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:(Introduction) 421841.1
3oLl a3 ol ¢ yaal) iyl Jsaill y de jluiall Al ans U 3 jealad) pobawy) Al Jl b
Total Quality ) "alelall 3asall 3 11" ) i ¢S AN dalainl Glaal 488 dpnlall 4 0 dl)
GO ol aad (pe IS N (S dpaia dpal jiul 4y la) 46WiS (Management - TQM
e ol e daulall w38 aaiaiy  (Al-Oftaibi & Al-Sadaan, 2018) alviwe JSiy JLadall
eDleall Lia ) (3ad Caagy patuse JS Apalatill Z8EN 5 cchloadll 5 ccilylanll yy shatl disns all 3 (palalall

.(Deming's Quality Theory, 2025) alall ¢ 3,35

25" 02,58 el Ly g 19 ja 2t ) i3 smaal) Ayl ALl (Blons 35 58 oallal) A sil) 12 Sty
agiadll Al yyshaiy cgaladly e sSall elaV) 3l ad ) ) da salall 4550 o2 2 "2030 dSLel)
.(Saudi Vision, 2025) Ll 5 dSleall 32l 5 claal daallall 4y oY) il jlaall Juadl ka5 cdrad )
sliy oadLll sl acal dpulid 535S S D550 o2 alia (8 e laall 4855 VLAY gllad ady

(2023 «2YLaiV) 5 ) ) ) pliuall ‘é_é.),.‘d\ ALaidy)

W i g Aidaiall & 2311 )l Sadll Lghim g1 ¢(STC) 4 gmaal) VLAt AS i Caali Ul 134 &
Claaall a5 8 Jilell a5l ey Agida ol colallaill o3 (Gaias 8 L) ae 150 ¢zl )l Anaay ()l
Basall e Laalats 2ol g 48506 4y 510 45 e allaii 5 patuse ilaad AS il dal 8 cplandl Jslall 5 Lo )
2Ly <l 3831 5 ¢ patanal) Gaanll g sl e 5l JieALLEN 53 2l 3 1) (ool i b <1
%) e aally (gl eha Wl L& I Lndl Jind 35 i b coahail JLA 3 me 2my al—ileall e

(Al-Ghamdi, 2021) Ll

Jala 4 )oY psabeall o2a kel Jladll V1 Gl o aill g caladl Jalail) ) A0 Aalal) 4 clia (g
a8l o o uall Jalud dana abilad A 3 wai ) Canall 138 oy b )l ey (STC) A8 5l 43 )
& Y sa s dpadasill de yudl g s laY) el 5l e b il LeilalSas) uld s (S il ALl 30 gl

AS all Al 5 jlaad) akaas 8 ) Al (3405 ae i dplee Cilpa g8 At lua
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:(Research Problem) 4wl 4884, 1.2

Grbail Aadll Y ey uld pady GGk s (8 jre (el dsas o8 Al all 2] diad) AISEAN i
o2 Al Jalas (e s byl duaay (STC) A, b oY) el o dldlall 32 sall 3000 (5ol
AUl Lalal) ) AKaa)

e 33 gall Hulaa Gulat jlaidll 4 s :(The Implementation Gap) Aduhaill au jlaall 3 928 1
£ i e i) 3 ) sl g ALl 5 A,00500 cul oY) b S (S Lelalas (50 4l i dpuanigh) cl lay)
LSl Lea geda (e ALaLEN B2 5ol

daual 5 (KPIS) slal (el &l yise il :(The Measurement Gap) <)) axiidll 5 (ubadll 5 gad 2
Lea ey la¥) s jaall 53 5a g (il sal) S HLiia 5 yaiosall (prunilIS) ALLEN 53 gl ) slaa (s Jay i
oY) s gall gzl 8 L) e ailall s Llal) 52l e Ciaay

b il B laY) 5 il gall &l ) s ((The Perception Gap) &l sl dabaiil) 4 jliall 5 508 |3
slal 435S e Yy eaV) Jlany Ulal i 5 50 lae Jia 3asall el _a) of (andll (5 5 Cum 680 5all 4 sedal
(Al-Malki, 2019) laleall Gy e sl
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:(Significance of the Study) 4wl 4:i,1.3

(Y e1aY1 5 ALalLil) 83 sadl 3 1) A 5 aall il puriall Argda ) Jailly Bl Apaa Al all ol (i€
& BN Dl e by ab,ll A (STC) dsnsrd) VLAY AS Jd 5 5 Hlasall Ll (lSa g
ol (o ) Apaal) o2 (it (S s Akl

:Theoretical Significance - (Y1) daaladl LaaY) ;Y f

& goalis Ay )Y Al 5 anlSY) aainall Can) Ly i) Adliaall Lol 8 dpaladl paa ) Jiam
-0l Jalasl)

rYLatY) gl 8 3y el 3 laY) a6l i) 1

3 s ol VI daall palaill lelad & (TQM) Adalil) 53 sall 5 la) <l gl Al calaaY) 35S o)
il slaall 485 5 OYLaY) g Ul Jals Candl 5oy olaV0 Adudall o8 day 55 ) sl il ) 8
8 saill o2 a8 Al al) o2a aalisi Aaall oyl Lgia 53 3l 3 sadl Y saill dey Taaad s dSladlly
Ayl

53 gl Ay kil aladll Jualiy sk 2

Leiaidle (a5 (0o DUl s s 23 sad Jia) 53 sandl A iy il L) Al Al jall 238 s
30 sall el fooliall Sy S agh b CpaanlSY) aelid g | anill dag puadl Aaal) 4y oY) il
Apaall dgad 11 4y oy dadai¥) ae JalSH 5 CaS of Alalid)

Al g Baaa ddiag (B ~i8 3

OSay 3 55 ga g Aallia (a1l 5 dade ULy 3ae Badiaall Lgasnlia g okl W jUaly Al all 038 53
Aabiaal) cYLaiVl S 18 o 30 jlie cilad 0 el Y Lele aldie W) Stdiie Wlal) culul jall Gdla g opialill
A Ada s & yuite Al ol ol ¢ oalal) el Gulae Ja

:Practical Significance - (A:&udaill) Llaad) raal) 1Lals

die )il g liay 5,lY1 sules Leing of Say AU adl 1) Jglall s 200l 8 dleal) ZiaalY) (S
(oY) A s anll 1aa e jie ks

(STC) 4S_nd Jaly sl H1Al k551
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Liadl 5 Loyt g 480l 31 e (yaly Il A0 gmaall VLA AS 55 & Ll 30l 5 )58l o Ll dljall o
48 jra 4 anae Ly apEil) 13 Al oY) 850 sall il jlaa g 5 sie J s Agale AT e Line
Jasais ped ) ling (Uaivsall Gpuanill 5l epila sall €3 51 ¢ Jalall Jaaall e 5 IS) (ool (]
Lo Jaliall a3 68 Aati Jiay Ll 5 ¢l

sxdll ashatill 1o yghai g (paeans 2

Oe palddl) L8l daial 5 (51 e Aday ja A Al et (M Jlaall 3 gad" 5 Mulal) 3 gl dadlae JBA (e
Grbd (Giiall Gaiill Chea g ol oY) o el Jaliy o ol 85l Ja iS) slaY) el
A sall <l ) jall AN A5 g pe B3k ) g Auaiiusall 3 gall an gt 83 pilie agan An yiall 33 gal) (g3l

12030 ASleall &5 ) lbsgione (a3 8 aalnd] 3

6 siay ¢85V 8 celld e gl ASleal) b il Jsaill daid oY) & el (STC) 48 5 2
el (S5 ¢ B B S w0 dalal) 4y 1) Ciliagine a3 ydilae adalily 4,800 538 Jaka g laY) ¢ laY)
oab )l dae 8 )Y Jlee Y1 cileUnil g sall dpdiiil) 5 Al )l claddll 535 Cprnd s ¢ s sall
eSS

