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 The objective of the study is to investigate the mediating role of the productivity of the banks sector 
in Jordan based on the relationship between human resources and strategic performance from the 
point of view of the senior management managers and functional unit managers (human resources, 
marketing, finance and accounting). Human resources were measured through human resource ac-
tivities. The population of the current study represented all the commercial banks in Jordan, the 
total number of which is 26. A survey questionnaire is prepared based on the published literature, 
and the data are collected from 371 respondents from the targeted banks. The necessary tests to 
ensure reliability and validity are performed using SPSS. The results indicate that human resources 
positively affected strategic performance and productivity. The findings also revealed that produc-
tivity positively mediated the relationship between human resources and the commercial banks' 
strategic performance. 
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1. Introduction 
 
 

With a growing array of organizations and the scope of their actions, the twenty-first century is experiencing intense world-
wide rivalry, environmental forces, and pressures that are marked by convergence, uncertainty, and dynamism as well as risks 
that must be avoided and opportunities that must be pursued. This forces business organizations to step away from conven-
tional thinking systems, traditional strategic thinking management, and the simultaneous strategic management of their inter-
nal resources and external environment (Hunger, 2008; Al-Ghwayeen & Abdallah, 2018). Human resources are people in 
work organizations who map out general goals and priorities, plan job processes, manufacture goods and services, track effi-
ciency, allocate financial resources, and sell products and services (Bratton et al., 2017). Human resources are among an 
organization's most important resources and are vital to its success, as competition between organizations to attract efficient 
human resources has become fierce (Tërstena et al., 2020; Obeidat et al., 2018). Human resources are a key component in all 
organizations, as the better the human resource performance, the better the organization's overall performance. Therefore, an 
organization must have good employees to complete required tasks (Andry et al., 2020). Hayton (2003) separated discretion-
ary from conventional HRM practices. Modern HRM strategies are more effective and contribute to the alignment of individ-
ual skills with the needs of the organization. Nevertheless, discretionary activities are geared towards learning and promote 
employee engagement, participation, knowledge sharing, and acceptance of failure (Obeidat & Otibi, 2015). 

Kaya (2006) found that human resource activities improve the effect of research on an organization's success. This suggests 
that if organizations are to grow their entrepreneurial activities, they will give priority to HR departments and promote their 
practices. Efficient workplace planning allows a company to recognize and prepare how existing and future workplace issues 
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and goals are tackled. It also offers a solid framework for creating a successful plan for the workforce (Al-Qudah et al., 2020). 
Strategic performance management is the mechanism by which the governance of an organization carries out a structured 
interpretation of its mission, organization goals, and strategy, making them observable through crucial result measures and 
KPIs, so corrective and proactive steps can be taken to maintain the organization's high performance (De Waal, 2013). The 
strategic performance measurement system (SPMS) helps the organization prepare, assess, and track its performance so that 
all its actions, resources, and activities can best follow its business plans to produce the desired results and generate value for 
shareholders (Bento, Bento & White, 2014). A strategic management system should be capable of monitoring and governing 
the implementation process (de Lima et al., 2009). The variations in the performance definition are derived from the various 
parameters and expectations implemented in the performance analysis and metrics used by managers and organizations (Al-
ma’ani et al., 2019). The concept of productivity is concerned with the relationship between input and output. A Dutch phar-
macy study (Grip & Sieben, 2005) showed that organizations do not compensate workers with (over- and under-rewards) 
skills and experience job based on contributing them to productivity-enhancing organizations, and does not have significant 
productivity impact. The study also showed that training workers in the event of vacancy issues tends to be an acceptable 
human resource activity because it improves productivity without impacting the overall wage level. Simultaneously, providing 
better salaries for newly employed workers limits productivity. Recruiting more workers on a temporary contract basis leads 
to a detrimental impact on productivity without impacting the salary level. The process of measuring and determining produc-
tivity is a difficult matter in the field of services. For example, in the banks sector, an organization may consider a number of 
client’s needs in a year. But how different types of needs, such as smart services and other new services in this area, can be 
measured is accelerating. Productivity is one primary concern of any organization, as it affects that organization's well-being 
and performance. Productivity and consistency are among the most critical problems at the local level. The majority of HRM 
roles execute this key function in an organized manner in their HRM organization (Arulrajah, 2017). If there are basic HRM 
problems within the enterprise, it is incredibly difficult to achieve productivity only through regulatory systems and proce-
dures; the primary source of knowledge production is the organization's human capital or information workers, which improve 
productivity (Asongu, 2017; Abualoush et al., 2018). Organizations that cannot formulate adequate strategies and resources 
to maintain their talents will inevitably be left behind (Alkhaldi & Abdallah, 2019; Tahmasbi, 2012). Performance manage-
ment has become very challenging for most organizations due to the poor performance of management design implementation, 
a limited emphasis on employee assessment, and a lack of accountability for the successful use of performance management 
programs (Mbugua et al., 2015). This has also contributed to complicated HRM problems, such as high worker turnover, 
noncompliant personnel, and poor motivation for employees (Burma, 2014). 

