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Abstract:

This study seeks to understand the role of total quality in achieving a
competitive advantage for an organization. We used the Naftal Corporation in
El Oued as a case study model. Total quality management is an effective tool
through which an organization's profits and market share can be increased to
achieve its objectives. In the first chapter, we addressed total quality and the
most important related concepts by presenting total quality and its historical
development, total quality management, its principles, and objectives, and

identifying the obstacles that lead to its failure.

In the second chapter, we discussed competitive advantage, its concept,
characteristics, importance, and the factors influencing it. We also addressed
the relationship between it and total quality management, as well as the role
of total quality management in achieving competitive advantage. Through the
field study, we identified total quality within the Naftal Corporation in El
Oued and its role in achieving a competitive advantage. A questionnaire was
used to determine the opinions of the majority of workers and customers
regarding the extent to which the corporation applies total quality
management. The questionnaire was analyzed using the 26.0 statistical
programs. Sixty questionnaires were distributed to employees at Naftal in El
Oued. We concluded that there is a strong statistically significant relationship
between the study variables: total quality principles and competitive

advantage at Naftal in EI Oued.

Keywords: Total Quality, Total Quality Management, Competitive
Advantage.
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Reliability Statistics Reliability Statistics
Cronbach's N of Items Cronbach's N of Items
Alpha Alpha
.899 5 .880 5
Sp) o el 3g
Reliability Statistics Reliability Statistics
Cronbach's N of Items Cronbach's N of Items
Alpha Alpha
914 6 .824 4
Crbalall a8yl gl Jeo g B3lezs]
Reliability Statistics Reliability Statistics
Cronbach's N of Iltems Cronbach's N of Items
Alpha Alpha
.851 5 .783 4
osend! el el gyl
Reliability Statistics Reliability Statistics
Cronbach's N of ltems Cronbach's N of Items
Alpha Alpha
.923 5 .901 6
W Bdoalt o SR Bod) Jgia b g aay
Reliability Statistics Reliability Statistics
Cronbach's N of Items Cronbach's N of Items
Alpha Alpha
910 6 .934 4
() e Al 3 3aal)  gaa

Reliability Statistics

Reliability Statistics

Cronbach's N of Iltems Cronbach's N of Items
Alpha Alpha
.859 4 .920 23
LAl Bagall gna
Reliability Statistics Cosaall (Alaal

Cronbach's N of Iltems Reliability Statistics
Alpha Cronbach's N of Items
0.964 31 Alpha

0.968 54




tatistics

el (5 sinndl il sl s sl

Cpibasall Qi Gal sall G ) ) il sall Aigall 3 pa)
Valid 57 57 57 57 57
Missing 0 0 0 0 0
Frequency Table
ol gal) Gl
Frequency Percent Valid Percent Cumulative Percent
82 49 86.0 86.0 86.0
Valid i 8 14.0 14.0 100.0
Total 57 100.0 100.0
Ol gall Gy
Frequency Percent Valid Percent Cumulative Percent
45 25 (e i 8 14.0 14.0 14.0
35 125 ¢ 5 8.8 8.8 22.8
Valid 45 .Y 36 o« 25 43.9 43.9 66.7
45 e S 19 33.3 33.3 100.0
Total 57 100.0 100.0
Gl gall palail) (5 glasal)
Frequency Percent Valid Percent Cumulative Percent
g5l 31 54.4 54.4 54.4
il 16 28.1 28.1 82.5
Valid g - siula 8 14.0 14.0 96.5
o583 - yiuale 2 3.5 3.5 100.0
Total 57 100.0 100.0
ol gall i g1 . ginnal
Frequency Percent Valid Percent Cumulative Percent
Solen dale 31 54.4 54.4 54.4
ik 22 38.6 38.6 93.0
Valid
dalias (i) 4 7.0 7.0 100.0
Total 57 100.0 100.0
Ol gall dsigal) 3 80
Frequency Percent Valid Percent Cumulative Percent
il gins 5 g Jil 8 14.0 14.0 14.0
valid s 10 A @l § oo 9 15.8 15.8 29.8
4 20058) 4 11 e 19 33.3 33.3 63.2
i 20 o S 21 36.8 36.8 100.0

Total 57 100.0 100.0




Frequency Table

1
Frequency Percent Valid Percent Cumulative Percent
Valid 8%y (38 50 1 1.8 1.8 1.8
Golse 2 11 19.3 19.3 21.1
e 6 10.5 10.5 31.6
39 30 52.6 52.6 84.2
By 3 50 9 15.8 15.8 100.0
Total 57 100.0 100.0
20
Cumulative
Frequency Percent Valid Percent Percent
Valid By 3l s p 3 5.3 5.3 5.3
Gl e 14 24.6 24.6 29.8
e 9 15.8 15.8 45.6
Gl s 21 36.8 36.8 82.5
By 3 50 10 175 175 100.0
Total 57 100.0 100.0
3
Cumulative
Frequency Percent Valid Percent Percent
Valid Bk (38 g0 g 1 1.8 1.8 1.8
Gilse e 8 14.0 14.0 15.8
REES 7 12.3 12.3 28.1
L p) 29 50.9 50.9 78.9
By (38l ga 12 21.1 21.1 100.0
Total 57 100.0 100.0
4
Cumulative
Frequency Percent Valid Percent Percent
Valid By (38l 5 e 1 1.8 1.8 1.8
Gilse 5 8.8 8.8 10.5
Ul 6 10.5 10.5 21.1
Gilse 32 56.1 56.1 77.2
sy (38l ga 13 22.8 22.8 100.0

