providing beneficial loading modes”

• “Proactively replying to customer’s inquiries”

Responsiveness (RP)

• “Promptly adjusting operating procedures to meet customer
needs”

• “Promptly offering export container information to meet loading
operations”

• “Promptly correcting operation errors”

• “Promptly replying to customer’s problems”

Firm financial performance

[26,27]

• “Compared with other companies in the same industry, our profit rate is very high”

• “Compared with other companies in the same industry, our return on investment is very high”

• “Compared with other companies in the same industry, our sales amount is very high”

• “Compared with other companies in the same industry, our market position improvement is very high”

4. Results
4.1. Descriptive Statistics

Descriptive statistics include means, standard deviation, skewness, and kurtosis. This
study used means and standard deviation for measuring the central tendency. Moreover,
for measuring dispersion, skewness and kurtosis of the data were measured. A value of
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asymmetry and kurtosis between −2 and +2 are considered acceptable in order to prove
normal distribution. Data are considered normal if skewness falls between −2 and +2
and kurtosis falls between −7 and +7. Table 3 shows that skewness and kurtosis fall in
the threshold value. Hence, it is proved that the data included in this study are normally
distributed.

Table 3. Descriptive statistics (n = 136).

Construct Mean Std.
Deviation Skewness Std. Error Kurtosis Std. Error

ML 4.29 0.82 −1.29 0.21 5.97 0.41

TR 3.87 0.86 −1.38 0.21 2.36 0.41

CF 4.15 0.89 −1.35 0.21 1.86 0.41

SQM 3.81 0.99 −1.36 0.21 1.52 0.41

PM 3.91 0.94 −1.71 0.21 2.54 0.41

EI 4.18 0.91 −1.96 0.21 3.53 0.41

TG 4.13 0.88 −1.98 0.21 4.40 0.41

RB 3.98 0.89 −1.67 0.21 3.14 0.41

EP 4.00 0.91 −1.25 0.21 2.03 0.41

AA 3.94 1.03 −1.32 0.21 1.40 0.41

RP 4.18 0.97 −1.72 0.21 2.24 0.41

FP 3.83 0.89 −1.57 0.21 2.74 0.41

The results show that the “ML” variable generated the highest mean score (M = 4.29;
SD = 0.82). On the other hand, “SQM” generated the lowest mean score (M = 3.81; SD = 0.99).

4.2. Measurement Model

In the first step of PLS-SEM, the measurement model was assessed to examine the
indicators’ factor loadings, reliability, and validity. Outer factor loadings were evaluated
to show whether the indicators are consistent with their latent constructs. Table 4 shows
that outer loadings of all indicators are greater than the threshold value of 0.70. Moreover,
a collinearity test was performed to ensure that no collinearity issues exist among the
indicators. The recommended value of VIF is less than 5 [46]; Table 4 shows that the VIF of
all indicators is less than 5, indicating that there are no collinearity issues.

Table 4. Collinearity statistics.

Constructs Items Outer Loadings VIF

AA

AA1 0.965 2.102

AA2 0.957 2.451

AA3 0.957 2.154

CF

CF1 0.933 3.533

CF2 0.913 2.954

CF3 0.933 3.415

EI

EI1 0.92 3.898

EI2 0.9 3.063

EI3 0.862 2.426

EI4 0.924 3.861
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Table 4. Cont.

Constructs Items Outer Loadings VIF

EP

EP1 0.959 2.012

EP2 0.965 2.021

EP3 0.945 4.341

FP

FP1 0.921 4.364

FP2 0.924 4.794

FP3 0.908 3.929

FP4 0.89 3.406

FP5 0.806 2.049

ML

ML1 0.922 4.082

ML2 0.922 4.299

ML3 0.901 3.324

ML4 0.891 2.871

PM

PM1 0.919 3.867

PM2 0.908 3.201

PM3 0.898 3.091

PM4 0.914 3.515

RB

RB1 0.94 2.141

RB2 0.93 2.542

RB3 0.938 2.642

RB4 0.942 2.101

RB5 0.891 1.912

RP

RP1 0.906 3.517

RP2 0.921 3.795

RP3 0.934 4.294

RP4 0.94 4.804

SQM

SQM1 0.928 4.307

SQM2 0.95 2.101

SQM3 0.936 4.904

SQM4 0.951 2.012

TG

TG1 0.922 3.743

TG2 0.918 3.755

TG3 0.922 3.773

TG4 0.91 3.478

TR

TR1 0.904 3.775

TR2 0.932 4.688

TR3 0.919 3.668

TR4 0.873 2.530

In the next step, the reliability of the constructs was evaluated using Cronbach’s alpha,
rho_A, and composite reliability. Table 5 shows that Cronbach’s alpha is greater than 0.70
for all constructs. Similarly, rho_A and composite reliability (CR) > 0.7 for all constructs,
which indicates that internal consistency is established [47]. After that, convergent validity
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of the constructs was examined through average variance extracted (AVE), which should
be equal or greater than 0.50 [48]. Table 5 indicates all AVE values are above the minimum
threshold; hence, convergent validity is established.