This study aimed to discern the role of productivity as a mediating factor in the relationship between strategic performance 
and human resources, where many organizations in the Arab environment, especially the banking sector, suffer from defi-
ciencies in the strategic performance field, which requires a distinct vision that pushes the banking sector to go global. It has 
been noted that there is a general shortage of studies in the Middle East, and in Jordan in particular, that attempted to examine 
the link between human resources and strategic performance. In addition, these effects have rarely been investigated in the 
banking sector. Therefore, the current study addresses this gap by investigating the proposed relationships in the banking 
sector in Jordan. 

2. Research framework and development of hypotheses  

2.1 Research framework 

The model of this study is shown in Fig. 1. The model reflects the mediating role of productivity on the link between human 
resources and strategic performance. 

  H1   

 

Human Resources 

 

 

H2 

 

Productivity 

 

H3 

 

Strategic Performance 

  H4   

Fig. 1. The proposed study  

2.2 Hypotheses development 

2.2.1 Human resources and strategic performance 

Human resources are one of the most valuable assets that can support organizations in achieving and maintaining a competitive 
advantage. Human resources are a diverse group of education, employment, and industrial expertise and other types of expe-
riences that enables organizations to deliver superior and distinct performance (Barney, 1991). There are many factors that 
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affect strategic performance. This is evident in emergency theory, wherein we confirm that no optimal organizational process 
exists, as this theory indicates that managed human resources in addition to financial resources and strategic analysis may 
enhance an institution's ability to develop new products and services to improve customer satisfaction and customer care and 
thus contribute positively to its strategic performance (Nwachukwu & Chladkova, 2019). Strategic performance management 
through strategic human resource management (SHRM) is therefore one of the main mechanisms for hiring talented staff 
(Stanton & Nankervi, 2011; Saffar & Obeidat, 2020). Personnel management's performance and appraisal management met-
rics fulfill employees' needs and desires; it is a strategic goal to provide feedback on the employees' performance and task 
accomplishments (Li, Ashkanasy, & Ahlstrom, 2014). The management of compensation and benefits directly deals with HR 
practices and incentives and is a direct cause of increases in productive and energetic behavior (Messersmith, Patel, Lepak, & 
Gould-Williams, 2011). Thus, the following hypothesis is being suggested: 

H1:  Human resources will positively affect strategic performance. 
2.2.2 Human resources and productivity 

Organizations around the world strategically match their strategies for HRM, best practices, and business plans with their 
overall corporate strategy to deliver increased organizational efficiency and competitive advantages (Gurbuz & Mert, 2011; 
Zehir, Gurol, Karaboga, & Kole, 2016; Abdallah &Alkhaldi, 2019). There are many theories in regard to human resources 
and capital. The most prominent theory emerged from the Becker study (1962), which showed that education is one of the 
main incentives that allows employees to improve their productivity and gain higher salaries, where the impact of education 
was recorded by wage discrepancies between individuals who earned different education levels. Becker also argued that on-
going education is an opportunity that must be continued to the point where the marginal productivity gains are balanced with 
the marginal opportunity costs (Solomon, 2019). The screening theory (Stiglitz (1975), which helps explain how employers 
notice differences in individual productivity as a way to provide individuals with productivity-based wages, also emerged. 
Moreover, this theory suggests that at the beginning of work, all employees must be provided with the same remuneration. 
According to Kang (2015), adjusting performance incentives, large-scale employee recruitment, team-based systems, job re-
structuring, and employee satisfaction and engagement lead to overall business efficiency improvement. Training and growth 
will promote employees' future career paths and related skills. As a training climate, the workplace is a catalyst and also 
produces positive organizational results through strategic implementation (Saks & Burke; Smalley, 2014). The following 
hypothesis is thus suggested: 

