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EXTENDED ABSTRACT

Background and Obijectives: The sharp increase in customer expectations
in the competitive global financial markets has compelled banks to
continuously seek financial innovations and improve the quality of their
services. Today, global competition, market transformations, and emerging
technologies have created new pathways for value creation in terms of
guality. Organizations and banks, in order to succeed in business and ensure
their survival, require innovation; and the need for innovation and
performance improvement is one of the key drivers for implementing Total
Quality Management (TQM). The intense competition in these markets has
forced organizations to attract customers by reducing costs and enhancing
guality. In this context, the implementation of TQM has been introduced as
an effective strategy to meet these expectations. The present study is
conducted under the title: "Investigating the Impact of TQM on Performance
Improvement through the Value Chain and Innovation in the Provision of
Banking Services."

Materials and Methods: The statistical population of this study consists of
the employees of the Cooperative Development Bank in the provinces of
Semnan and Mazandaran. A sample size of 220 respondents was determined
using the Partial Least Squares (PLS) method. The research data were
collected through a questionnaire, the reliability of which was confirmed
using Cronbach’s alpha and composite reliability for its various dimensions.
To test the hypotheses, the collected data were analyzed using one-way
analysis of variance (ANOVA) and structural equation modeling (SEM)
through the Partial Least Squares (PLS) approach, employing SPSS and
Smart-PLS software.

Results: The hypothesis testing results at a 95% confidence level indicate
that TQM has a significant impact on innovation (p < 0.05). Furthermore,
innovation plays an important role in enhancing financial performance (p <
0.05). In addition, the findings reveal that TQM indirectly influences the
organization's financial performance through innovation and the value chain
(p <0.05).
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Conclusion: These findings highlight the mediating role of innovation and
the value chain in strengthening the relationship between Total Quality
Management (TQM) and financial performance. They emphasize that the
implementation of TQM principles can lead to improved financial outcomes
for organizations by enhancing innovative capabilities and upgrading the
value chain. These findings underscore the pivotal mediating role that
innovation and the value chain play in reinforcing the link between TQM and
organizational financial performance. The results suggest that TQM, beyond
its direct contributions, indirectly fosters financial improvement by
cultivating a culture of innovation and optimizing processes across the value
chain. In other words, organizations that effectively implement TQM
principles are more likely to develop innovative solutions and streamline their
value-creating activities, which in turn enhances their overall financial
results. This implies that TQM should not be viewed merely as a quality
control mechanism, but as a comprehensive strategic approach that drives
sustainable competitive advantage through continuous innovation and
operational excellence.
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