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Statistics
3. daw s sl
1. sead 2. ol (5 sl 55l 4. b il
N Valid 388 388 388 388
Missing 0 0 0 0
1. sl
Cumulative
Frequency Percent Valid Percent Percent
Valid = 425 o 8l 137 35.3 35.3 35.3
4w 35 ) 25 o- 159 41.0 41.0 76.3
440 S 36 e 62 16.0 16.0 92.3
41 40 Ge S 30 7.7 7.7 100.0
Total 388 100.0 100.0
2, pasladl) (5 ghaal)
Cumulative
Frequency Percent Valid Percent Percent
Valid =~ (358 L L sie a5l 131 33.8 33.8 33.8
o NS 203 52.3 52.3 86.1
Lle culul ja 54 13.9 13.9 100.0
Total 388 100.0 100.0
3. a5l Jlaa (2 3 uad)
Cumulative
Frequency Percent Valid Percent Percent
Valid — Jié <l g aed 185 47.7 47.7 47.7
Gl sis 10 — 6 o= 113 29.1 29.1 76.8
< sin 10 (e S 90 23.2 23.2 100.0
Total 388 100.0 100.0
4. Al g gial)
Cumulative
Frequency Percent Valid Percent Percent
Valid W)l 102 26.3 26.3 26.3
b 3l 194 50.0 50.0 76.3
L 31 92 23.7 23.7 100.0
Total 388 100.0 100.0
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Case Processing Summary

N %
Cases Valid 388 100.0
Excluded? 0 .0
Total 388 100.0

a. Listwise deletion based on all variables in the

procedure.
Reliability Statistics

Cronbach's

Alpha N of Items

.968

42

Item-Total Statistics

Cronbach's
Scale Mean if =~ Scale Variance = Corrected Item- Alpha if Item
Iltem Deleted if tem Deleted Total Correlation Deleted
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Y S 8 ySletsall
8. Jlaiuly llua 3,848,4ll ig 169.2423 749.568 .678 .967
CSlgtnall Laadl) Jlay e Lalaall
9. s o Llallas il aud 169.2913 751.770 573 .968
Al 4al sl 450 <) Ad)
10. deadll Juay ) 4S50l Caags 169.2037 755.210 .561 .968
el (90 ASLaall glalie 48SY
11, Oe SN Ll Jalisy 3 ,4000 o oa 169.2269 748.488 .655 .967
12, cle ) Gad ) AS )l aus 169.0954 755.447 .626 .967
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169.2990

169.3712

169.3944

169.4073

169.0697

169.3274

169.4202

169.4356

169.2062

169.2655

169.2166
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169.4382

169.3351

169.2423

169.2784

169.3248

169.2423
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751.619

746.700

748.855

748.177

741.029

759.106

746.964

742.999

743.255

753.306

750.179

757.130
747.406

754.013

750.156

748.912

750.717

750.289

745.977

749.148

.634

.682

.632

.635

725

.598

.716

.701

.707

.671

.680

.563
.643

.587

.606

.607

.657

.663

.649

.658

.967

.967

.967

.967

.967

.968

.967

.967

.967

.967

.967

.968
.967

.968

.968

.968

.967

.967

.967

.967



33, daadi o Llall 5 oY) ans 169.3789 745.530 .703 .967
A A Galalal) A8 L
34, dadidl Gl 4S8N i 169.3506 750.229 .594 .968
A8l ) A b ulalal) A8 Ll
35. (8 culelal) ) 8Y 4S8 s 169.3583 748.467 .643 .967
Toai) iy el )l
36. dueal gl e 4,50 ot 169.2707 751.101 611 968
o Cnlaladl e 33 ) ol e sleall
&8 230 383 Jal e 33 sall sk
<)l
37, JShsasal) sukai A8 e o 169.1934 746.471 725 .967
S50y paiua
38. 52l gk il apl 169.2372 748.578 .678 .967
pil) el 188 5 ool 5ol 028 skt
39. A I el jals Llall 5,10y o 6 169.3171 752.404 .601 .968
(eSS JSy
40. ulre png e A8 g 169.3428 752.029 .615 .967
Aol g duld,
41, Lalaall skt 3S 50 o33 169.3068 756.043 .507 .968
b Aala) e diud Ladie 4 )
sasall Bl 169.2861 749.848 1.000 .967
Case Processing Summary
N %

Cases Valid 388 100.0

Excluded? 0 .0

Total 388 100.0
a. Listwise deletion based on all variables in the
procedure.