Aalaall SIS A (gLl i) za el sd554

dariss i «caund (STC) A8, o Leiald s Gl Al all 038 L) e i () Sl gl 5 il
483 ISl ) palall g Uadll i gAY A gral) S il (e (Benchmark) (sabé i) g3 saiS
Colatll il gra (gl 5 ks Ay oY) LlShin 8 ALl 53 sal) e (gadail 4ie Baldiy]
Research Questions :&aull dliul 1.4

& aall A58 il gal b gl oY) e skl g il mal o T i ) Al el sl e
i S il e dae Kl g A ) aanll Al delua & @l e 2l 3o A

Cisal) A8yl (A shaill g i) el o Allad g2a La 1
Al 8 Adad) (il el Adled 5 53 gad il gall @l o) ) gl 138 (i
¢ odall A8y A gal LA gl o)) (5 gl La 2

FaalY) Cum e eslins 5 (5 5t gall Laty LaS Aa) 5l ada gl eloY1 Alla O pudl 13 iy
dAd‘ EJPJ
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S skl g i) aead S 13 lae (5 pa Gl Jall a1 ) aall sa J) gl 13 ey

Sl ol o1 gy ghatill g quypail) s A8Vl Lo gt B A Apadatil) Jalgal) A e 4

A Y 1 oY) acall Jia) Aase gl Aoy @l e dln CulS 1Y) Le Jigadl 138 pasidy
1Y) e cupail) il Camaza o 3 o Sy ((oankal

?f-\d‘;"ulsuﬂiﬁwﬁjkﬂbu.uuﬂ\@\ﬁMgM\kﬂMdgs .5

1Y) (6 sise o AiSaa il Juadl gaaas) )

aed ) Ol Sy e SRl e TEay chand) Al (il s s ek ARy ey Capa ALY 22
amly A sl e Alald 3y s ()5S Al oda (e LAY DA ey 5 isall 4lal so g Azl

(sl AS 53 Bl G Gl gall el Gpuad 3y sl 5 il
Research Objectives :&adl dilaj 1.5

Claal (andli Sy Leliad ) Caadl 13a ey daal 5 Calaal aaad 3 o3lef Al jall Al e 18U
b Lad Sl

Gl 5 (STC): Aua grmall LA 4S ydi & ALaLEY) 33 gad) 3130 (galoa (Gasdali a8l g (5 ghewa Hyaal
Al gadi (e (38l g An2atll L) Hla) calig 8 ALaLA B0 sl galial 4 HAN A (s2a andl JOIA (10
(Gaall A8 Eaill 5 slaty Ly (saball o2a (aaka

oS danzal 5 (KPIS) haf @l pdise 0 5S5 Caagys AS 3l A cal ol s ) 2180 (5 glesa (uld
B gal) il jlae i aniil aa ye Ay (555 5 Adlaldl Lall 5 g plaY) elaY) Alls

IS 13 e ) (5T (5 09y 808 aal g ALaLED) 33 gad) B 1) (Gadatl Gy Ay 50N ABMad) LA
(MY eI 3lS by e ALaLall 53 gall 5 1) (oalie Gsadall Alian) AV 53 lag) il s
Al VLAY A (Sl 3 Lealad) 5 A8Dall 22a 5 58 Luld Gl Jady

ol o ) Apasd) a1 s o108 9 B3 gad) (o ABNAY) o 3 jipall draddaiill Ja) gad) Jalas
A2 G siane Jia cidags sl Jal sall e 20my il 38 5 oY) elaV1 s e ALaLil) 53 52l 5l
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Apas bl 3 30 sall Gadai Cilbaady Ledalsi ) cad Gl e (&5 il A glaall g apaiil
: Al-Malki, 2019; Al-Subaie & Al-Qahtani, 2025).J)

S Cadgy ¢l all il o 3Ly Glld 57 ALalad) 3 gadl bl il (ppasail dlas Gy 65 agals
0o lal) bl (STC) 4855 A ) Al glacal (3 yha dday & sy a5 A jlaall ) sl
2l ol et

1Y) a8 ALaLal 53 sl 31y daalise 4808 Jgn 4 yrall 3 gl s ) (gl dadine CilaaY) oda
Al 3 HlaY) s jlaall goai sae sl 1 ja) i3 Ll L (STC). A srdl oYL A8 58 Jal
axiy Lay yshaig ki sale) callaii ol 5 sa jall gl (38a3 daiall 53 gl il yind CulS 13) La agii

. 2030 ASLaall A3y 5 liagiane

:(Research Hypotheses) sl yag8.1.6

Gl a5 4 s 4l e dne ding Gl j delua o3 ctlind e Gy Gl Galaal ) Jsasll

ea¥1 (ppan o ALaLall 53 gal) 3 1) (oalae (Gaudail dilian) VS 03 ) 5l ax g0 A 1) Apia il
S Al Y G A il o34 (i i (gmly  Apres (STC) A smaal) VLBV S 5 3 (5 Y
JEYI ol oYU & e dadaiill de yud) o b sl oS (e e (5 sicnn jedaios ALalil) 2 sl dals Alad,y

sl o3¢ L

& eIV BelS G 5as 8 (Aadail 3 sadll lat) Basall ulae Gulad A sed paluy: 1 Ae 8 duia b
Sl 50 0 30 gall Ll casladly dua jall 028 dasi 35— Ay il 3 ) sall 5 4l 5 428 <l 1oy
(Al-Otaibi & Al)-ISI ¥ oY) §3ey A8l SUaill 7 s ALall 50 gall Guki of ) 4l
(Sadaan, 2018).

83 g Gpeend ) ALl 33 gl salaa ) Batiise (KPIS) ¢lal al ol di5e aladinl (a5 2 4ge 8 dula B
Glia ) atioall apdill ) galill aniil) e Y Gl gl —  Lanil) jagd) e aadl g s laY) I aN A
(Al-Ghamdi, 2021).4: ) &l ) 3l 4lad s de jus o 3 18l yigaw dadasasm julaasy
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CrmnS ) Gl sl (ool "paatil) Ao ST (e a5 83 ) o seder oo S B3 (2550 3 A B Apla
cﬁu:ﬁﬂ\ LAQ B‘).ﬁl\ O (PJ\‘)JY\) Lﬁuﬂ‘ .J:uj\ uuh‘)ﬁa_:m)ﬂ\ sda Z\S)ﬂ\ d;\.l@)\.f}“ 3\_1}‘)4&\
(Al-Malki, 2019).52 52l dxkal 5 5l 3 551l e J Laa iy JaY) Gl aial)

6325 eIV o Alalall 3o gall 5 la) Gguk i 8 dplias) AV I3 (358 255 Y 4 A B Al
sagal) i S 13 Loz il o2a Haia — (5 _adl Ol g ol ¢ ciuda o) (5 siunall Jia) Al 2 sagall i ppiall
ASall Jala dihs gl ) jpas (5 sie o Sl 5 Lale ALl

Gl il o328 dela Lo sl Lginaa (pe 2SUN Apnliall Aalan ) <ol 0 aladiuly (gl oda lial sl
4 8 dgla) il ) Lgalana a5 G (oY1 580 gl Ve 8 Al ) o il jlie V) (pes 230
(Al-Ghamdi, 2021; Al-Subaie & Al-(ws sl e Guuni s 83 gall daasil yiwY) Sl jlaall G
Gl andli e Lgaady ) Slana il J 8 s cdilian ) &l LEAY) il e 2L Qahtani, 2025).
Ul U< dlaiadl

:(Research Model) &all z3543,1.7
(zasalll 13 3 Al Ayl ol il (A el ClEDall & iall Caal 73 sal aa g
M) ¢ pinnall ) (Jpeall e 58 5all) Lo il L) ey (TQM) Alalil) 53 a1 512} yiad
Sl il sa gyl el Ly o Lisall) Jiidl il & (@laall e daldl) el
32 gall 5lay Ladgie Llay) T30 @llia (o 23 5ail) iy agle 3o sal) 3 Qull e 3 ()
AS i <l ) Jala 33l (salae Gaadad (5 ste @i ) LS il imay (g laY) elaY) e ALl
48%a]) ol JJ.\é e (1) eﬁ) JE J\A.\:}[\ lcyj MJ\JY\ t"_\w‘ 388 Chiiead c(STC)
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(Jiual) ypaiall) ALoL) 2 5al) 5 )0

PRPAIRA|] SJ}_;.“ 'BJ\.)!