Table 5. Measurement model results.

Constructs Alpha rho_A CR AVE

AA 0.957 0.958 0.972 0.921

CF 0.917 0.919 0.948 0.858

EI 0.923 0.926 0.946 0.814

EP 0.953 0.953 0.97 0.915

FP 0.934 0.939 0.95 0.794

ML 0.93 0.939 0.95 0.826

PM 0.931 0.932 0.951 0.828

RB 0.946 0.949 0.96 0.827

RP 0.944 0.949 0.96 0.856

SQM 0.957 0.961 0.969 0.886

TG 0.938 0.939 0.955 0.843

TR 0.928 0.929 0.949 0.823

Discriminant validity was ensured with the criteria given by Fornell and Larcker [48],
who proposed that the square root of AVE of each construct should be greater than the
correlation between the constructs. Table 6 indicates that the square root of AVE of each
construct is greater than their diagonal value, which demonstrates that all constructs are
unique and distinct from others.

Table 6. Discriminant validity.

AA CF EI EP FP ML PM RB RP SQM TG TR

AA 0.959

CF 0.217 0.926

EI 0.577 0.329 0.902

EP 0.609 0.274 0.516 0.956

FP 0.112 0.131 0.013 0.129 0.891

ML 0.156 0.382 0.304 0.303 0.084 0.909

PM 0.541 0.313 0.665 0.514 0.041 0.236 0.91

RB 0.749 0.286 0.665 0.68 0.159 0.208 0.633 0.909

RP 0.167 0.213 0.066 0.249 0.634 0.205 0.068 0.228 0.925

SQM 0.171 0.199 0.264 0.191 0.119 0.216 0.276 0.17 0.16 0.941

TG 0.623 0.288 0.761 0.566 0.142 0.138 0.6 0.704 0.191 0.186 0.918

TR 0.136 0.337 0.317 0.263 −0.014 0.545 0.328 0.16 0.08 0.346 0.146 0.907

4.3. Model Fit

Model fit indexes were checked in the SmartPLS 3 tool [49] by using two fit measures,
namely the standardized root mean square (SRMR) and normed fit index (NFI). The
threshold values for these criteria were SRMR < 0.08 and NFI > 0.90. Table 7 below
indicates that the value of SRMR and NFI are consistent with these criteria.
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Table 7. Model fit indexes.

Model Indexes Estimated Model

SRMR 0.059

NFI 0.901

A structural model was assessed to examine the hypotheses proposed in this study, as
shown in Figure 2. A bootstrapping procedure was performed on 5000 subsamples [39].
Hypothesis testing was carried out using a bootstrapping technique, with a resample
number of 5000 bootstraps [49].
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Figure 2. Structural equation modeling results.

Hypothesis 1 proposed that TQM positively influences SQ. The findings of this study
show that TQM positively and significantly affects SQ (β = 0.699, p = 0.000). Hence, H1 is
accepted. H2 proposed that SQ positively influences FP. The results reveal that SQ has a
positive and significant effect on FP (β = 0.397, p = 0.010). Stepwise regression is a statistical
technique employed to ascertain and choose the most pertinent independent variables that
account for the variability observed in a dependent variable [46]. In this study, stepwise
regression analysis provided empirical evidence supporting the statistical significance of
the association between SQ and FP (β = 0.354, p = 0.001). H3 proposed that TQM has a
positive and significant impact on FP, but the results showed that TQM has no significant
impact on FP. Table 8 summarizes the results of the structural equation modeling.

Table 8. Structural model results.

Hypotheses Path Beta
Coefficient T Value p Values Results

H1 TQM -> SQ 0.699 9.589 0.000 ** Supported

H2 SQ -> FP 0.397 2.578 0.010 * Supported

H3 TQM -> FP −0.204 1.764 0.078 Rejected
Note: ** p < 0.01, * p < 0.05.
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4.4. Mediation Effect

H4 proposed that SQ mediates the relationship between TQM and FP. The total and
indirect relationships were examined. The results show that SQ significantly mediates the
relationship between TQM and FP, as shown in Table 9.