Total 57 100.0 100.0




S
Cumulative
Frequency Percent Valid Percent Percent
Valid Bl 3l e 2 3.5 35 35
Gilse e 4 7.0 7.0 10.5
e 7 12.3 12.3 22.8
Gl e 31 54.4 54.4 77.2
Bl (38 5e 13 22.8 22.8 100.0
Total 57 100.0 100.0
6
Cumulative
Frequency Percent Valid Percent Percent
Valid Bl (38 5 2 3.5 3.6 3.6
S e 5 8.8 8.9 125
e 9 15.8 16.1 28.6
G 5 35 61.4 62.5 91.1
315 (38 5 5 8.8 8.9 100.0
Total 56 98.2 100.0
Missing System 1 1.8
Total 57 100.0
T
Cumulative
Frequency Percent Valid Percent Percent
Valid Bl 3l e p 2 3.5 35 35
Gl g 13 22.8 22.8 26.3
REES 12 21.1 21.1 47.4
Gilse 25 43.9 43.9 91.2
Bl (58 e 5 8.8 8.8 100.0
Total 57 100.0 100.0
8
Cumulative
Frequency Percent Valid Percent Percent
Valid Bl 3l e 2 3.5 35 35
8 e e 7 12.3 12.3 15.8
REEN 12 21.1 21.1 36.8
Gl e 27 47.4 47.4 84.2
Bady (38 9 9 15.8 15.8 100.0
Total 57 100.0 100.0
9
Cumulative
Freguency Percent Valid Percent Percent
Valid Bl 3l e 2 3.5 35 35



Gl e 2 3.5 3.5 7.0
e 12 21.1 21.1 28.1
Al g 30 52.6 52.6 80.7
sy (38 9 11 19.3 19.3 100.0
Total 57 100.0 100.0
100«
Cumulative
Frequency Percent Valid Percent Percent
Valid Bl 33l se 1 1.8 1.8 1.8
Glge e 7 12.3 12.3 14.0
e 12 21.1 211 35.1
Gilse 27 47.4 47.4 82.5
By (3 50 10 17.5 17.5 100.0
Total 57 100.0 100.0
1Mo
Cumulative
Frequency Percent Valid Percent Percent
Valid Bady (3l ge 1 1.8 1.8 1.8
Gl e 5 8.8 8.8 10.5
Ha 5 8.8 8.8 19.3
Gilse 32 56.1 56.1 75.4
8y (3 50 14 24.6 24.6 100.0
Total 57 100.0 100.0
120«
Cumulative
Frequency Percent Valid Percent Percent
Valid Bk (3l se p2 3 5.3 5.3 5.3
S e 5 8.8 8.8 14.0
e 12 21.1 21.1 35.1
Gilse 28 49.1 49.1 84.2
Bl (38l 5a 9 15.8 15.8 100.0
Total 57 100.0 100.0




13
Cumulative
Frequency Percent Valid Percent Percent
Valid Bl 3l e 5 8.8 8.8 8.8
Gl e 8 14.0 14.0 22.8
Al 6 10.5 10.5 333
Gl s 25 43.9 43.9 77.2
Bl (38 5e 13 22.8 22.8 100.0
Total 57 100.0 100.0
14
Cumulative
Frequency Percent Valid Percent Percent
Valid By (B8l g0 e 1 1.8 1.8 1.8
Gl g 4 7.0 7.0 8.8
e 9 15.8 15.8 24.6
Gilse 26 45.6 45.6 70.2
835y (39 5 17 29.8 29.8 100.0
Total 57 100.0 100.0
150
Cumulative
Frequency Percent Valid Percent Percent
Valid 8%y (38 g0 g 3 5.3 5.3 5.3
Gl e 12 21.1 21.1 26.3
e 9 15.8 15.8 42.1
L E) 22 38.6 38.6 80.7
Bl (38 9 11 19.3 19.3 100.0
Total 57 100.0 100.0
160«
Cumulative
Frequency Percent Valid Percent Percent
Valid Bady (38l 0 e 1 1.8 1.8 1.8
Gilse e 3 5.3 5.3 7.0
e 10 17.5 17.5 24.6
b 25 43.9 43.9 68.4
By (38 50 18 31.6 31.6 100.0

