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Giaall 138 . (Oakland, 2022, p. 27) dwwgall Jaly Zatadagll ciligiwall S &) Dl
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Study Summary

The Impact of Implementing Total Quality Management (TQM) Principles on
Enhancing the Competitive Advantage of Service Organizations in Riyadh
Region, Saudi Arabia

Abstract

This study aimed to explore the relationship and impact of implementing Total
Quality Management (TQM) principles on enhancing the competitive advantage of
service organizations, specifically in the electricity sector, in the Riyadh region of Saudi
Arabia, from the perspective of their administrative and operational staff. To achieve this
objective, the study adopted a descriptive-analytical approach, deemed most suitable for
examining administrative phenomena and analyzing relationships between variables.
The primary data collection instrument was a 55-item questionnaire specifically designed
to cover the study's dimensions, distributed to a sample of 300 administrative and
operational personnel from the targeted electricity sector organizations in the Riyadh
region. The statistical methods employed for data analysis included arithmetic means and
standard deviations to describe the level of variables and their dimensions, Pearson
correlation coefficient to measure the strength and direction of the relationship between
variables, and simple and multiple linear regression analyses to determine the impact of
different TQM dimensions on competitive advantage, utilizing SPSS V.28 software.

The study yielded several key findings. Most notably, the level of TQM principles
implementation was found to be high, with a mean of 3.87 out of 5.00, with "customer
focus" being the most prominent dimension. Similarly, the achieved level of competitive
advantage was also high, with a mean of 3.80 out of 5.00, and "service quality" emerged
as the most significant dimension. Qualitatively, these high levels indicate the
organizations' recognition of quality's strategic importance in a competitive environment.
The study revealed a very strong, positive, and statistically significant correlational
relationship between the overall implementation of TQM principles and competitive
advantage, with a total correlation coefficient of 0.875. Furthermore, regression analyses
confirmed positive and statistically significant impacts of most individual TQM
dimensions on enhancing competitive advantage; for instance, "customer focus"
explained 78.3% of the variance in competitive advantage, while "committed leadership"
explained 68.0%. However, it was observed that the "supplier management" dimension
of TQM and the "innovation" dimension of competitive advantage were at a moderate
level compared to other dimensions, suggesting an opportunity for improvement.

Based on these findings, the study recommends a continuous emphasis on customer
focus, strong leadership commitment, activation of continuous improvement and
innovation mechanisms, enhancement of supplier management practices, adoption of
modern technologies, and alignment of quality objectives with Saudi Arabia's Vision
2030 to ensure sustainable competitive advantage.

Keywords: Total Quality Management, Competitive Advantage, Service
Organizations, Electricity Sector, Riyadh, Saudi Arabia.
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