Table 9. Mediation effect.

Hypotheses Constructs Total Effect Indirect Effect
Confidence Interval

LL UL

H4 TQM -> SQ -> FP 0.073 0.000 0.277 0.017 0.097 0.537

4.5. Regression Analysis

Two linear regression tests were used in this study. The first was conducted to explore
the predictive influence of TQM practices on the SQ level of container shipping firms,
and the second was conducted to explore the predictive influence of SQ dimensions on
firm performance. Table 10 shows the coefficients which show how well each of the TQM
practices is related to the SQ level of the firms.

Table 10. Regression coefficients for TQM practices.

Model
Unstandardized Coefficients Standardized

Coefficients T Sig. * HYPOS Path Results
B Std. Error Beta

(Constant) 1.450 0.349 4.148 0.000 *

ML 0.082 0.068 0.093 1.194 0.235 H1a ML→ SQ Rejected

TR −0.124 0.068 −0.146 −1.819 0.071 H1b TR→ SQ Rejected

CF 0.048 0.061 0.056 0.784 0.434 H1c CF→ SQ Rejected

SQM −0.004 0.051 −0.006 −0.085 0.933 H1d SQM→
SQ Rejected

PM 0.341 0.068 0.423 5.051 0.000 ** H1e PM→ SQ Supported

EI 0.264 0.066 0.332 4.001 0.000 ** H1f EI→ SQ Supported

Dependent variable: service quality level. Note: ** p < 0.01, * p < 0.05.

The results showed that two TQM practices had a significant effect on SQ level. The
first TQM practice that has the biggest impact on SQ level is PM (B = 0.341, T value = 5.051)
followed by EI (B = 0.332, T-value = 4.001). Table 11 shows the coefficients which show how
well each of the SQ dimensions is related to firm performance.

Table 11. Regression coefficients for SQ dimensions.

Model
Unstandardized Coefficients Standardized

Coefficients T Sig. * HYPOS Path Results
B Std. Error Beta

(Constant) 1.253 0.411 3.051 0.003 **

TG −0.040 0.099 −0.038 −0.399 0.691 H2a TG→ FP Rejected

RB 0.112 0.117 0.110 0.953 0.342 H2b RB→ FP Rejected

EP −0.028 0.097 −0.028 −0.291 0.772 H2c EP→ FP Rejected

AA −0.008 0.090 −0.009 −0.089 0.929 H2d AA→ FP Rejected

RP 0.567 0.070 0.590 8.152 0.000 ** H2e RP→ FP Supported

Dependent variable: FP. Note: ** p < 0.01, * p < 0.05.
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The result shows an interesting finding. The SQ dimension RP has the biggest impact
on the FP of container shipping firms (B = 0.567, T-value = 8.152).

5. Discussion

This study investigated the associations between TQM, SQ, and FP among container
shipping organizations. Data analysis revealed that TQM practices have a considerable and
beneficial impact on service quality. Our findings were in line with those of Lam et al. [30]
and Pattanayak et al. [12]. Because both frameworks focus greatly on customer satisfaction,
both investigations validated the substantial positive connection between TQM and SQ.
Furthermore, our research was in line with Lasrado and Nyadzayo [17] since TQM methods
were found to significantly improve company SQ. Furthermore, research by [50] supports our
finding that TQM is favorably and substantially related to SQ. TQM-enabled businesses are
better equipped to satisfy their customers’ demands and expectations by offering improved
SQ. Furthermore, our findings supported the positive relationship between SQ and FP. This
finding is consistent with Yuen and Thai [23], who found that SQ practices are positively and
substantially associated with company performance [51]. Moreover, Thai’s [52] research on
SQ in shipping enterprises is used as a tool to help a company attain high performance, as SQ
components have been shown to boost firm performance considerably. Gu and Liu [32] and
Lebdaoui and Chetioui [42] recently conducted research that corroborated our findings that
SQ is positively and strongly related to company performance.

