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Abstract:

This study aimed to identify the impact of the application of the total quality
system on the improvement of services quality in the Algerian Telecom
Corporation. A questionnaires was conducted on a sample of 160 employees of the
Algerian Telecom Corporation, 132 valid questionnaires were retrieved for
analysis. Appropriate statistical methods were used to analyze the study data and
test their hypotheses using the SPSS program, namely, arithmetic averages and
standard deviations, alpha-Kronbach coefficient, (t-test), uni-variance analysis,
Pearson correlation coefficient, and simple linear regression analysis.

The results of the study showed the following:

e There was an average positive correlation (0.625) between the application of
total quality system and the services quality, where the degree of correlation was
moderate for each of the following dimensions of the total quality system:
leadership, management of information systems, human resources, customer
focus, while the degree of correlation was weak for each of the following
dimensions: quality of outputs, strategic planning, operations management.

e There was also an impact of the application of the total quality system on the
quality of services of the Algerian Telecom Corporation at a significant level
(0<0.05).

e Statistically significant differences were found at the significance level(0<0,05)
in the perception of respondents to the application of the TQS due to the following
demographic characteristics: (job title), while there are no significant differences
for (gender ,age, educational level and years of experience).

e There are statistically significant differences at the level of (0<0.05) in the
perception of the respondents to the quality of services due to the following
demographic characteristics: (age, job title, gender and years of experience,), while

there are no significant differences for: educational level.

Keywords: Total Quality System, Quality of Service, Algerian Telecom
Corporation.
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