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Jadii aly cussall Jahy cplalall jlai dgag e ciadie) uhall of 138 Jay o
AlEyl cilgall o ceDlaall o ((payedlS (gl daajla Gyl ey cilgag
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oV Lpadatl) Al ) ALaLal sagad) 5))) asgie udy 1 S aDaaY) Caspetl) o
Ll e S5l ae ccillagl) aien jueg dessall Glisiis paes A Basall e
Ji e eiesall Cpeenily SN ccllall 1) sasied) clylyall 3asly cellalYl o
AaliS sagall e 2S5 Capail) 138 . (Oakland, 2022, p. 27) "duegall & 3 US
el diengal) ol dlla
Jlacl dunct) il gsls ALalial) sagall ))) (yg AT Cajad 1A ADaaY) Caapeill o
Basal aiceall Gl DA (e Aalaiall Lol spal) o33 ) Caagd JaY) dbish
cedlanlly ol 3priall Cllliially calalioa¥l il e 2ly ccalaadlly claid)
13 .(Antony, 2022, p. 15 & Antony) "Cglailly SIS ac 3 duaaii A8 (1 ac g

s gall dg pag daadlinl) 55080l pdlie TQM oy oyl
(ALl Sagal) By hay) et

o Anandl) Clungdl gubi sne Ll Auhall sda & ALLAN Bagal) 5)la) Caped (Lilya)
S5 Jadi ) dylaY) Slyleally (bl de ganal Lodgad) dujall ASLaally ialy )l dilaie
cu_.g.l‘lyd\ '@')\J\j cC_wLAA:J\ S)\Jb czu‘}ﬂd\ B.J\::ﬂ\} cu..'\h\:d\ E\SJ\.&A} cM\ u_..\maﬂ\} ¢ e lanll
b Gl daadd) cladll e adaglly (gylay) ol cllaiad (DA e Gald WS el
(Okessas¥) Lashyal) 5l
(Competitive Advantage) dsudlill) Buall .2
oSy (Bl JlaeYl iy 8 deaige (Y Al Zladll jagn Ll gl 34
Cmedliall e gy (3580 Al 5lS aad gl eDlaall 52y A anit o g3 )8
Gl o duungall 5 jall 58l Lol el Baall Caped 1 JgY) addaal) Caapell
Cilatie w3k e @l OIS g (pudliall Lgashs ) Gl Go Lpaloa] dad
) a3 (e Wi Las caileally Y1 & 08 CallSs gakat o cABgiie culars
e Sn capaill 13a (Jordan, 2022, p. 191 & Grant) "daghll (saadl Ao dalaiua
claByl (siilly daidll 315
oailadd dussgall DUl I Lol 55al 25gia jado 1 G adaaY) Canpaill
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531:1)5\ DA ) ;bu cu..'\uﬂb.db E\_DLEA u_.}&d.gl«.u.d\ elazll z\ﬁjﬁa dard (-.:miﬂ M‘}d\
Kim) "diee g danyd e €50 o ccnloadlly colaniall 3 il of cdal<al) 3
el (3a8anl a5l ) Gl jlaal) meaagy i yaill 138 . (Mauborgne, 2023, p. 110 &
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Ailaia 8 dneadll Cluwgall adi (gae Ll Audpall oda & Lecdliall el Capad (Lol ja)
LlaiaV) i) cAalSall 5US (Aaddl) saga ilyn 3 Dged) dpjal) ASLaally il
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Cangy cduball o3 6. Lgn daBgiall Bl Baac agh el (b agaddy cund) A8 il
laaalayl Galyialy cAudlall Sadly Aelal) sasal) 5)a) aslic Jaali ) gplaill Uy
paplaall oda Joyy ) can LS Laghn pend Al &adal Vg Al 8]l Jalas ] A8l
Aaasraad) Lppall ASLedlly (bl dalaie & exdll g adl) sa5 cdalpall L Galall Gladl
Gainty il audl ddu) Lad amy Lea o ul JUS lyeSll gllad e S50 ae
LGaanll Calaal