Moreover, the results of this study showed that there is no significant relationship
between TQM and FP. Some possible reasons behind this result are that our sample size
was not large; however, the p-value in the test is not far from the significance level of
0.05. Hence, the association between these two factors was positive and not far from being
significant. This is not consistent with Abbas and Kumari [41], who found that TQM is
positively associated with company performance in their empirical study. Management
leadership scored the highest among TQM variables, and it ranks as one of the most
significant variables. In terms of management leadership, it appears that the most essential
challenges for container shipping firms are focusing on top management defining objectives
for quality performance and evaluating top management’s performance in terms of quality,
which are comparable to those found by Thai and Jie [8]. Employee involvement was
then emphasized as a key practice that included workers in quality management activities
such as focusing on the creation of value for customers and fostering cross-functional
communication. It also focused on whether employees are encouraged to discover defects
in their work and the efficacy of cross-functional teams in resolving quality concerns.
Customer focus was the third-ranked TQM dimension; its main issues concern the use of
customer satisfaction surveys in determining customer requirements and the amount of
effort put into enhancing primary services to ensure more satisfaction is produced by the
organization, because it may assist shipping companies in becoming more attached to their
customers and boosting customer retention. As a result, communication may be seen as a
crucial component of TQM customer focus. Process management ranked fourth among
TQM practices. This dimension indicated which service disruptions can be prevented
by having a strong attitude. Furthermore, it focused on the implementation of quality
measures into container shipping firms’ operations, as well as the continual monitoring and
identification of business procedure variation by supervisors and managers. Next, training
concentrated on providing quality training to supervisors and managers throughout the
organization, encouraging the team to participate in the training, and providing a training
plan to employees across the entire organization. Finally, supplier quality management
came in sixth place among TQM practices. The quality of the supplier rating system
was the emphasis of this dimension. Furthermore, its long-term focus was on providing
relationships to suppliers and the extent to which suppliers are evaluated based on quality,
delivery performance, and pricing.

Moreover, an interesting finding of this study was found that SQ mediates the rela-
tionship between TQM and FP. The findings of the regression test showed that two TQM
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practices, process management (B = 0.341, T-value = 5.051) and employee involvement
(B = 0.332, T-value = 4.001), have the greatest impact on SQ levels. In addition, the SQ
responsiveness dimension (B = 0.567, T-value = 8.152) had the biggest effect on the FP of
container shipping companies. When it comes to SQ dimensions, responsiveness, which is
a significant practice in SQ, scored the highest score. The most significant responsiveness
practices indicated how the organizations adjust their operations to meet customer needs.
Furthermore, responsiveness focused on responding quickly to customer concerns and
providing timely information on export containers to facilitate loading. Another important
dimension in SQ that followed responsiveness was tangibility; this dimension concentrated
more on the availability of adequate container storage space, the intensity of shipping
schedules, and the convenience of using a container tracking system. Empathy ranked
third among SQ dimensions. It focused more on handling damaged cargo problems with
sincerity and managing cargo damage professionally by operators. As for the fourth SQ
dimension, reliability highlighted issues regarding the safety of cargo and charge accuracy
based on dynamic information. The fifth dimension in SQ was assurance. Despite the fact
that assurance received the lowest score, its importance to the entire SQ concept should
not go unnoticed. This dimension concentrated more on responding to inquiries from
customers in a proactive manner and providing dynamic information about container
numbers in a strategic approach.

It is worth noting that the TQM–SQ–FP relationship in the container shipping industry
can be greatly impacted by external factors, such as changes in the global economy and
regulatory frameworks. The demand for shipping services and price structures can be
influenced by economic fluctuations, which in turn can have an impact on the feasibility
of investing in TQM practices. Regulatory adjustments may necessitate adaptations to
ensure compliance, which might possibly redirect resources away from TQM operations.
The ability to effectively respond to these external factors requires the adoption of flexible
strategies in adjusting TQM practices, dimensions of SQ, and ultimately, the performance
of the organization to sustain competitiveness and resilience in the continuously changing
shipping industry.

6. Theoretical and Practical Implications

This study makes a theoretical contribution by developing a conceptual model that
illustrates the relationship between TQM practices and the level of SQ, as well as the
influence of SQ practices on the FP of container shipping firms. Additionally, this study
highlights the mediating impact of SQ on the association between TQM practices and the
FP of firms.