H2: Human resources will positively affect productivity. 
2.2.3 Productivity and strategic performance  

There is a clear link between productivity and performance improvement. Performance is filtered from the organization's 
vision, with market measures and financial aspects as the main results, supported by customer satisfaction and flexibility and 
having productivity as its core business operations (Stabler, 1996). KPIs help measure organizations' progress against their 
objectives and strategic goals. Moreover, in the last three decades, various models have been developed to measure strategic 
performance, including a number of performance metrics, such as efficiency, effectiveness, productivity, quality, customer 
satisfaction, creativity, and employee satisfaction in addition to financial resources to increase institutional performance 
(Sushil, 2018). Strategic performance management aims to influence organizational performance in such areas as quality, 
development, competitiveness, efficiency, and outstanding customer service. SPM requires the assessment of individuals and 
groups to enhance business performance (Gardner,  Wright, & Moynihan,  2011; Abdallah et al., 2019) . 

Understanding the role of systems in determining productivity may be just as critical in recognizing barriers to productivity. 
Bartelsman et al. (2013) investigated the entry/exit effect of a firm on its country's labor productivity and concluded that the 
latter can primarily be explained by domestic productivity. Leung et al. (2008) investigated the effect of resource reallocation 
to large organizations on country labor productivity, providing insights into the process whereby increasing employment in 
large organizations tends to increase productivity in the country. The following hypothesis is therefore suggested: 

H3: Productivity will positively affect strategic performance. 
2.2.4  Human resources, strategic performance, and productivity  

Based on knowledge-based theory, which indicates a focus on the knowledge embedded in the individual employee and in 
the organization in general, Barney (1986) showed that the use of knowledge within an organization creates value for it 
through what human resources exist within it, which in turn converts the inputs into outputs or what is called productivity 
(Grant, 1996). Human resources (employees), who have a large human capital, contribute to a high productivity level by 
reducing the size of the inputs and increasing the use of resources that leads to lower production costs (Youndt & Snell, 2004)  
accordingly indicated that financial, operational and strategic performance is influenced by productivity (Syverson, 2011). 
The empirical research of Ciavarella (2003) showed that greater participation contributes to higher rates of engagement and 
loyalty to an organization, resulting in improved productivity. Patterson et al.’s (2004) study founded that concern for em-
ployees' well-being contributes to satisfaction, and higher retention levels result in improved productivity in the analysis of 



 3192

manufacturing organizations. Wolf and Zwick (2002) argued that there is a good relationship between human resource activ-
ities and the success of the productivity level. According to them, HRM activities are related to improvement productivity as 
well as profits. The following hypothesis is thus suggested: 

H4: Productivity will positively mediate the relationship between human resources and strategic performance. 

3. Methodology 

3.1 Sample 

The population for this study represented the commercial banks in Jordan, the number of which is 26. The authors contacted 
these banks, and 10 agreed to join the study. The number of employees in these 10 banks is 11,800. The representative sample 
for the study’s population is 375 (Krejcie & Morgan, 1970). To reach the required sample size, 400 questionnaires were 
distributed. A unit of analysis consisted of employees at different levels. The authors contacted each bank's human resource 
department to arrange the distribution process. An officer of each bank was assigned to randomly select the participating 
employees and distribute the questionnaires to them. The number of received questionnaires was 371. However, only 343 
were valid. The response rate represents 85.75%, a rate that is higher than many empirical studies conducted in Jordan (e.g., 
Ayoub et al., 2017; Al-Sa'di et al., 2017; Albuhisi & Abdallah, 2018; Suifan et al., 2018; Nabass & Abdallah, 2019; Ayoub 
& Abdallah, 2019). A possible explanation for this high rate is that the involved banks assigned one employee to arrange the 
questionnaire distribution. This was very helpful in acquiring the necessary number of participants from each bank. 