(Total Quality Management - TQM) alalad) Bagall B :J ) Guaall

& Bl Loeal aea€) (Lbisas Tl Ul ladgat (TQM) Aleliall sagal) 5))a) 35
¢Dlanl) cilalbiieg sae Latiall elil) bl (3 clgie uadd) Lapes ¥ cctle Undll (il
Siay Jy dendl) of il ags lan ae o TQM asgie et ¥ . jhaials 5205l
0o cSblaad) Culsa pnes (8 il Cpeenill ) ants dpapdats AdlE Al dauls Jedid
Giaall 138 . (Oakland, 2022, p. 27) dwwgall Jalsy Zodadagll ciligivall S &) s
Gl 8 \giaaly ) Whole lgilis Alalall sagall 3y asehe Juaiy Jslii

o yaladl
(TQM) 4Lalil) Bagadl 5,03 aggda .1
Llgadll M QY 3 casld "Basall’ asgie Juall go 2 Y Gars ALalil) sagall 5ylal agdl

Cisall (pe dardll of el gla Mo pain Y clajasa 8 535206 . TQM ¢ gilial Al
ljslads by cailadgiy daenll cilaliaV deadll ol goiall L (gae ) Wlae s ccaund

pasd o Sl e cagiall je o aseiall 138 sk a5 . (Zeithaml et al., 2023, p. 70)
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Yoy (325ad) AK4) gusii Abeal) 3 53gnl eliy ) (325n]) L) il aay cilaiial
Dahlgaard etal., ) (el 35all 5)1)) dawssall & 23SV pran Llggune 5352l o o)
(2021, p. 56

DA e sDlaall Liny aias ) caag @) plai 8 TQM sl cAlalill 5352 3
dahy Lieadl GlLY) 31S ASHLEe e cclenally lbleadl Cailsan auead paiasal) (gl
4iuls \g3) .(Dahlgaard et al., 2021, p. 56) eail) sa3 Llall 5aLall dungis cAsagall z)las
s e S me ol mues ies dusdall i pues 8 Ba9al) e Luadan
U IS U e eiaal) Gaueatlly a5y bl ) sasiadll Al 3lasly coladl)
aud gl daadag 3yme 35lami TQM off e 35 Canyaill 138 . (Oakland, 2022, p. 27) el
sl 2 Y ) asanailly Jasdadill (e ecbibanll Jreslis IS ok el lags il ¢ e
-(Antony, 2022, p. 15 & Antony) el L daadg

W.) e ads Jial sagall 2y ) Abelil) 535al) 5))) asgdal AB okl 35a,
«(Kaoru Ishikawa) 15\l 5,589 (Joseph M. Juran) (hs> aijssg (Edwards Deming
Al Daadlad) Cpall aa L b 3 llaad) ))als ainal) Greanill Gaslidd t53laa Igas8
QA Slasld b copall ) climl 5 gl bl 8 TS el o) eda i) s
ol ) gaban] Aallall cilesssgall (o dped) bl 8 gl saa aa] ¢ bl
-(Deming, 2018, p. 88)

Aol Bagal) 8)) (uady 25 3kea 2

Alall Uy O ) ALl goaluall (s Ao sane o AL Sagad) 5yla) (3lad ey

ralie @bl oia 6 lgle 5AN wn ) cigalaal) o3 aaty ducigall A Bagall A8l
' TQM gy duscsgall a5 (5300 (ebidl dplsd

Alalal) s3sal) 8laf (8 sl s Tasal) 138 ae3 :(Customer Focus) edael) 385 o

LI cagiladgiy oDlaall Glalin) agd Jon duwdall 29¢n paes Haad dus

Alad LT @lly il . (Akbar et al., 2023, p. 120) Wyslads Js lgubis (Al

1Y) dlgla e eliy ) A8l caalglal Lty clgliaty ¢ eDlaall eyl aeal

16



Reinartz, 2022, & Kumar) ~g3s (s 25 Sae dedd cyylad anddl P& (e agra
Sl e Lgpa et Wil il aseca 3 daeal) a3l Glssagall o) - (p. 45
Aiia dal Gl lead anaig A gul) Gl paiall ae

plall aad) ) fasall 128y :(Continuous Improvement) _icall (peeail)
3adi€ Jy cBaaly Byal ad cliecngall 3 cilarally cilatially Glblasl) gaen (e
dalaie Gilbagia (gl @l Jody . (George, 2023, p. 65 & George) 8daia Jac
Lean Six &lagia 5l (PDCA: Plan-Do-Check-Act) (penill misass 550 (fia
-(Antony, 2022, p. 78 & Antony) 8:USll sabys gl Ll Je < A ¢Sigma
(Cpanill ash waail (550 JS& el ity ¢ uglailly IS aadi e LS
Bouranta, & Psomas) Cpeaill culldy culgal e cplalall yaiceall cupuill g
(2021, p. 301