@Y )Y

(&) puaall) g lay) elaY)

rJEal Ja o) dlddine dapu g @l pade Adlialy gkl HUaY) s i (S zdgaill (e iy LS
Al-Malki, ) Zpasd) caad) cilyal ad) @ jlal L e 2l (Llad) 3,00Y) aco 5l adaiill e ) (5 sl
8 gal) il jlae (483l 8 8 e Jal sall 038 i3 Cusy ¢(2019; Al-Subaie & Al-Qahtani, 2025
83 g2l Bl slaal a5 pudlaall A8 e Mall 3 gaill 35S 5y sl jall Jaguesi (a1l 815 oY) £ 1AV
AS i (Bl A 4lnia (g gl lan ) dalail) alasiinly 23 saill 130 Lal i g jlaY) elaY) 5 dlalal
iy sl 23 saill peai D (8 dy g Alagl A 2 5a 5 (e @D Gl L 1)l L (STC)
Al (lgiein ol Aall gl ane Jla 85 3Ll Cpaai] 4 ) Lpai) 1S 30 gall 8 lalin) Dl
AT dalse ol Al 5l Lgiaaa, )"l 5 Gadail) ) gy (3125 A0 il 2l g i) il

Al o e yigh 84S ) day
ALl 83 gall il jlas grdal Ol glua 334 ) ) Cus €40 98 203 Hla Ao 2 5a g @ g oz d galll N e 2Ly
(STC) A8l o2l i) an 5ill pe s Las g YD 6] oy (& G sale Cuand ) 55 5 pualls g253

Agpnadliil) 3 jland) bty a8l J il (8
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A Al zigal B ) ) Julas

Jiay ¥ (TQM) ALelial 53 gall 5 0] (sabae Gaskad of adlie 45 58 sa Apin 3 ) & jiall 23 salll st
(STC).AS i 8 Y 6oV 5eS w1 "Lagl il 1S jaa” amy o ¢ ASE 5 la) ¢l ) 3o

Aday) e Gl D336 JOA (e (la¥) Y 138 a5 (S s

" (CoNtiNUOUS aissall el Tase g IR (per (U3¢ Jali) Algdal) 3eldsh) cpead ]
Gilel Yl A ddladl) dadll @) e AaisyI A ) aaas & 733l agun Improvement)
il Al 48 53l 35 O lalaall 2 8 (3 el < gl Slaia) 15 il 0 Lae ey Yl
EEPIENY

Gllgiay) o aldie V) e 5,0y Jead o) (@Bal) o slaie¥l) AN JAS) Baga Jujad

Gy s oo Y Uadl) ddlaia) e Jlay ")y itaall e Uy el al Alasit ) A 4l
LA oY) @l e e Ulag) (e Lae daleld ST I 2S5l JA1s 3)f sl anads

S el JalSie (S ALaLEN 53 sl 5 l0) (galad Ladic: (il gall &) ) dpadaiil) 45 g yal) a8 3
G gal" e DJm Rl DAY e A8 L Jee Ay (AT Lald (Dbl dal) @l lay)
Jsne Lea cay pull daad 1) il i) o 3,08 ST () gilh sall ruay Cun ¢"ipalail)
" Oy el s ()" ) gy e (g B2 5al)

:(Place of Implementation / Study Setting) <l @kl 1€a.1.8

Lol 1505 Aulatll Al 5l 030 345 e (A (bl At (8 (STC) L pnnd) VL) 48,0
ol dplad 338 2y Al Lpailind 5 cadaill Lghlan peb 3 Aibaiall (8 31 "o ) (Saa” S
Dol ity it s ASLaall (b (o 1 Jsatll i ol &l (STC) 4S5 28 Ay ) sl
el Rl x| Sl el s gl il s dplandl clesaldl s cnYlaiVl llaa 6 dadiie
Jala eSlaall (pBla padd ) phill 288 dpad ) Aiat Ay SIS (e Ledlilee g pmby)l) Aia (84S A

(STC Annual Report, 2025).lex ) 5 sl

Apaigl) s i) e Uil (o 5 And 5 CileUnd 4S5l andatill el aumyr AS il el JSugl)
ccrilileal) 550005 callall s ey il 2 y) gl Jia) bl g Ay eyl ColeUadlly o(du@ill; Sl Jia)
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L e Gslany Gl Greaadidl) cpils sl YT AS 300 8 Aldal) 368l aaa aly (e Skeal) el
anal Hallal) 53 sall yuilaas ol Y15 col gl g e SIS e S 5l A8l 3l juaw Al dlle Jac
(Saudi Vision, 2025).2030 dSleall 4,5 ) claldal dli g 4 Hl) Cleaaldl 4 ) jaiul

Glliai Cua 683 gall 5 Y dadiie iyl i) (STC) (i A8yl A& ALall) 3392l 3130 gaskasi o) g
IS8 sl cllaal) (pndy (1ISO) 55aY) owbee Gl ) Coagh el Spailly At il ol
Y] ) pdine aladial g ¢ il Gaeadll Clagie dedill 48,81 8 3ol bl & g e
o 5 ) agl) (Ll 4y )3y A5t 3 e ) gl ligedas 5 el 53 5 A1yl (KPIS) s )
(s3ba Ganadai O ) i A0 g¥) cildaaSUall 1 )¢5kl 13a (4 a2 M) e s(Al-Ghamdi, 2021).
Y1 a5 Al ey G il jlaall i b gl Gl alaad 4al gy ALl 53 sall
Laih g a5 Jee el alh sall aen (52l 53 gall A8E 3 ail 5 jaiunall dalall ) A8l ciailisdl)

z sl Jidi L S (g Taaan (STC) A8 A Candl o) sa) dnaal i A8 Al o) danf g Ayl (3l
(o5 b sl Ay )l 03gd 2030 ASLeall 435 Alkae cant e M1 J gl 2585 A A gand) IS LN 5 Y]
el 3335 8 (STC) il ae b pilis alaliy L s 5 caladl o sSall 1oV 3US 2d 1T S Lalaial
Glaaill Je o guall bl (b))l & (STC) aS,d sl o) (2023 «ca¥uaiy) 31 )5) (oo 3all
lalla Al g 250N bl 480 50 Jia e jlude Audls Ly 3 IS Al @il ,S 4al g Al 4deal)
Gl sivall A8S e ALLal 3asall 3l daulil agie akai ()50 LEdsd (S Y sl oAy oDlanll

Ayl

Cun gg oY) ool e AlaLall 53 sl 500l i Al ol dye diag 34y (STC) A8 i Jiad cale IS
dala e siie dyige CLAIR (e ()53 50 Baee 4 la) JSLa 1f suin sally Allatiall jualinll aras Lgb d 53
sl ey Jia) solY) el Gl pdie Gty L Leuld (S A58 il g « STy Gpuanill 3 jainns
Lagd o Glanall 138 & Al jall =il Jalas (A30al) Jrandl Ly Va5 cdpaiiosall 5 gal) 5S¢ ) dll
e 12 oL,V 5 Apndliil] 3 30all 3 el (62 smaall CVLai) ¢ LB 8 53 gl Cilaail il skt 43S ac

Azalle G sl (5 lbY!
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:(Research Methodology) ¢l dagia 1.9