This study provides various benefits to practitioners and managers in the shipping
sector. First, container shipping firms should emphasize the incorporation of quality
metrics into their operations, as well as the ongoing observation and detection of business
procedure variations by supervisors and management since process management practices
have been proven to have a significant positive impact on SQ. Second, by getting employees
involved in quality management initiatives, container shipping managers may be inspired
to identify and prioritize areas for improvement. As a result, staff will be more committed
to their goals since they are involved in them and will make better judgments using their
extensive process expertise. Third, this study’s findings propose solutions to focus on their
clients in order to boost customer satisfaction. For instance, since customers determine the
quality of your service, knowing what your customers want or need will help you better
identify how to put the appropriate people, materials, and processes in place to meet and
surpass their expectations. It was found that responsiveness enhances the performance of
companies. This study could help container shipping companies concentrate on the proper
implementation of this SQ factor through supporting aspects of a liner shipping service like
improving claim speed, quickly adapting operating procedures to meet customer needs,
providing export container information to meet loading operation requirements, and
ensure the prompt correction of operational errors. Managers will also be able to influence
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the component of customer satisfaction that results from the execution of supporting
activities which are normally offered before and after a transportation service. Prior to a
shipping service, for instance, the interaction between shippers and frontline staff may
lead to satisfaction. Additionally, the wide range of service offerings by container shipping
companies enables greater levels of customization to clients and hence improves their level
of satisfaction. Moreover, the connection between SDG 8, which pertains to the promotion
of decent work and economic growth, and the concepts of TQM, SQ, and FP within firms
lies in the fact that SDG 8′s focus on fostering decent work and economic growth can be
achieved by implementing efficient TQM practices [53,54]. This, in turn, results in the
enhancement of SQ and ultimately leads to improved FP for firms. Firms can enhance TQM
conditions by placing emphasis on employee well-being, labor standards, and sustainable
economic growth. This approach has the potential to improve the SQ and FP of firms.

The potential benefits of incorporating TQM and SQ dimensions into container ship-
ping businesses include the enhancement of operational excellence and the elevation of
customer satisfaction. In order to initiate this transformative process, organizations should
commence by cultivating robust managerial leadership that demonstrates a distinct ded-
ication to TQM concepts. The establishment of a specialized TQM leadership team can
offer essential direction and foresight. In addition, it is recommended that companies foster
employee engagement across various organizational hierarchies through the establishment
of cross-functional teams that actively cooperate in the processes of problem-solving and
decision-making. The provision of consistent training in quality tools and techniques will
equip personnel with the necessary skills to effectively implement significant changes. It
is imperative to prioritize a customer focus, placing significant importance on gathering
frequent client feedback in order to comprehend their expectations and modify services
accordingly. Furthermore, it is imperative for organizations to formulate effective pro-
cess management strategies, which involve the systematic mapping and optimization
of container shipping operations. Additionally, the implementation of key performance
indicators is crucial in order to monitor and enhance overall performance. In addition,
the implementation of efficient supplier quality management practices plays a crucial role
in guaranteeing the dependability of input materials and services, thereby cultivating a
mutual dedication to excellence between the organization and its suppliers.

It is of utmost importance to integrate the five fundamental attributes of SQ, namely
tangibility, reliability, empathy, assurance, and responsiveness. To enhance tangibility, it
is recommended to ensure the proper maintenance of facilities and the implementation
of user-friendly online services. Ensuring the dependability of schedules and services is
of paramount significance, hence requiring the supply of precise timetables and efficient
contingency strategies to address any disruptions. In order to ensure effective customer
interactions, it is imperative that empathy serves as the foundation. This entails the
presence of well-trained personnel who engage in active listening and provide responses
that demonstrate a genuine understanding of the customer’s perspective. Assurance can be
achieved by exhibiting competence and transparency in service terms and communication.
Finally, responsiveness can be accomplished by implementing effective communication
channels for client inquiries and adopting a proactive approach to meeting their demands.
Container shipping companies should include these ideas in ongoing procedures, utilizing
performance indicators and feedback mechanisms to consistently enhance their operations.
Engaging people at every level fosters a pervasive culture of quality and service excellence
throughout the firm, encouraging long-term success.

The generalizability of the results obtained in this study is limited to the container ship-
ping industry, specifically in Jordan, which is classified as a developing country. Therefore,
it is necessary to use caution when generalizing these findings to different sectors in diverse
contexts. However, these results can provide significant insights for other developing
countries that face comparable challenges, although there may be variations influenced by
specific local characteristics. This study could potentially serve as a beneficial resource for
individuals aiming to enhance operational practices and service quality within comparable
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settings, hence aiding in the adjustment to specific local intricacies. This study has the
potential to provide valuable insights for developed countries, provided that appropriate
measures are taken. Although the primary focus of the research lies within the container
shipping industry of a developing country, several findings pertaining to TQM and SQ may
have relevance in developed countries as well. Nevertheless, it is imperative for developed
countries to acknowledge that the distinctive problems and dynamics inherent to their
specific circumstances may result in discrepancies in the efficacy and relevance of these
findings. Hence, it is imperative to thoroughly evaluate and modify this study’s sugges-
tions in order to ensure their compatibility with the distinct requirements and conditions of
developed countries.

