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The Mediating role of Internal Service Quality in the
Relation between Excellence in Service Operations

Management and Competitive Advantage:
A study on sample of Institutions in Khartoum State.
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Abastic:

The aim of this study was to identify the impact of excellence in service
operations management on competitive advantage in service institutions
(Khartoum state). As well as to determine whether internal quality of
service has a mediator role in that relationship. To achieve the objectives of
study, the study built model and hypotheses basis of the literature of the
study and used previous studies in development of study criteria. A
questionnaire designed to collect primary data. 182 questionnaires were
distributed and 158 responses were retrieved, with a response rate of 87%,
of which 3 were excluded, so that the questionable questionnaires were 155
by 85%. To verify the reliability of the data, was used the Cronbach;s alpha
test and SEM method also used. The Path Analysis method used to analyze
the path of the social sciences program (SPSS) in order to find the model
fits the data collected as enough represent the reality and interpret data. The
results of the study are the presence of a strong effect of excellence in
service operations management on the competitive advantage. The study
also revealed a strong effect of excellence in the service operations
management on the quality internal service. On the contrary, the internal
service quality on the competitive advantage, and the results showed that
the quality of internal service by its dimensions (cognitive abilities, work
teams) mediates the relationship between excellence in service operations
management and competitive advantage. Based on the results of the study,
the results were discussed and investigated. The research also presented an
indicative work plan to implement the recommendations addressed to
service institutions at Khartoum State, which were built on the study
results.
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Sustainable Competitive Advantage In Service Operations: An Empirical Examination
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(Voss, et al, 2005) 4wl 2 -7

dasd il giewa (38a0 Jla A Y1 Gualiall AS0al Jeadl (3845 ol avaal (S Y @
e ddi)s
asaal aUAS Juad) s Jddad Adeldy (alddy) cOie Aalles Al al 13) o

LalaY) hghill B Caligall elal il Ao e
Uada g Lasdd) o @l oyl o saall da s
A paY) sl S) el el #1081 g 4y g

228

GO Sa | Gk gl

Jald e | e

Ol HE=ENEN

e

88 4wl



4 J.ﬁ‘ ‘_§A>LA

The Impact Of Internal Service Quality On Customer Service Behaviour
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The Influence Of internal service quality On Employee Job satisfaction At Taiwan Listed International Tourist Hotels : (Wang, 2012) 4wl -9
Using Organisational Culture As The Moderator
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Competitive advantage through e-operations

(Barnes, et al, 2014) 4wl -10
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Internal service quality management and Operations performance among Commercial Banks in Kenya

(Rachilo, 2013 ydwl 2 -11
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Internal service quality within the different Chinese subcultures: a comparison between Taiwan, China, and Singapore (Jeng, 2011) 4wl 2 -12

V¥ Aagiil sl (Sl AdAal dadddl Baga Cpwad il i) g cpiligall N9 ) @
e lud (g Adalal) daddd) 33 5o Cpeuntl CiAgT A Cilosgall 038 2oL
ol gal) £13) Gaatl BeUS SV 4 pdiad) 3 ) gall (S A Cilsad gl

dasil) cildes 339 (! Ciliasl i) Juadl ag Ll e Y) g Gl gall 3LELSa o
S8y Adpual g (adlh gal) £13) 481 pa B 30 gall £l Baclisa LgiSay o AR
Alad s

i Al Al cilaliiall 23l zigal anll e
DA e Lglip S a9 Audaal) daadl) 54 sa
Al 9

Leliall Sl sal)

[ bl gl

ey | el

<L) HE=EEEN

-

26 )

Internationalization of operations and competitive advantage by commercial banks in Kenya

(Alokpo, 2016 ) 4wl 2 -13
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Managing the fit between the views of competitive strategy and the strategic role of service operations.

(Lillis, 2013) 4wl 2 -14
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Evaluating and developing resource-based operations strategy for competitive advantage

(Liu, 2014) 42 -15
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Operations management impact on achieving strategic fit (Majukwa, 2016) 4wl -16
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Aligning operations, marketing, and competitive strategies to enhance performance (Rhee and Mehra, 2005 4wl -18
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A new model for achieving sustainable competitive advantage through operations strategies in (Samarroki, et al, 2014) 4wl -20
manufacturing companies
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