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Abstract:

The study aimed to identify the role of total quality management in improving the level of institutional performance in the
electricity distribution companies in Palestine. The study relied on the descriptive analytical method, and on the questionnaire
tool to collect the primary data necessary for the study.The study population consisted of all employees of (Jerusalem
Electricity Company, North Electricity Company, Tubas Electricity Company, South Electricity Company, Hebron
Electricity Company), who numbered (2072) employees, (370) questionnaires were distributed in a simple random sampling
method, from which (305) questionnaires were retrieved with a recovery rate of (82.4%), and by relying on the statistical
analysis program (SPSS) the study reached the following results. The reality of the application of total quality management
came with a high degree of approval by (75.72%), the level of institutional performance came with a high degree of approval
by (73.93%), and there was a strong positive correlation between total quality management and the level of institutional
performance, where the value of the relationship correlation coefficient was (0.591), And the existence of an impact of the
dimensions of total quality management (conviction and support of senior management, continuous improvement of
operations, focus on the customer, decision-making based on information) on institutional performance and explain (39.5%)
of the change in the level of institutional performance. The study recommends that the senior management of the companies
under study pay more attention to the application of total quality management because of its ability to have an effective
positive impact on the levels of institutional performance, and work to develop clear, written and announced policies related
to the total quality management system that meet the requirements for obtaining and registering an international quality
certificate. As well as increasing the participation of workers in the decision-making process, establishing a good system of
rewards and incentives, and encouraging joint teamwork and the style of work teams.

Keywords: Total Quality Management, Institutional Performance, Electricity Distribution Companies, Palestine.
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