Gl g aaY Jaait b lad s Leilind e DlaYly Ledlaal gaaid st doa s geiall 4l jall 028 aaiad
il dngia

a3 ¢ (STC)Au sl VLAY AS i 8 dgindad Alls Al )0 Canill apanad 237 diad) avanal ]
3l ket @85 Jilail dall meiall aadiul | ot ) IS o i) Jilaill 5 oSI Coua sl (g
Al M) Cilpaa ji LaY sl gl addiad Lagd S il g )oY elaY) 5 ALl 33 gl
Gy oy G Bl sl 8 2S5 3l apanail) 138 (5 Y1 o la¥) 5 32 sadl £50laa G3aadal (0
(Al-Ghamdi, 2021).2al 5 o) 5 Libas) Leuld s ! 5Ll
ity (bl A (STC) AS5d (A Gl sall (10 Canlll adine ()5S0 Adle g Ciagl) adina
Agiada 400 glie Ao HLial &5 Al all oda m pal (Aol 5 a5 oAy HaYT) Atk ol gl giuse
Sle ALl (100) @ss a3 (lleall g bl oy il 5 ) sall Jia) daliaall ol Hlay) Jiia (jlasal
Jilaill Gallis Lgasen S i (% 100) AelS Alaind Loty lapes Lgela il 235 il o) il
Saal 3 i)l iy ol sl cemsall Cu e Al Wl Jiad Al 038 B e 5y s
AS A (Bl Gania avendl] Ll 5 lial) 483
L) aead 4oy 3S (Questionnaire) Alawy) e Al )l ciadie): clibull gan 301
o o) el A8 Ciiaat y (ia) 13gd Lanad daSae Ailiul apaad 23 dyilall
el 5 3 Al g ¢ aladl Jasall ¢ perdl Joa Aliad Jadiipr Ad) & gagall clibad)
Al pailiad Caa g (a1l (il )
(Cpilagall lai dga g (ge Basall @)y bl Gl he Jadn g Adald) Bagall 3 )y} jsaa
Byl ) 3L 5 il sall (S ¢ atunall Gl ¢ Jaanll e S 5l i Talad Liaiaia
Gl e
Dlabaall Slad) de s e Y (5 slie Gl S ke Jadysr @IV £ 1Y) ) 5aa
VAN AT 845 el g ¢l 85 ) aedl QA i Y] il jaall B3 5a
15 Y Bads (38 se ye 11) (" (Likert Scale) (subeall & S e e aldie ) o3
(laill AL 4 il 6 Y Jysadl (32 (381 5
2 (panadia g Ma\&i) OmaSaall (Ao gana o ALY 8 s ia je &3 Bl ey Gaa 4
L e e o cildandle |l Cas <" (Content Validity)es sisall Gaa" laal (32 521 5 )
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Aaiiul" (Reliability) 31aY) Gl Clua &5 LS ga gum g Glanal il jlall (oany 48 lua Jpaad
e Bl gl @ jedal Cum ddpe Slainl 4ue e (Cronbach’s Alpha) ¢l s S Wi Jalza
A8 e g A gl ) e sll 8 Lgale alaie U 31aY) da Dl X5 Las <@ > 0.80)

o e (oY) ela¥1) Gl ) aally (ALl 53 sadl B lal) (S sl Gl e aes Caadic]
e = 5) ) (3ady B8 se pe = 1) e Gl mast o3 Sua ¢ (Likert Scale) ssleadl & S
ALE 288 duaS lily ) oSl Ao il el oY) disat (2 ol 1 aebays, (2

. han ) dalaill g dadlaall

£1aY1 5 83 sadl 5 yla) Jlae A (panadio g GuanlSl) GueSadl (e de sane o DAY 83 e i e A
i Ll pua e oA laadle 5l Cum ¢ (Content Validity)es siaall Gaa" lasal (s 5ol
Glua a3 LS (STC). 4,8 A deadl ) ginalio g el sadi g e guin g Glasdal Ol laall (any d8lLua
¢ a) DA " (Cronbach’s Alpha) #lis S Wi Jalas slaaiuly (Reliability) 2Y) <l
83 gadl 3l Galall sl o gl @ jedal a8y Ailinl (10) (e LS A e dye Dlainl Al
(a)= <l Jalza e Y1 el sae dias (a8 ¢ (0= 0.89) il dalas Ao Joas dLall)
il e alaie V1AL 5 dalall 48 5 sall (e ) oy Laa 3103 Tan Jle il ) ail) s2a 51555(0.92).

Lea il Ji A
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cJondl i e G laii ¥ B 3 ALia) @ 5 55 lanial A8l ) e Ganeiil 3 =l 0
Aflaae ) ey Lae cdaid alel) Canll (al 2V addinci Ll s CllaY) 4 e e Al Al a
By capaiill a8 gl Sl A poa lla aad e S Ll a5 gl
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Gua) 3 sl Gl jlaal (dla gall @l ) (g0 2l 33 gall ) gae SllaY alaldl da gial) Gl o
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O Al ol 348 Wil (Pearson Correlation): Ggsow bbb ¥ Jalea jLEd)
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Cua Al e gapall (§ g Hally dalaiall dagl 1) dpa il e 383l ANOVA): 5 (T-test < bad)
(ANOVA) (s3a¥) ol didas il o(ial) Jie) 5 b liall (T) Lot aadieg

(st sl (5 sinall 5l B Al o sins Jia) soasiall il jaall

DAl G pEse aeay Jia G 4sladinl i (Multiple Regression): ssiall jlasdy)
G (Blaall Al A il Gl (Jraad) e 35S 5 Jie) 33 gall alayl 3aa) & jike
Y 1Y) Gaaty sl 8 Lalg) SSY) alag) oda (ol (bl lld g ce Y]

e il il o (51 Ly 24SE ($\alpha = 0.05$) xie ddbas ) &y sinall (5 e 20a5
($p-value < 0.05$).4ad il 13) Lilias] e s 20

A BNAY) @l ey
e sk laa ga sl jall o) jaY 4S5 A8 g0 o J seandl 23 28 AENAY Lol guall 23S Canl) a3l
&) pan ae JA (e Al (S jliiall Ay g 4 o Balial) 23 LS 5 ol (8 sV 5a 5 AS L)
M\J.‘\M k_ﬂ:u.ajﬁj C..‘ﬁt\.ﬂua;jm(STC) EJ\JJ .J:jj)li e‘)ﬂ\}[\@cu)l\ J\)S‘y\ e\.l;l.n‘} ca_isgﬁ LL!LAJL.A

e 3all el gl 3 daalusall

Y o Alalall sasall 3l uki i Jea A8 doale il apaii ) Al ) e dangiall o3¢
DA glia acal da yital)l Gilua il g bW dad (e ) bea ¢ (STC)AS )b A& sl
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Jal el a8 Adiadi dyie ) Aol dlae) &3 cdaa ey ) ey dadaia B ) geay Caandl Jaa il
sl Lo 2080 (5 i JSy Jaml) e o 1 Bl 13 Cngy il 5yl Aalial
et all i ge b e ey 3 aleall Sl 5 ol Aalie b

tlind (Cnall Al Aelua el gl JUaYly duagd) ASha yaad p JeY) As all
o2 ) ALl 53 gl 5 jlaly sleiall (o kil () el g aad el pan ) Adla) cailpia i
& sl ey (i J Y el J3A Als )

e La e 5 Al Al slac) a3 cildllgall Jo Jgaandly 3181 ananal (AGEYN Ada yal)
&) gall Ao Jsanll (STC) 48,8 5,00 ae Gratil) gy lasial Granadiall (reSadl)
L el At Al yall ol calaiS) Al jall gaadadl dpens I

i se Ao (Al Ol gl i ) CULEWY) & ) 55 Crtanalr Alasall L) aas (ALY Ads yall
sty tennd Aay )l (s L) qan s ) 5il) dlee < jaial | aly )l 8 (pagiosal) 48 4
Lgr i 5 il pan (e oY) &3 Gl e &l Caialiig

lgashati  llul) JIaY (SPSS) gl aladiul a3 ciliball dasy) Judadl) sday ) Aa
o ClaiS) g (e gl Al gl s2a i pai) AIVAGY) 5 dhea sl Apliany) Ol o) ja) o
Al Al o sl 5 Jghaadl dlae by aal Hll el 4l

e s Ll st Jhad delpa b ead) 23 AdBUall g gilill) J guad 4US 1Aaldd) dda yal)

o2 el Adlud) bl jall 5 o pkaill JUaY) ¢ guia 8 gl by (o3 AGBL (b 43y ¢l
il il il day 5 38l il Glacal Gualdll el NS sl

Jady @A) Llial)l Jaadll alae) a3 Aigdl) dan) pally Cilua gill g AailAd) sdwdlud) dda yall
L all) Laalyall ol ga) pe bl gl sl BV AL il il 5 cilaliiny)
ool el At Al yall o34 gl AaadlSY) pulaall (335 Gl Jasia g