3.2 Questionnaire and measures 

The authors prepared an English version of the questionnaire and then translated it into Arabic. After, the study questionnaire 
was tested by eight academics in business schools in three Jordanian universities to assess its suitability in terms of the lan-
guage, the formulated questions, the scale adopted for the answers, and the frequency of the questions.  The questions used in 
the survey were adopted from Al-Qudah (2014). A total of 20 questions were adopted to measure the three measurement 
scales. Participants were required to evaluate whether they agreed or disagreed with each question item using a five-point 
Likert scale, in which 1 designated strongly disapproval, and 5 designated strongly approval. 

3.3 Validity and reliability 

An intensive literature review was carried out on HRM, productivity, and strategic performance to ensure face validity. The 
content validity was confirmed by adopting the measurement scales from previous studies that showed a high validity and 
reliability. The validity of the study's measurement scales was confirmed using exploratory factor analysis (EFA). EFA was 
carried out using the principal component analysis (PCA) extraction and the varimax rotation methods. The questions for the 
three scales showed a factor loading greater than 0.40. Further, the eigenvalue for the three scales was greater than 1 (Hair et 
al., 2010). Table 1 reports the EFA output. 
Table 1  
EFA of the measurement scales 

Item Human resources Productivity Strategic performance 
HR 1 0.512   
HR 2 0.468   
HR 3 0.716   
HR 4 0.659   
HR 5 0.729   
HR 6 0.617   
HR 7 0.638   
HR 8 0.723   
PR 1  0.654  
PR 2  0.798  
PR 3  0.874  
PR 4  0.586  
PR 5  0.487  
SP 1   0.894 
SP 2   0.752 
SP 3   0.642 
SP4   0.539 
SP 5   0.493 
SP 6   0.794 
SP7   0.657 

 
The reliability of the measurement scales was tested based on Cronbach’s α-coefficient. The three scales demonstrated good 
reliability values greater than the minimum suggested value of α ≥ 0.70 (Hair et al., 2010). These values reflect the reliability, 
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credibility, and internal consistency of the scales (Hair et al., 2010). The Cronbach’s α-coefficient, means, and standard devi-
ations are reported in Table 2. 
Table 2  
Cronbach’s alpha and descriptive statistics of the measurement scales 

Measurement scale Mean Standard deviation Cronbach’s alpha 
Human resources 4.13 0.832 0.863 
Productivity 4.08 0.746 0.767 
Strategic performance 3.87 0.724 0.806 

 

4. Results 

The study hypotheses were tested using the procedure introduced by Baron and Kenny (1986). This procedure has four steps 
that allow testing all the study hypotheses. The first step includes testing the contribution of the independent variable (IV) on 
the dependent variable (DV). The results show that human resources have a significant impact on strategic performance (β = 
0.536, p < 0.01), thus providing support for hypothesis H1. The second step includes testing the contribution of the IV to the 
mediator. The results show that the impact of human resources on productivity is positive and significant (β = 0.536, p < 
0.01). Thus, hypothesis H2 is accepted. In step three, the contribution of the mediator to the DV should be tested. The effect 
was also positive and significant (β = 0.536, p < 0.01). Consequently, hypothesis H3 was also accepted. In the last step, both 
the IV and the mediator were regressed to the DV. Both human resources and productivity showed positive and significant 
contributions to strategic performance, as reported in Table 3. According to Baron and Kenny (1986), if the direct effect of 
the IV on the DV (obtained in step 1) becomes insignificant in step 4, then full mediation exists. However, if the direct effect 
decreased while remaining significant, this implies the existence of partial mediation. The result revealed partial mediation, 
as the contribution of human resources to strategic performance decreased in step 4 but was still significant. All in all, hy-
pothesis H4 is accepted. Table 3 shows the results of the study's hypotheses. 