ASHLie aed :(Employee Involvement/Empowerment) agi€dy (plalall 45500k
G ALalall Bagal) (3a3 oSar ¥ Cum (TQM (b Lgn huaie agi€as calalal)
e penSal Cplalall bl Giassis Tanal) 138 (el dscal) 8 258 US @)
cOmendl) (39 elaall Jaal) maniiy cclonl) s3ga eny Aabeiall clylall Al
Ry aayial ) ABLaYL agihlen spedl il pshilly capnll (ajd g
Gsibasall jedy Levie .(Khan et al., 2023, p. 88) s3sall Cilaal (3:8a3 8 agiled lLise
aladl ela) e Lla) (eSany @l ld ccnlarsl) 839 olad Aidggusally ASLL

ARl (g0 ety O Basa 5yl Lusﬁﬁ S Y :(Committed Leadership) 4 jilall s2Lall
(o ¢Bagall BT )]l yaall & dayilall salaal) 2 Llal) 8y e kel a9
g A aasall Al Hdsy da DU Dlsall gy Bagadl dadaly 445 pay Dla
Aiven 5938 53 ()5S O oy - (Ghobadian et al., 2020, p. 112) Auscsdall il ginse
Ipasdiy ¢ saiondll Cpuanill ) Aol ialadl lyac s oy cBasadl alaes VY 3
McDermott, 2020, p. & Prajogo) sasall Llcad ol ~siaally Jladll Jualsill e
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ziiall Basa o) Ao dlelall sagal) 5)la) S5 :(Process Management) <illasll 8))3) o
Gllaall aran dlaty Gigy vt ag Y LAl llead dai & deadl)
.(Short, 2021, p. 18 & Davenport) lgisliSy lgiullad jlaral dssgall (3 Zoos)l
¢ inne (S llaal) elal Adhiag Gull Badas oldf Cilydige aladial Gl ey
Montgomery, ) gl Julaig ¢Uad¥) Cuimal culiball Judas e 2Ly cilinaal) s
Byaiag Abudie dadd Aja0 Glasal Jaall ilelya] dagig asas g8 Cargll (2023, p. 75
« e kazll

O Adle Baga 323 ) dsawiall (Sar Y :(Supplier Management) (p3ysall 8)3) o
Sabee e 2l Guapeal) Ladl Tasall 138 bl L y9all e e Baga (Jlaca
Monczka ) <O 8aga (lecal agae dadilfind ASHdE Qe elig cdaylia Baga
L2l aadigTig ¢(gye0 JSE (ysall e vy Jadyy LS (et al., 2021, p. 101
Baga (el (8 aged BSue Jsla jushiy A Baga (el agae daally cdaa )l
-(Linton, 2020, p. 32 & Choi) Sleil) daeall dadaall cleadl)

dsasdl) Ciludall B ALaLad) Bagal) B\ (Gudat dijghg Loaai .3

el A sl (e Ay Ao gane Apeadd) luscsgall ALLall Bagall )l s s

Oakland, 2022, ) dudlial) e g3, Lescogall alall elaY) 505a3 Jadil 3agall (ot 3yna
:205dl) 038 50 (e -(p. 90

cJaall Balely colladl) JilE & TQM Gaksi aalidd : Jlally iadal) ) cpoas o
Opand e Jony LS 5ol 8abyg Lbaall CallSall (mid ) (35 Lae ¢ gl
Asnsgall W oY) e Tlal Oty Lae el IS0 3)lsall Pliiady Ll
-(Bouranta, 2021, p. 305 & Psomas)

cedanll Ciladgs glatg At e jaiceall S0 US (1 1agiVg eDlanll Liay 5315 o
Yl 135 <8y Jaae 58 alll Jnaall Aadiall ilardll (e aaliay (0 TQM jed
Zeithaml et al., ) 23> edee b€l 2K (e g dbidioad) lalyY) (385 Ganas