ABliall Aaad alel Canl) apaiil Al As ) a g LgidBUa g @ililll (e tdaglud) Aa sl

2l e glall s (Presentation) (el (el iead Gawally

By Aabgia e cland ol dgal sal Apdalial Ay ) dand & i sle) ye ol el Jabad) 13 A (e
e Om Lae daal yall s aaill LA U85 AU Cun Jandl 335 Glaa 8 Jsaadl 130 o) 5V aala
(STC).AS iy ALaliil) 33 gl 5 1) (3aaka (lans 8 Ll 48 i g 5 sl yall Al
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(Previous Studies)adbel) el jalh 1,11
gl dadia

Lo galii o aldl aeluy sed ¢AaapalSY) Esand) 8 4l 3385 Al clud ) e g LY 3a
s Y L) a5 Al ddlall Cilga sill 5 a g Al adlaiul g cde g ga Jlae (& (9 AY) 6
33 gal) 2ad 3] ¢cila) daal jal dals Daal 0 g haYl eV e b s AlaLall sasall 55000 (Bl
cilaadll s illeall paivsall ruadll JOA (o s sall el giad ) Cangd ALelSie 4y 1) Adndd ALaLE

siaa ol 21V B LSy o\ ,Y1 g B sl yulea a0 G dan 3 A s el el A i oS5 e s

Lot Sl Ll gl )l i padl g Jd sl aant 8 ALl cilaad 5l Ara) e aclod il 4ali (e
Joa sill 5 ) s ) o) g saatinall pmgiall Cadll) (e (S LaS 32 sall il jlae (Sauay (3ley
£ g b g yall Apalall DB a8 50 i g cliilis o Y] a3 La i Adlad) i) jall 5l (g el 5 L)
abia e bleid (STC). 4o srod) VLAY AS 58 Jae & (8 Aipdail) ol 4y pdal) Laalusd) Ca (e
leie (aed Cuanad s Y 1YL Ldle 5 ALl 3 gall 5l g pa g gl Al Gilil j3 il
Ll sie Gl ataas Asl 53 JSI Apalle dia] cbial 5l Chaedh 5 ¢(Aa3 sand) Al e 58 5l e) e bl ]
ISJ\JD Eanall Gl yanias Aslaial) C_ah.ﬂ\ )).ab ) jal) e (Aadial) dongiall lgia Caagl) cla i dn (lgadl e

(1Y) £ 1Y) 5 ALalal) 33 sal

Ay el A8Lud) il Al

4 ) Aslaally cLaiy) S b 8 g0y eI o ALaLAY 3agadl 318) salaa gudad S 1
300 bl 1 Jlas ) Al Hall 28 cidan (2024): salad) teaa ¢ Saad) e — Mg g
@Y 1Y) (6 sime o (A8 HLiall 5 ¢ paiusall Gauadll s eJpandl o 5 5l Jia) ALl 33 2l
pend 310 laaY) Landivue ¢ sl dia sl zeiall Gl adic) (50 snd) VLY gL
walbll e 555 (STC) 48,8 8 4oy Clldll (e Wlhiga (120) cily due e i)
Sl jlas el G (0.05) (s sive die Aflan] AV (53 Aol ST asas ) gl @ Ll
Dl o A Y Bal@l" o sl @ jedal LS Ay 5oy Cillead) 3o lS Cppn g ALLEN 33 )
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53 sl asalaay G o sl 3 3a35 5 5 ey Al yall Caca gl 5 30 sad) s jlas i 81l iSY)
il A ) paian) Glaral Apaall gl ulaas ¢laY) 58 sa Jay ) il gall (5

e ASyd o Adandal Al — Adagll el paghi A ALaL&N Bagadl ol et
3130 5l datlise (520 Al all 228 <l 4l (2023): 9AT S uindl 33 (STC)" — A gl
st ) G halll Caaa (STC). A8 Jals 4 pay) Gl Al 83 sa ot A ALLED 33 52l
Wagde o Ao SV Al L (e shaall (3835 5 ey il (Llall 35101 ac o Jia) 53 sall dlaal g
e <alase (100) Ao Anell calaidl s o Llail) da gl mgiall Al ) caaic) gl £V
OF G Al all cilia 53 SPSS. gealie alasiuly clibll Jalad iy ¢ialy il ddliaall <l lay)
il sall L 80k 55 A Y eUadY) i (a5 53 5ol galsa Galal (e 458 Aalalis ) ABdle llia
A ) el 3 9y g e(s YD o0V (ul & Aaa A i ity il jall G gl 5 L aglee A e
YY) g Uad Al ol jniall A se Glasal oass sl el 8 daadiiall cay il gl
Culy Bl — g gral) addd) pURRY B csgal) Saall) (Galadl JAdaS ALLAD) Bagadl B la"
&) 8 ALl B sal) ) i) 50 GLESEL) ) Al jall a2 iz (2025); (Adaalll £ ae
a1ty Dbt (e Lalyl) cillai) ASLaally (5 €U Sl 8 Atalyiaad 5 (oasna 3l £12Y) 3 S
zesall Al ) Caadiial € ol Joatll Jh 6 eadd) 5 g )Y ela¥) e 3o gl julee A i
02kl Aeadll S AN (5 S (8 Y e Al o e 55 Al e Gl da
ol pdipe 3aiad g ALalall 53 gl cilipdad (s ddlias) AV @ld 4 jla A8Ne @llia o bl iy,
Griail die e Y Lol il LA aad 30 el 8 Hlaiinl) of il sl g dads jall g laY) 6 1oy
Clllie ae canliil ()Y LelSin Laal o 55 ey 430 geaall IS il Z3ald) Caa Al
VAl A ae 8 A Aiat Ay b g3 g ALeLEY) 52 5al

e — "ol Clangall B Leilal g ALaLa) Bagad) 3080 Gaadai A Al Aud) BaLEN At
ALLal) 32 52l 3 )13) foalae a4 52l ey e Al jall oda & X5 (2025): Judadl cea )
axsi o 3alal) Sy (oS raa i ) i A geadl Gl sall 8 sl oY) e Sl il
ey Ll s ol giall iald) adie ] 53 sall JA e oY) & Sadill e Ay il 5 ) sall
pladiuly Al il (al )l Aals 5 dae S cilelad 8 (pdliga (110) o e 5 Al
Sl jlaa Gt Jagast (8 Dol i) 5L (5 sima ala) i1 3 ga 5 Al jall < jelal 5 «<SPSS
Al (oY) Al VI o ) ) < lal s gyl oY1 3l e oy g0 (uSadl Las 332l
ol lasall 853 sanll AE prasy A Hall a5l 5 cllaadl Zladl aiall Glaall s 52 sall Ly 5all
COlalall Aol
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o) 58 — "ol el o oy Apddl 9 sall 50 B Bagall ulaa GGk
30 sally dlaiall 4 5oy ilplandl ool e 83 gl julaa Gadai 5l 8 4l jall s Ciay(2022):
Y1 il s Gaea A Basall T e el ) cdon (6 5l A el il sall 8 4 i)
Oe Ao ladiy o laill s gl giall Al all Craadial G jlgall yyshais Al e ullS
ol il Jia) Ay oY) Sl ja Yl 8 sasall yulea Gk of Ul @ ekl T 1) Wil ga (95)
Cual lld o 2l alall oo 5ol <l yiga 3 o sale Guand ) ool (£1aY1 s g ey il
b ey agsil) dadail Jay 5 5 cApalladl 33 gadl yulaa (385 4 JlaY) Clel ) Al 5 ) 5 juzay Al all
AS i) Calaal (38a3 laal (KPIS) daul 5 ¢la

-dgialy) Ad L) el )

1. “Investigating the relationships between TQM practices and performance
in the telecommunications sector” — Sadikoglu & Zehir (2022):