Reliability Statistics
Cronbach's
Alpha N of Items
.907 10
Item-Total Statistics
Cronbach's
Scale Mean if ~ Scale Variance = Corrected ltem- Alpha if Item
Iltem Deleted if Item Deleted  Total Correlation Deleted

42, dakl Gulay o sllall o 3l 36.9241 46.441 .558 .904
LGA:“}S} RS)J’J\
43. el Gian o llall ey 37.0401 44.705 644 .899

Lpaaly ag peal aglle slal (3 (5 sise
4 ety A Janll
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44, 3oa s AL G skl ey 37.0556 44.966 .624 .900
5 1Y) w5 Ladie agllaci elaf 8 s
W a8 AR 56>
45, J<4 agllee ool o slalall o 5 37.0788 45112 .604 .902
8ol gl 5wl Jlee a3 i
46. lojlive A AS Al g 37.0865 44222 .682 .897
Jeal) cilillaia g
47, pellael olal ks ¢y slalall o 37.1226 43.409 779 .891
Jaall il
48. st e glaall pa 36.9963 45.359 .591 .902
Aleld 5 501, AS Al Calaaf
49. zsn oslelall 0 A Sl 37.0246 44.105 .655 .899
Aaleial) 4831 5 ¢y slaiill
50. e 48al) dyaiy 4S il Ligs 36.9731 43.460 .651 .899
AS il cplalall
esasall Y 37.0335 44.136 1.000 .884
Case Processing Summary
N %

Cases Valid 388 100.0

Excluded?® 0 .0

Total 388 100.0
a. Listwise deletion based on all variables in the
procedure.

Reliability Statistics
Cronbach's
Alpha N of Items
.960 10
Item-Total Statistics
Cronbach's
Scale Mean if ~ Scale Variance = Corrected ltem- Alpha if Item
Iltem Deleted if Item Deleted  Total Correlation Deleted

Llall 3 5laY) 37.1618 37.232 .740 .959
daaal) 37.1404 36.635 .825 .956
Opeddivall e g5 37.1125 36.711 .823 .956
Calalall e 37.2414 35.887 .849 .955
esall Cppenil 37.1924 36.361 .859 .954
eadl_ il ) 37.2058 36.958 .804 .956
Calelal) A4S jlia 37.1852 36.466 .793 .957
Al 37.2110 36.659 723 .960
ey 37.2008 36.729 .865 .954
S 37.1892 36.558 .994 .950
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One-Sample Kolmogorov-Smirnov Test

sasall 5]
N 388
Normal Parameters® Mean 4.1289
Std. Deviation .66789
Most Extreme Differences Absolute 129
Positive .096
Negative -.129-
Test Statistic 129
Asymp. Sig. (2-tailed) .000°

a. Test distribution is Normal.
b. Calculated from data.
c. Lilliefors Significance Correction.
One-Sample Kolmogorov-Smirnov Test 2

sagall 5 )l
N 388
Uniform Parameters? Minimum 2.41
Maximum 5.00
Most Extreme Differences Absolute .269
Positive .008
Negative -.269-
Kolmogorov-Smirnov Z 5.301
Asymp. Sig. (2-tailed) .000

a. Test distribution is Uniform.
b. Calculated from data.
One-Sample Kolmogorov-Smirnov

Test 3
s3gall 5 )y
N 388¢
Poisson Parametera? Mean 4.1289

a. Test distribution is Poisson.
b. Calculated from data.
One-Sample Kolmogorov-Smirnov Test 4

335l 3l
N 388
Exponential parameter.2? Mean 4.1289
Most Extreme Differences Absolute AT7
Positive .298
Negative -AT77-
Kolmogorov-Smirnov Z 9.394
Asymp. Sig. (2-tailed) .000
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Statistics

N
Valid Missing Mean Std. Deviation
Ll 5 )3y 388 0 4.1538 .79221
ieaal) 388 0 4.1753 77786
Cpadiall DeE 388 0 4.2031 77252
Clalall el i 388 0 4.0742 .82947
aiall (ol 388 0 4.1232 .77665
Sasl el 388 0 4.1098 76405
Oalalall A4S L 388 0 4.1304 .82192
Al 388 0 4.1046 .86725
sasall 5 388 0 4.1289 .66789
Correlations
3asall Bl sl £V
agall 5l Pearson Correlation 1 .869™
Sig. (2-tailed) .000
N 388 388
3l <Y1 Pearson Correlation .869” 1
Sig. (2-tailed) .000
N 388 388
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
Ul 5oY) el elaYl
Ll 3 lay) Pearson Correlation 1 644"
Sig. (2-tailed) .000
N 388 388
=3dl_s1¥ Pearson Correlation 644" 1
Sig. (2-tailed) .000
N 388 388
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
iaadl) ol glaY)
daadll Pearson Correlation 1 7117
Sig. (2-tailed) .000
N 388 388
3l 1Y Pearson Correlation 7117 1
Sig. (2-tailed) .000
N 388 388

**. Correlation is significant at the 0.01 level (2-tailed).
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Correlations

el Y peatindl el
s 3all e lay) Pearson Correlation 1 695"
Sig. (2-tailed) .000
N 388 388
(exdiudl claig Pearson Correlation 695" 1
Sig. (2-tailed) .000
N 388 388