(2023, p. 75
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D) e jeat Jee By o TQM aand : pailatil) alailly SISY) 386 5055 o
da b daalually I i (g guilasall GG ab Gun ¢ aieaall (il
el Cus ¢ jaiea alat A8l (3135 13 . (Bessant, 2020, p. 130 & Tidd) <ol
sailly RS e L)% e e Las clglady Lilhal (e dusgal
L) Gands ddllal) Bagall julear o3l (Al Gliwgall tdesgall dnlag) daes ol o
daaadl 38 .(Van Riel, 2022, p. 55 & Fombrun) (3sull 8 &k deas i3 eDasll
Clsall bl i 3 Ll eDlaall (o 3all i 3 Jah s L Y dlany)
cJishll gaall o Lcgall Lusliil) el o ian Laa el sl
(Competitive Advantage) 4sdlil) 8jall eill) Gl
s Byalaall JlaeY) i b Gilansgall elally il i) = laill psa daadlill ghaal) 35
laadl) paiy UiV e 506 Clacgall 223 o) L4 Ledlially sl A€l s
18 gy e Dlaxll 8218 e iy (puaadliall (e Boiill daw alag] lgade cangiy o cand
el e 3N aa claslady Lol (abaind cdadlall sua) asgie daali ) Cunadl)
Al g 5all) (3eat] Lgpmas (8 Bpaddll Cluscsgall 310
Ladlinl) §jsal) 2 9gda .1
G el oAbl dad 33 o deangall il 5l gl Luedlal) Bual) Capad
CallSs gabat ol cdigiie cledd ol Cilatiie a Gyl e Sl (S el ¢Ogudliall Lgatd
& Grant) doghll (saall (Ao daltine Z L)) 385 (e Lei€ar Laa caleiilly Z Lyl b i
el Culn e AT o uila A el e dnsall 353 L) . (Jordan, 2022, p. 191
leblae o Ll (pedliadl e Cunany copiaginall eDlaall (he Aoy daayd oy 3k
-(Porter, 2020, p. 12) 4 sgens
Cia o g Gl Glsad e daxd i) G 8588 (e Lundlil) Ball ogghe ai
I Lgihaas) el e 808 06 ) dssgal) o cang c8haall sda 3aiatl 3 )gally <Dlasl)
Baall jolas iy Lo laall <0 dad ad o iSar Lae cGuuailiall e Juadl ) Calida

b (e gl cusngall LoShias ) sasdl) Zolall ye ol Lalall 3)lgall (po a8 ¢l
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& Barney) dad ) lsall @l igai (e Wi Sl (Core Competencies) uelud!
-(Hesterly, 2021, p. 210
e sdl) lusdall B Lecdlisl) Saal) Saly g 1680 .2
Dla e Lol Koy ebareie YIKE Zpudlial) Sl 345 Aperdl) Slisnsial) Gl
Pk Lo sl o3 e ilesdl) ais b Bsil o dusgall 508 (St st Slad
b daedlil) Bl Alaal aal e deadll Baga a5 :(Service Quality) dexdl) sasa o
OSass ajslat ol Slaall iladgl dandll A (ae Yl Cus ¢ ead) g Uadl)
(B JS & s 8y daxdll elol) Agigal) 1 dads danla] ClisSa Bae ) g
A1 1aag 5eliS) Glacall o Dleall cilalony Llaialls addl) adi de pu) Llaia|
ailalin) aghs eDlaally ad sl HLaia¥) Cilalanll ¢(pgad Jaanll 4855 dadsl)  cadke
Zeithaml et al., ) (eddasally Claaally (38)5all (galall jelaall) lusgunally ¢(daa)4)
Gl @lead A28 Q‘_*d\ Oilss jal) .(Parasuraman, 2021, p. 35 & Berry ¢2023, p. 70
Comdliall o Lgasds Sadiy eDlen) oV ol aabiion AR Basa
Gledd a0 o dscsgall 5508 ) S0 50 US 088 1(Cost Efficiency) dalSill 52 o
Al laad aaady L) gl ey Lae Ai€es AaS5 L ddle o Algite B2sa il
(st . (Mauborgne, 2023, p. 110 & Kim) el 7 Uiwlsd (3aeal S cedlaall
a1y gl Jalis ¢fgall aladios) Cpent pardll o Undll 3 A6SH) 5eliS (342a3 3yl
Y 8lll sakss ol < (Jones, 2021, p. 60 & Womack) daliy) 5ol cchlileal) &
Bine Glhlead 8yalie dain 098 o oS By Bagally dmcaill Bygpally ey
-(Oakland, 2022, p. 90) Alad 53sa ljlaas
sk o B ciledd o e Luscgall 5538 YY) Jia z(Innovation) L\SaN1 e
& Tidd) edaal) dupns jopail dina il A5 ol ddlall loadl] aoiil saas 3k
L Jady e onslsiSll ) e iy ¥ ISY) . (Bessant, 2020, p. 130
dpandl) Cilucsgall L edlaadl ae Jeliill Bylag (Gageilly (Jlae¥) zilai B lSa)