(TQM) ALelial 53 sl 5 ylal s jlan (s 4y Y1 g Adals yY) A8l Al i ) sl yall o2 g
lialill adic) Auwdliiy 4 pa cleUadll ST aaf ddia g ccVaiV) gllad 8 el s ooy 6l
g il 2 ) sall B ) ¢ oanii) yiw¥) Jagadill Jie— Lpadl jiuY) 30 gl alagl G day gk H) e
bl s a3 Cun lildas TS Tagia A jall i | asnssall e 0] il pdige s —illeadl e 3 il
e Ui Lolane Taitds il Laa (5 8 coWlai) <€y 8 G )Y (e dasl 5 Aiie (e ALY 3101y

Glejles abai o (Statistically Significant) ddbas) A o3 sl S 2say gl & ekl
i Y AL 53 gl o ) Al jall caald LS sl 5 ) g g jlaY) elaY) 8 aaill a5 50 5al)
Ol Lalains) Glasal da sall 4 51aY) lilanll ae sty LalS5 i€ 3« jrie sl 6l alS Jalsd ()
5208 A a1V B gall 1) ALY 80 gl (pe JESYI 5 ) g gy Ay oY1 oLl A jall Caa f
praa 3 W sulae med (S 08 e VLAY gl 6 53 gall gl o e () 338 5 bl 3o le))

Ladaiall 4 oY) Clasil i)
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2. “Total Quality Management and Operational Excellence: Text with Cases” -

Oakland (2023):

Ol aalia s (TQM) ALl 32 gadl 3 la) et (pa de 330 483Dl GlaSin) ) Al jall oda Caa
) i Lol i) Gllas Tags Gnlll adie) 5 jualeall dpenall Gluwsall (8 by el el
30 e 3 IS S 5 S 31, daalle S 3 (Case Studies) At Sl GLSE s daal o
Coglal il gall Bl 5 5aT B Ay ) sma <l puaieS "l slaall (3805 Aplaail 5 Ay Y 2Ll )
AEN ) e Al aa g la¥) o1V ol HY1 5 ALaLall 53 gl <l sal i s s 5 s ol )) 3 a5 bl
Zliiial ) Aol cuals ol o) @l leld 5 ey ool Jasa s i Jas 33 sl dac ol dpalaiil)
Gakai 3 e (s ¢y laY) Cilleadl dlels duia sale) callaty asall 8 L) O salie ) il
Ansns sall Ll (5 sl ad ) () Apaiills 525 Laa (Sl )

3. “The Management and Control of Quality” — Evans & Lindsay (2022):
& Y el e ALLEN 53 gall 5513 il jlae i il agie jUal a1 Al sda Cudaa
Al Ay lay) alaill i Laslie 458 sa dpm jh (ge GliaL il Adlall dpdlil) culd dpardl) cleUail
Ak bl 3eS aidasi s (Administrative Waste) oY) Dl s 8 ddlelsy aalud sa5all e
Aagl e 58 e e A5l z3k e e Eyldat Gdoa y dagie Al all Chandiul )l
il clia g5 (atusall anil) 5 ¢ agiall 3850 ¢ laall apaail) ¢ sl il Tyhadll) day )Y 53 sl
Loy ) 855 iy Al pall Cumgl 8y 5 HlaY) oY) ABag de ju o g oasa IS i Yl sda o )
Ll ) ai ey Lea ¢l A5 Analy (KPIS) ety sl il ey 335l Cilial i
CmlaY) als eal) 3o leS e 3 gall Chlis jladl
4. “Customer satisfaction, market share, and profitability: Findings from Sweden” —

Anderson et al. (2020):

el s (TQM) ALeliall 83 5l 3513} s jlae Gy A el 28l Sl A jall o34 s
b)) Can€ A all Craala | KU s sall 610V e A Gl T 5 o Dlaall 5 (il sall Lia 0 3dass yall
o pedal i @l LAY Lasie Llan il gof daddiie ¢ eadll g Uaill 8 S A (e drsl s Ae Jad

‘L..S,)‘J:)-” :«\J‘\}“ &Ll\_i}ium g_@ uﬁ\_ﬂ\ UA ;\J.u:.a ;\cﬁ ).u.xS.i “JAL.»S\ 33‘5;5\ E‘)\J;\ ui ‘;;ILAAA:}” d:d;ﬂ\ C..‘i\.u
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53 gal) il s 4aa 53 (8 Lpaa¥) 338 (Predictor) s JalaS "daead) e 580" i )y das
83 gal) o Aald Jae Qi G zeallh (38 e oY) oY) 2l () Al ) Contiiad o)AV Cppand ga
alaat) 5 ALl 5o gad) Calaal o day AN plical Glee Tad gai Caady cpalalall (g oY) (Sl

Adaiall 2K el i)

5. “Managing quality: The strategic and competitive edge” — Garvin (2019):

il G By oY) ele€l) 3y a5 8 ALLEN 53 gl 5 yla) laasl il 50 eleaind e Gl all o3 <3S
gl O a2 s AaeSl s Ao gil) Y O e Tl T e dangial) chadie ) dpudlidl) Joall
AV 5d el il am g ) sl sl A ey il il jlee e s gall 8 anaddl) (o )
A3y yhay 4y Hlay) Cillead) A 830 gad) il jlan aalisd s (g Y e laY) e 5 sall el 5l dgilias)
B2 sl A8E iy Wlall oD dga g Aaal il Clua i ) aald) Gald | 3laY)  Alladll (pauas
Jali sl JaS" (TQM Culture) zier s3sadly geal Jl) ol 3091 () 1o ¢ aill (Gaial Al oS

aa ¥l gyl el & aall ) il elal1 8 el 0 jae ) glat Aal e Al 5 e Ciluss sall

Pl g A el clad jall G Gl Jalal

Dl sy o Woa e 8 38 LV 5 A el Slal ol e o ole ] luadll (o gl e iy
oy yelal Ll Y s 5all 5 5l 10 ot e (TQM) Alalill 53 gall 3513Y (5 sina s (ilanl
GaY) Lli Y o e dilad b g Adag el <l psially dingiall S 3 CadRY) da

ey LEQY I

Grbi O e Ama¥ls el cilud )l aaats sl de Bagall alud) 8l dua o
D3l i g sl o) il sie Gpend () oo -Lalenl Calisar LA 33 sall il jlas
(Sadikoglu & Zehir, 2022) 4ul 1 ST Sliad bl jll e f 8 Gla elld jela el
2l ae iy L a5 ccVlail Ul b o oDl il & jaa (& 30 52l il jlaa o) 4piaY)
5ol 5 5asal) yulae A8 (Al Ale ga g ) cuall 3 Ay jall (2024 csaalall) dud
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Gk b el Gl A 8 d8laas ) g aladl GUEYT 138 (STC). AS_d 8 4 b cillesd)
G OY Y e (s sale a5 Al () o Aga gmadl VLAY AS ph 8 ALLED 30 gl 5 )
L el ASlad) Bl o Lgadana (3 A al) bl all <3S )7 Ao ) Al g (land) Eua (e
i palia s el Jsaill il 5 Adaall Jaadl £ piilae (S0 Leailis cilay ) Cum i gl
A8 dpapad e &S Al (2023 ¢ aiall) Aul (B e WS 2030 Asladl 45
8 33 sad) ik lls G caon sl A sai 3 lany dial) Glul el Cul (Jadl S(STC).
" pall il il Hhas Gl (8 2l arend e @3S 5 callall Jsa e siie dpead el
Lage Laa o AV il jall e VLAY g Unl A8 dpanid) Zagudall (6 (3 aa s Agallall
cllal) Uiy 8 e saliiu) oSy A (KPIS) solaY) elal1 &l jise (uld 8
leding Al slaall 8 Al g (558 <jedar deugpaall diladly Adaseagl) &l ptilall S (e
09 Ge K Lo llle Ay jall b el ela¥) s 8 gall (3 sl 83l cula ) <l [l
Al 0 S Le say Bagadl Gub lad) LS Jal g€ " apdaiil) ol VI " oYl saLal”
<= Anderson et al., 2020) Jie (A clul )il (ar &3S Lin (2025 i)
Aalae 3 jme Conl 3 gal) o 8 iiee dAalad Mar s ) puaie€ "l § el 5 "Jaead) L "
1 Jos g 4 el danll o il dnadanill asaall ) olai daail yiad sl b dulals Al
il e (ol V) 5 5La0) A shaadl ) puaiall ad Wl ety Cum cdladl Al jall (5 5y (oD
8 ALl asall Bl sadai i e ALE 5 ) gea (i sSEL (il il 5 36 LSH) dpalaiEy)
(STC). A8
on il b S 38 s Badl: Aediiuadl LulaaY) @is¥ly Lagld) G s
e Sl Tl cptalall bl LS Laill ds gl zgiall” sl . dpuiaY) 5 Ayl il all
Leia A pal) o) guum bl Jall alef chaade] ol gal) dals (e A gLl 5 45 jlaY) < juiall (ulsdl
Jalaill e o Ll il al) e ULl paad A S "RLAWYI" e sl
53 (2023 ¢l Al Jia) A pad) il jall Cagat) du el jall cails 28 ¢ lan!
Aniiall Lngiall Clga 5ill e (il La 525 ¢ VY5 a5l JISISPSS el s alasiu
Hosen et Jie (sl 4uia¥) cilal jall Gany Gl and (Jiliall (3 A gand) dpanlSY) Al 3
"AGEY cdlaall Aada" i Tages ST dglas) il aladiul 4 claal, 2024)
agiall CaBAY) 1aa Aas sl) <l yiall 55 i) ye il LaaY el s ((Smart PLS)
plaainl (GA Slaa) diladll o aaied 4 8 dagia Ll il da 8 ) Uisy aey
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@Y el o ALaLal 53 sal) 5ol Sy 3 L3 g8 5 o) A8y ey Lae «SPSS v.26)
(STC).Asi A