Table 3  
Regression analysis 

Variables Step 1 Step 2 Step 3 Step 4 
(Constant) 1.510*** 1.622*** 0.771*** 0.453** 

Human resources 0.499*** 0.598***  0.163*** 
Productivity   0.659*** 0.561*** 

R 0.499 0.598 0.659 0.672 
R2 0.249 0.358 0.434 0.451 

adjusted R2 0.247 0.356 0.433 0.448 
F-value 119.540*** 201.318*** 277.104*** 148.054*** 

Note: ***p < 0.01; **p < 0.05. 

5. Discussion  

The findings have shown that human resources had an impact on strategic performance, with the mediating role of productiv-
ity, and adopting HR practices led to increased productivity. Lucier (2009) suggested that HRM requires preparation to attract, 
grow, and retain employees. The organization's HR plan must be measured, both quantitatively and qualitatively, against its 
current and future needs (Bhatia 2007). In addition, in terms of commercial banks and their innovative growth, it is important 
to implement a comprehensive approach to human resources to improve the quality of their performance by focusing on all 
dimensions of research and development, including operations, methods of organization, financing, and strategy. High per-
formance will be achieved only if comprehensive measures are taken to improve the research and development methods 
associated with the human component, so that competitiveness is well maintained in accordance with challenging and chang-
ing markets (Al-Qudah, 2018). The management of quality and productivity in companies is highly dependent on human 
resources and HRM. Nonetheless, it varies from organization to organization and from industry to industry. It depends, in 
particular, on the role of the HRM in a specific organization. In some organizations, the HRM or HR department plays a 
complex and constructive role in efficiency and quality management. The results are also consistent with those of Fuller 
(2016), who asserted that employee productivity, often referred to as productivity at work, is in fact an assessment of the 
efficiency of a worker or group of workers or of the effectiveness of the work performed. The results of the study showed that 
there is a positive impact of strategic performance in improving productivity, which is reflected at the level of employee 
satisfaction with the services provided by commercial banks. This confirms the role that human resources and related proce-
dures play in attracting, appointing, and training employees in improving performance. Kim (2014) conducted a research 
study combining the principles of economics, strategy, and psychology to assess organizations' use of their human resources 
for organizational performance and employee productivity. The results of the study show that the internal training of selected 
staff had a direct impact on the workforce's productivity, particularly when the organization was coping with a sluggish econ-
omy and had to resist the pressures of recession. Furthermore, organizations applying new approaches in HR and strategic 
performance would draw many new consumers, who will switch from rivals who do not incorporate new approaches. 
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6. Conclusion  

The study leads to the analysis of the effects of human resources on improving productivity and increases the level of strategic 
performance management and corporate sustainability concepts, which is increasingly becoming the focus of the banking 
sector in Jordan. In this study, we concentrate on other specific factors that may also affect performance. The findings indicate 
that productivity increased the degree of strategic success through human resources. Conversely, success dependency has not 
been verified in the business sector, regardless of the legal form or size of the company. Based on the findings, the following 
conclusions are drawn: 

First, human resources will positively affect strategic performance. The study found that the significant role played by HR 
improves strategic performance. Second, human resources will positively affect productivity; the results show that HR has a 
higher effect on productivity. Third, productivity will positively affect strategic performance. Fourth, productivity will posi-
tively mediate the relationship between human resources and strategic performance. The study pointed to the significant role 
of productivity on the link between human resources and strategic performance. 

Based on the discussions and conclusions of this study, it can be concluded that the improvement of HR through the integration 
of any company's suitable HRM programs, policies, and practices will ensure quality and quantity HR and build a reliable and 
successful culture within the organization. 

7. Research limitations  

There are a number of limitations to the study. First, by reviewing the literature, rare studies have been found that develop a 
validated instrument of human resources on improving productivity. Second, based on the researcher’s information, no studies 
were found that address the measurement of the strategic performance of the banks sector. Future research studies are required 
to improve the findings of the present study and to increase their generalization. Potential studies in other industries in Jordan, 
such as service sectors and manufacturing companies, are required to examine the effect of HR on strategic performance. 
Moreover, future research is needed to investigate the impact of human resources on improving productivity and to increase 
the level of strategic performance. Additional future studies are required to examine HR and strategic performance in public 
organizations, as based on the researcher's knowledge, they do not exist in Jordan.  
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