20



Chesbrough, ) i Cuay daldice Loudlis sje sl  Millg ¢ eDlanll Lilia] dasd
(2022, p. 70

e Asgall 508 ) deojull Llaia¥) 50db :(Responsiveness) dayad) sl o
g Usill 8 .(Christopher, 2023, p. 60) 439 a9 Aoy agilaliialy sDlaal) cililla 4l
B pms e slSally ludiod] Aol Llai 1y U cpa) Qi S s ¢ el
Slack ) eDtaall il o Lanlinl) L) 8 Aialiall Chpriall e il cililaal)
Culiall gl 3o dillady lgilead sads e 830l calissgall of (et al., 2022, p. 100
Aadliall o g0 (e a0y eDleall Lia) auiiSs

drandl a2 :(Organizational Reputation and Image) 4383} \g3)gumg dusiall dracs o
dpcdlil) Sl oly b aged ) Baeal) A5l Akl s Jouad) (g Aiall) 55ealls
Bagal adiaally eDlaall &llja) dnand) Sa3 . (Van Riel, 2022, p. 55 & Fombrun)
ddlradlly A8 ol aadaiod dulal) daacd) i) docall L Aiswgall dudghgag dadladg
il iy Calgal) Juial Cida ) AELSYL cdlail) Aadkall agily ajaty ¢sDlaall (sl
Slasll Gladl & deacssall Sadd AulasY) dadl 5y9all o) -(Aaker, 2021, p. 80)
cagal Jundall HLad) Leleass

il g Uadl gﬁ dondlitl) Bjual) gadad C.’A Bisall Jalgadl .3

A0 dabse ) Lkt (e ) Jelsal) e Aesenes dudll) gaddl ias il

ZECSES

Glelilll Jio dsgall gl Al saall @haally ylgall Jeds sdplalall dalgall o
(el adatill (el cdlladll Ll lleall cdoagiall L sloiSil) cghaaiall 4 a0l
o Gaillg 3lgall s3a . (Hesterly, 2021, p. 215 & Barney) 82gally 5K 4l
el Yinee Gandls Be Gaiat] Jlaindld AL e g Ll Cuaay ¢33l (365 ¢

(a3ai cdana) Gl Aanka Jia Fecpalls Al Cigplll 3 S dmylal) Julpall o
AnglgiCill sl ((agisy (pdliall dac) Audliall as (b Dleall ilalls

Jalgal) 038 5y)a) bl . (Rivkin, 2021, p. 40 & Ghemawat) 4 sSal) Cilasyiillg
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& ¢«(Resource-Based View - RBV) lgall dujlas culylail] oda ) ) e Aedlitl) syl
(8l cdad iy 2))gal deocdall Dl A (1o i dalicad) docadlitl) saal) o (g5
225 ¢ Blaadl 138 < -(Hesterly, 2021, p. 210 & Barney) Jlaiwl ALE e g claxlsi Cuaeay
Galalally cBaaiall clleall 8))a) alaig ¢ jaicdl) Cpeatll A8E Jie (Alladll TQM Siliyles
ugen L@lSlae Cppudliall o Curay Gl Bae oliy b agad B daalaD 3)ga Sl
Jaltsg ¢ eDand) Limy 5315 S (e el ilse alg) Sl oy S 300 ol 5352018
Bl ety celadl)

O ) b Gua dadsill 13 (Stakeholder Theory) daluad) laal diylai 53 LS
Slaall agd o — Gueadhl) daladl Glaal cleldaly @lig o Al Sl
Baad) lld b Lo chanilpul) lgdlal Gass e 508 ST (68— Geaysally (silagalls
(alad Gl ezi h\) Jueall Ao TQM <5 . (Freeman et al., 2018, p. 55) daudlal)
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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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