el e —Aania ¥l 5 Lgie g padl— il ol Alle hadie ) Addasl) culla) 5 Aagiall Eua 0
Lol TJat il pamd ety 5108 Dl Faniiine ol agio SIS Llatl) aia gl
Gee (A Dglds aa gl Bl aay Babaadl Ayl il clalad¥ly Gl sl aay e
Alaay) cladll e slaie Wl Ay el il jall alies Caand) (s 88 ¢dibany) )
oary Sl ((hpad) Jaddl plaad¥) s Ll V) <l jladl Jie) dpadail) A0V g ddea )
sk S el ohasiul 53 Sadikoglu & Zehir, 2022) Jic) &l duiad) clu )
eneiall gl 13a cul puaiall (s Baaaiall CHENall Gandl (SEM) ASael) ¥ aladll dadet" Jia
SV bl G ) st bl i Al glae e e il A8Ladl sl Gasll Ylse iy
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Al clagsl) e IS slaie ) e Sl g A jall bl 4y ol 5l (e ) ey

Calle 4yl il pall o jeday cailinl) dagada 45 lae 2ie; Aplualill cilua gill g gililll dua (e
Jals Aaadl 5 s Aallaa e S 55 lie ukaiy Sl a) b b Gilaa i sl ) Wle
(il gall AAEN Al cppnend 5 A oY) D81 sally 33 sal) el oy 5855 em S dgn sadl ilalaiall
il sl Apia Y1 bl jal) a8 (g a2 Sl e (Jiaall 3 (2024 cgaeladl Al b LS)
" i) il 500" e 5SSl e cq sl A plan by Leadlis Jay g & e Ll V) dilee
<= (Anderson et al., 2020) Jie bl jy oad (JBall Juw Je " gal) Aalainy)"
Gle 555 Aaa) i) Aujles 0S8 203 s ecnd oY) V) Cpaad e puai® Y 32l o
A8 gl dadaial) dias

slal 3 e o) ALalall 53521 3 100 of o ATl 8 Zial1 g Ay ) ol jall adalin; 45 jlEall Aada
(8 Ay sl DAY (a3 el aa 5 s 1Y) £ 1aY) Gaeal Lgie e Y Auasil yiud dauld oo s dld
ST A sl g Aas g Gl e ged () Aia¥) Slad) Jaad Gua) il il @l g dallaall Wl 5
Laal o BV st 4l mmg 3 e A yre Gulaly sl Wing 05 ¢ Wl Jalail) 1o (Tagias
Aallall Sl jleall mad e 50S JS5 aaiay (STC) A8 (Bl A Lealad 8 (Jilia paieS "33 sl
Ay o) A8y oY) iy (el Jsaill laty L Lass Y e gmaal) (3 gaall Adaal) cilillaiall aae
A ylay) Al 5 Apallall Z3ail) s gl 138 Aleld (gae i) o sl Gl L) ey S & 8 sal)

VL) gl 8 5y elaD e g gall Ll e 3 i) aa cdida gl

23

MIDOCEA




(Research Gap)adiadl 52l 1,12

e Ll (TQM) Ablelall 53 gad) 5 )l <l gl all 3,1ay) sl 3 8 el ol S (e a2 )l e
Lagus ¥ calne ol 3 58 g Afiny ol gad (ge S ALl il jall Gl el () V) ¢ s el 1Y)

lead ) (A Al Al pall e Al ) gadl) o4 g ¢ grnidl VLAY o Uad (Bl 4

O 4a¥) Zxa yall @ jelal: (Bl Jsaill (Glan) (g3 graad) LA pUad B ciladpll 38
Gl sall 1 (bl aiaill clelad e @S ) Ayl e Y— ALl Glal 5ol alaes
Aol A58 A48 Ay B Jead (STC) L) VLAY 4S50 G Lays Al dpa Sa)
o Al 3ame pgd ) T L) Gl (2030 Ly (ana) Baiue dadd ) Y sail auad
At B (S35 saill p3a Baaal) Adlaty) lardll Ayl ae (TQM) Alelill 53 sall il jlas
3agall julaa dal pa Gy VL) Ledlans M (Agility) dalaY) 48U " G day 5 il 5o
il yall dglle cadic) (Operational KPIS): (il s1a¥) < pdigas 53 gad) Jay )8 dalad)
il gl St Uil e 5 ,lY) ) Gadl (Self-reporting) &l ey e 3au)
oy i il ) () A ) Al i 3) ¢" il Ao g sall” (8 Al 58 pad A Latd (il sall
Clleadl 48y clllall Llaind) cVare (i) dugaley dulad elol G pdisan 33 5all Gl s
o3 i Adladl Aol ol (UadY) cans (lisil s ccDlalaall i) ey JilES ey ylaY)
Lee ¢ (STC)JaN s hY! ela3U Zuadl gl bl ae (il sall ) ) g Gag) 50 A (o B gl
Ao gingas Al S dudle dana iy
Ll dals) Al ol all c Ll Aadl) 5 oY) Gadal) g 83 gt 4 ATt A80dl) oy B gandl
Janll 3 Llad Lt jlan g 32sad) alaal Aalasall 55 G il (ol "2l 6 5a8" ) (Leie
83 gl Aiuld Jgad (50 Jgad Al A8 grall el sall” CHS S5 ClLua¥) (i ol | sl g laY!
iala dia ¢« (STC) 8 .Sl Aol Classsall b e sl Ssle ) ALl
adony ol Jlae a5 oY) il jalls Lada gl ol YD e 5 pall A8 ulSedl sae slaiinY
A graall 4 Y Aall (8 il JSG sl Casl)
Ay Sl ola 068 ool yiul Jeatk ASlaall i (2030 4i3u) sdel) () A (Gl
18 Daal st )y paladl o Uadll 5US a8yl dpulad 338 S " sl el azi Al 2030
IS ) 8 ALalall 53 sal) il jlas AS) g0 (52 (Bary Cani al Adladl il al) G W) o sall

MIDOCEAN




il 48 58 8 ALlal) sasadl i Al o o) LS Ak gl cliagiuall STC) die (S
Siay Jp dgdalall iyl o jeatdy V Taas Taed Concay Suasi) jiu¥) @Y sall oda Jh d s
(b ) ALY Al 3 a8 A 3 sal) dealus uiladl

aadidl 4 jaall el g Al 2l sdgl Adiadl 5 oadll [l i Lo e sl ddagd) 5 sadl) dada
dad ) VUil day (8 g laY) eV ke s (TQM) Alelill 53 sall il jlas o Gabsill 48K Jsa
8 adll oda Aallae Agdadll oY) O jdige Ao A& apEil) ) I sl e JEBY) pe ¢ prill day s
Ao jla axiyy cagall SIS (o kil ) haiall glathy b 3 sals Ay all Ay oY) il s
el insal) s sall Gaadl) Gaiatl 53 gl JDlaiasd 1A J g Al 5 Lpandd) il pall 3 Sl ) g lial (5 5k

