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Abstract

This study deals with the impact of the application of total quality
management on the performance of laborers of service corporations,
taking the National Corporation of Electricity in Shendi town during the
period 2007 — 2013 as a case study.

Research problem is represented by knowing the problems and obstacles
that hinder the application of total quality management in service
corporation and hence these corporations cannot choose the suitable
strategy to produce their services and that will lead to the weakness of
their performance, and also knowing the impact of continuous
improvement of the processes inside the corporations on performance
level.

The importance of the study is implied by the fact that total quality is a
mean of improvement and development of the general performance
inside the corporation, and its application requires a shift from
traditional management to values and concepts of work which
concentrate on improvement and development of the quality of services
to a achieve the satisfaction of beneficiaries with their services and
enable workers to apply modern managerial concepts which are involved
in total quality management.

The objectives of the study are: to be aware of the most important
concepts and processes in the corporation and attaining a comprehensive
view of the strategy, as well as studying the impact of total quality
management on the performance of workers of the National corporation of
Electricity.

The hypotheses of the study are confined in: There is a relation with
statistical significance between the application of total quality
philosophy and customer satisfaction. There is a relation with statistical
significance between the continuous improvement of the managerial
activity and the level of performance and efficiency. There is a relation
with statistical significance between giving incentives to workers and
the increase of productivity.

The study used a number of research methodologies: The descriptive
methodology, historical methodology and statistical methodology.
The most important results of the study are:



-The satisfaction of the top management and its material and moral
support to total quality management will help in the success of its
application.

- Participation of workers in decision — making and setting of plans and
policies will lead to the generation of the spirit of loyalty of all workers
and hence raising the level of their performance.

- The availability of good and comfortable internal environment enable
workers to perform their duties in good manner full satisfaction and this
will be reflected in the quality of their performance.

-Dealing with customers’ suggestion and complains with complete
transparency and receiving them with high spirit strengthen the centre of
competition of the corporation.

The recommendations of the study are:

- Improvement of work relations among workers and the corporation
through clear responsibilities and authorities.

-To work with team — work spirit to attain high level of the quality of
services which necessitates opening communication channels between
the boss and his subordinate to achieve the objectives of the corporation.
- The necessity to stress the concept of occupational performance
improvement and considering it among the basic strategies of
management.

- To be able to know the motives and wishes of workers of the
corporation so as to make use of them to apply the total quality
management with efficiency and effect.
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