**_Correlation is significant at the 0.01 level (2-tailed).

Correlations
sall Y el clad g
sl olaY) Pearson Correlation 1 769"
Sig. (2-tailed) .000
N 388 388
ol 3 Pearson Correlation 769" 1
Sig. (2-tailed) .000
N 388 388
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
el Y el el
e sall 1Y) Pearson Correlation 1 727"
Sig. (2-tailed) .000
N 388 388
<iwdl sl Pearson Correlation 727" 1
Sig. (2-tailed) .000
N 388 388
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
el el Jeadl el sl
3l 1Y Pearson Correlation 1 727"
Sig. (2-tailed) .000
N 388 388
Jeal i) ») Pearson Correlation 727" 1
Sig. (2-tailed) .000
N 388 388

**_Correlation is significant at the 0.01 level (2-tailed).
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Correlations

sl Y lalall A4S L

=31 Pearson Correlation 1 784"
Sig. (2-tailed) 000
N 388 388
ol 48 Lis Pearson Correlation 784" 1
Sig. (2-tailed) .000
N 388 388

**_Correlation is significant at the 0.01 level (2-tailed).

Correlations
ol ey 3

3l 11 Pearson Correlation 1 724"

Sig. (2-tailed) .000

N 388 388
4l Pearson Correlation 724" 1

Sig. (2-tailed) .000

N 388 388

**_Correlation is significant at the 0.01 level (2-tailed).

Model Summary®
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 8778 .769 .764 .35864

a. Predictors: (Constant), ,de)l lel ) cersiua) ciladisi Wlall 3 laY) 4468,
Rasal) | eivsall Cpenill cplelall cilad 5 cplelall A8 Lt
b. Dependent Variable: uw3all_clsY!

ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 162.124 8 20.266 157.562 .000°
Residual 48.747 379 129
Total 210.871 387

a. Dependent Variable: w3l _s1aY!

b. Predictors: (Constant), ,Q:\XA\;J\_QLJJS YQ:\XAI;J\_QS)L&A ,d.uj\_d_n\;b;} ’wm\_ahjﬁ ,LJH\_EJ\.\‘;H RELR

el i) (el
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Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.

1 (Constant) .306 116 2.639 .009
Lladl 5 )Y .045 .038 .048 1.186 .236
deadl) 401 104 422 3.834 .000
Cperdiadll el s -.233- 104 -.243- -2.232- .026
Calalall e 55 .228 .046 .256 4.961 .000
aball Geanlll -.050- .049 -.053- -1.018- .310
dasll el 5ol 125 .040 130 3.138 .002
Oalalall 3 Lk 224 .040 .250 5.546 .000
Al .186 .034 219 5.464 .000

a. Dependent Variable: (w3l _s13Y!
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Abstract
The study aimed to evaluate the effectiveness of implementing Total Quality Management
(TQM) in its dimensions (top management support, service design, expectations, needs, and
desires of users and employees, continuous improvement, work procedures, employee
participation in decisions, and integrated control) in improving the institutional performance of
the Saudi Electricity Company. The study population consisted of employees of the Saudi
Electricity Company in Riyadh, Kingdom of Saudi Arabia. The sample amounted to (388)
employees of the company. To achieve the objectives of the study and test its hypotheses, the
descriptive analytical approach was used through a questionnaire as the main tool for collecting
data.
The study concluded that the Saudi Electricity Company’s application of Total Quality
Management came with a (high) approval level, and that the level of institutional performance
came with a (high) approval level, and that there was a positive and statistically significant
correlation between the dimensions of Total Quality Management and the level of institutional
performance of the company. The dimensions of Total Quality Management that were applied
in the Saudi Electricity Company, namely (service design, users’ expectations, needs and
desires, employees’ expectations, needs and desires, work procedures, employees’ participation
in decisions, and integrated control), have a positive impact on the company’s institutional
performance. The dimensions of Total Quality Management that were applied in the Saudi
Electricity Company, namely (service design, users’ expectations, needs and desires,
employees’ expectations, needs and desires, work procedures, employees’ participation in
decisions, and integrated control), have a positive impact on the company’s institutional
performance, and the most influential dimension is (service design), followed by the dimension
(users’ expectations, needs and desires).
While the dimension (work procedures) received the lowest degree of influence, both
dimensions (top management support and continuous improvement) were excluded because
they do not affect the level of institutional performance.
The study recommended that senior management should focus on implementing Total Quality
Management (TQM) due to its ability to have a positive and effective impact on improving
levels of institutional performance, continuous improvement of services, and the establishment
of clear, written, and announced policies related to the quality system, which achieves user
satisfaction and improves the company's institutional performance.
Keywords: Total Quality Management - Institutional Performance - Saudi Electricity
Company
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