MIDOCEAN




(References) aa) sl daild

E R FENENIRF

gl o Al A 5o 1 candaiill olaY) e ALLEN 53 sl 510 Gl jlae i1, (2021). S O daad ¢ g 2alad)
C135-112 «(2)15 by asld s Al dnpll Al 4 VLAY
https://www.researchgate.net/publication/examplel

ASLaall gy N, (s Y/ isaills e I Jonill sa (5 sicil] il (2023). il slaal) A3 g a3 ) 39
. https://www.mcit.qov.sa/reports/20234: seull 4y sl

CAalall s Aaladl il sall 8 ALLEN 30 gl Baadat A W 505 Apeasil) AE, (2019). deaa abuas (Sl
. https://doi.org/10.1108/IJQSS-01-2019-362-345 «(3)11 « Ll s a slall 53 gt Lol gl) sl
0001

el il slal) s mely (2025). 2030 0 dusdd) Ay
https://www.vision2030.gov.sa/ar/v2030/v2030-projects/

&8 A )Y B liSll 5 dadl LY B3 5al) 50, (2025). M1y G tana (AUl g A de cp el ¢
. https://www.management-45-22 «(1)17 «Las/ ivYly 5,0Y dae 81 il pac
journal.edu.sa/article/17-1-2025

L ellly il cDY O uise ssindl il (STC). (2025). dusadl cNla) A8,
https://www.stc.com.sa/content/stc/sa/ar/investor-relations/annual-reports.html

g oY) s Al ol oYl 85 sadl 5 ylal Aadail JalSS, (2018). A ¢ dan ¢ ganad] g Gy G 2ada ¢ inll
. 415-401 «(4)3 <5 LYl Y e Lo gl dlaall
https://www.sjbms.com/archives/2018/vol3-issue4

SNl Laad ul) Janl) liy SR ALl 53 9] s a8 Loy 525 0¥ 520, (2024). g (A < a])
. https://www.dar-alfikr.sa/books/9786030000000 »&ill 5 4cLukall

A sl S Al 84 Jlae Al 5015 V) e Jl 3 g laY) e laY1 (8. (2023). (o i858 o S1a 0
. https://www.arabadmin.org/journal/vol43-issue2105-89 «(2)43 «5 22U Ly j2ll Usall
gy dlae Ala Al 50 105 Sl S Al 8 ALLE 53 sl 5 pla) Gkt cilass, (2022). 392w O 3 g el
. https://www.aam-research.net/pdf/2022/vol28-issuel78-55 ¢(1)28 « 4w 2l 5 Y/

Mipoceail



https://www.google.com/search?q=https://www.researchgate.net/publication/example1
https://www.google.com/search?q=https://www.mcit.gov.sa/reports/2023
https://www.google.com/search?q=https://doi.org/10.1108/IJQSS-01-2019-0001
https://www.google.com/search?q=https://doi.org/10.1108/IJQSS-01-2019-0001
https://www.google.com/search?q=https://www.vision2030.gov.sa/ar/v2030/v2030-projects/
https://www.google.com/search?q=https://www.management-journal.edu.sa/article/17-1-2025
https://www.google.com/search?q=https://www.management-journal.edu.sa/article/17-1-2025
https://www.google.com/search?q=https://www.stc.com.sa/content/stc/sa/ar/investor-relations/annual-reports.html
https://www.google.com/search?q=https://www.sjbms.com/archives/2018/vol3-issue4
https://www.google.com/search?q=https://www.dar-alfikr.sa/books/9786030000000
https://www.google.com/search?q=https://www.arabadmin.org/journal/vol43-issue2
https://www.google.com/search?q=https://www.aam-research.net/pdf/2022/vol28-issue1

45aY) aalall (English References)

. Anderson, E. W., Fornell, C., & Lehmann, D. R. (2020). Customer satisfaction, market
share, and profitability: Findings from Sweden. Journal of Marketing, 84(2), 245-260.
https://doi.org/10.1177/0022242920905581
Besterfield, D. H. (2021). Total Quality Management (6th ed.). Pearson Education.
https://www.pearson.com/en-us/subject-catalog/p/total-quality-
management/P200000001073
Deming, W. E. (2018). Out of the Crisis. MIT Center for Advanced Engineering Study.
https://mitpress.mit.edu/books/out-crisis
Evans, J. R., & Lindsay, W. M. (2022). The Management and Control of Quality. Cengage

Learning. https://www.cengage.com/c/the-management-and-control-of-quality-11e-
evans/9780357715856/
. Garvin, D. A. (2019). Managing quality: The strategic and competitive edge. Harvard

Business  Review  Press.  https://hbr.org/product/managing-quality-the-strategic-and-
competitive-edge/15004-HBK-ENG
Ishikawa, K. (2020). Guide to Quality Control. Asian Productivity Organization.

https://www.apo-tokyo.orag/publications/ebooks/quide-to-quality-control/
. Juran, J. M., & Godfrey, A. B. (2021). Juran's Quality Handbook: The Complete Guide to

Performance Excellence. McGraw-Hill Education. https://www.mhprofessional.com/juran-s-

guality-handbook-the-complete-quide-to-performance-excellence-9781260456865-usa

. Oakland, J. S. (2023). Total Quality Management and Operational Excellence: Text with
Cases. Routledge. https://www.routledge.com/Total-Quality-Management-and-Operational-
Excellence-Text-with-Cases/Oakland/p/book/9781032345678

. Sadikoglu, E., & Zehir, C. (2022). Investigating the relationships between TQM practices

and performance in the telecommunications sector. International Journal of Production
Economics, 245, 108-125. https://doi.org/10.1016/j.ijpe.2022.108392
.Slack, N., & Lewis, M. (2023). Operations Strategy. Pearson Higher Education.

https://www.pearson.com/en-gb/subject-catalog/p/operations-strateqy/P200000008544

MipocEAi



https://www.google.com/search?q=https://doi.org/10.1177/0022242920905581
https://www.google.com/search?q=https://www.pearson.com/en-us/subject-catalog/p/total-quality-management/P200000001073
https://www.google.com/search?q=https://www.pearson.com/en-us/subject-catalog/p/total-quality-management/P200000001073
https://mitpress.mit.edu/books/out-crisis
https://www.google.com/search?q=https://www.cengage.com/c/the-management-and-control-of-quality-11e-evans/9780357715856/
https://www.google.com/search?q=https://www.cengage.com/c/the-management-and-control-of-quality-11e-evans/9780357715856/
https://www.google.com/search?q=https://hbr.org/product/managing-quality-the-strategic-and-competitive-edge/15004-HBK-ENG
https://www.google.com/search?q=https://hbr.org/product/managing-quality-the-strategic-and-competitive-edge/15004-HBK-ENG
https://www.google.com/search?q=https://www.apo-tokyo.org/publications/ebooks/guide-to-quality-control/
https://www.google.com/search?q=https://www.mhprofessional.com/juran-s-quality-handbook-the-complete-guide-to-performance-excellence-9781260456865-usa
https://www.google.com/search?q=https://www.mhprofessional.com/juran-s-quality-handbook-the-complete-guide-to-performance-excellence-9781260456865-usa
https://www.google.com/search?q=https://www.routledge.com/Total-Quality-Management-and-Operational-Excellence-Text-with-Cases/Oakland/p/book/9781032345678
https://www.google.com/search?q=https://www.routledge.com/Total-Quality-Management-and-Operational-Excellence-Text-with-Cases/Oakland/p/book/9781032345678
https://www.google.com/search?q=https://doi.org/10.1016/j.ijpe.2022.108392
https://www.google.com/search?q=https://www.pearson.com/en-gb/subject-catalog/p/operations-strategy/P200000008544