7. Conclusions

Although several studies on the impact of TQM on FP and the impact of SQ on FP
have been identified, few of them studied the relationships between the three constructs
taken together, and few studies were conducted in the context of the container shipping
industry. This study fills in the gaps left by previous studies. The findings of this study were
intriguing. Two TQM practices, namely process management and employee involvement,
were found to have a significant positive effect on SQ in container shipping companies in
Jordan. Moreover, one dimension of SQ, namely responsiveness, had a significant positive
impact on FP. Since relationships among TQM, SQ, and FP in the container shipping
industry are complex, it would be a challenging task for researchers, practitioners, and
industry professionals to understand those dimensions. From a managerial perspective,
this study provides recommendations to shipping managers on how to properly use SQ
and TQM practices to maximize their FP.

This study presents a conceptual model that demonstrates the relationship between
TQM practices and the level of SQ and the influence of SQ practices on the FP of container
shipping firms. It emphasizes the mediating role of SQ in the association between TQM
practices and the FP of firms. This study suggests that container shipping firms should
incorporate quality metrics into their operations and monitor business procedure variations
to improve SQ. Employee involvement in quality management initiatives can inspire man-
agers to identify and prioritize areas for improvement, leading to increased commitment
and better judgment. This study also suggests focusing on customer satisfaction to improve
service quality. Responsiveness enhances company performance, and this can be achieved
through supporting aspects of liner shipping services, such as enhancing claim speed,
adapting operating procedures, providing export container information, and promptly
correcting of operational errors. Managers can also influence customer satisfaction through
the execution of supporting activities, such as interaction between shippers and frontline
staff. This study also highlights the connection between SDG 8, which promotes decent
work and economic growth, and TQM, SQ, and FP within firms. Therefore, the integration
of TQM and SQ into container shipping businesses can enhance operational excellence and
customer satisfaction. Container shipping firms should develop strong managerial lead-
ership, foster employee engagement, provide quality training, prioritize customer focus,
and implement effective process management strategies. Key performance indicators and
supplier quality management practices are also crucial. Integrating the five fundamental
attributes of SQ (tangibility, reliability, empathy, assurance, and responsiveness) is essen-
tial. Ensuring the maintenance of facilities, providing user-friendly online services, and
ensuring the dependability of schedules and services are essential. Empathy, competence,
transparency, and responsiveness are also crucial. These ideas should be integrated into on-
going procedures, using performance indicators and feedback mechanisms to consistently
improve operations.

There are a few limitations to this study. To begin, our research was confined to the
container transportation sector, which is mostly a B2B activity. In this study, the majority of
customers were corporate entities rather than individual customers. As a result, further study
of other industries and other contexts, such as B2C, should be conducted to cross-validate the
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results. Any future research that seeks to generalize the service industry can employ a larger
sample. Future research that builds on this study and investigates the relationship between
TQM practices, SQ dimensions, and their impact on company performance can help us gain a
better understanding of these essential business factors. Many future studies could look into
the impact of TQM practices and SQ aspects on company performance in specific industries
like healthcare, manufacturing, retail, or technology. The association may be influenced by
industry-specific factors including the size of the firm. Furthermore, future research can
undertake longitudinal studies to see how the relationship between TQM, SQ, and company
performance changes over time. This can aid in determining the long-term viability and
impact of TQM practices. In addition, further studies can look into how cultural differences
affect the implementation and outcomes of TQM practices and SQ in firms operating in a
variety of global markets, as well as how emerging technologies like artificial intelligence, IoT,
and blockchain affect TQM practices and SQ in firms, and how these innovations can drive or
hinder firm performance. Besides, future studies might look into the role of staff engagement,
motivation, and satisfaction in TQM adoption, as well as their impact on SQ and company
performance. Studies may also consider how staff well-being might be a motivator for TQM
success, in addition to differences in managerial positions and backgrounds. Finally, this study
recommends that the impact of the sub-dimensions of TQM and SQ on firm performance be
investigated further.
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