Total 57 100.0 100.0




1704
Cumulative
Frequency Percent Valid Percent Percent
Valid Bl 3l se 2 35 3.6 3.6
Glge 2 35 3.6 7.1
Ul 8 14.0 14.3 21.4
39 30 52.6 53.6 75.0
By (38 9 14 24.6 25.0 100.0
Total 56 98.2 100.0
Missing System 1 1.8
Total 57 100.0
18
Cumulative
Frequency Percent Valid Percent Percent
Valid = sk Gl se s 2 3.5 3.5 35
B e 3 5.3 5.3 8.8
Hae 7 12.3 12.3 21.1
Gl e 31 54.4 54.4 75.4
83k 3 5a 14 24.6 24.6 100.0
Total 57 100.0 100.0
190
Cumulative
Frequency Percent Valid Percent Percent
Valid 85y (38 e 2 35 3.5 3.5
B e 3 5.3 5.3 8.8
e 5 8.8 8.8 175
e 34 59.6 59.6 77.2
Bady (58 9 13 22.8 22.8 100.0
Total 57 100.0 100.0
20
Cumulative
Frequency Percent Valid Percent Percent
Valid Bl (38 50 2 3.5 3.5 35
G se 1 1.8 1.8 5.3
REENY 10 17.5 17.5 22.8
Gilse 27 47.4 47.4 70.2
Bl (38l 5e 17 29.8 29.8 100.0
Total 57 100.0 100.0




210
Cumulative
Frequency Percent Valid Percent Percent
Valid Bl 3l se 2 35 35 3.5
Glge 1 1.8 1.8 5.3
Ul 11 19.3 19.3 24.6
Gilse 27 47.4 47.4 71.9
a5 (39 5 16 28.1 28.1 100.0
Total 57 100.0 100.0
220
Cumulative
Frequency Percent Valid Percent Percent
Valid By (B8l g0y 1 1.8 1.8 1.8
Gl e 4 7.0 7.0 8.8
Hae 13 22.8 22.8 31.6
Gl s 29 50.9 50.9 82.5
8y (3 50 10 175 17.5 100.0
Total 57 100.0 100.0
23
Cumulative
Frequency Percent Valid Percent Percent
Valid Bk (38 g0 g 1 1.8 1.8 1.8
Gl e 7 12.3 12.3 14.0
e 10 17.5 17.5 31.6
L E) 35 61.4 61.4 93.0
Bl (58 9a 4 7.0 7.0 100.0
Total 57 100.0 100.0
24
Cumulative
Frequency Percent Valid Percent Percent
Valid Bady (38l 50 e 3 5.3 5.3 5.3
Gilse 4 7.0 7.0 12.3
REENY 10 17.5 17.5 29.8
Gilse 31 54.4 54.4 84.2
By (3 50 9 15.8 15.8 100.0
Total 57 100.0 100.0




25
Frequency Percent Valid Percent Cumulative Percent
Valid Bk (38 50 g 1 1.8 1.8 1.8
Glge 4 7.0 7.0 8.8
Hae 12 21.1 21.1 29.8
) 30 52.6 52.6 82.5
Bady (38l 5a 10 17.5 175 100.0
Total 57 100.0 100.0
260~
Cumulative
Frequency Percent Valid Percent Percent
Valid 85y (38 5 1 1.8 1.8 1.8
S 5e 3 5.3 5.3 7.0
e 8 14.0 14.0 21.1
G 5 35 61.4 61.4 82.5
Bady (38l ga 10 17.5 17.5 100.0
Total 57 100.0 100.0
27
Cumulative
Frequency Percent Valid Percent Percent
Valid 8%y (38 g0 1 1.8 1.8 1.8
Gilse e 2 3.5 3.5 5.3
e 6 10.5 10.5 15.8
Gl 5o 33 57.9 57.9 73.7
By (3 50 15 26.3 26.3 100.0
Total 57 100.0 100.0
28~
Cumulative
Frequency Percent Valid Percent Percent
Valid Ay (3l ga j 1 1.8 1.8 1.8
Gilse e 3 5.3 5.3 7.0
e 6 10.5 10.5 17.5
Gilse 29 50.9 50.9 68.4
Ay (38 5e 18 31.6 31.6 100.0
Total 57 100.0 100.0




29~

Cumulative Percent

Frequency Percent Valid Percent
Valid  sady 38 50 & 1 1.8 1.8 1.8
Golse 2 1 1.8 1.8 3.5
ES 4 7.0 7.0 10.5
P 40 70.2 70.2 80.7
a5y (39l 5 11 19.3 19.3 100.0
Total 57 100.0 100.0
30~
Cumulative
Frequency Percent Valid Percent Percent
Valid By (Gl g0y 1 1.8 1.8 1.8
Sge 2 3.5 3.5 5.3
e 6 10.5 10.5 15.8
Gl s 34 59.6 59.6 75.4
825 (39 5 14 24.6 24.6 100.0
Total 57 100.0 100.0
31
Cumulative
Frequency Percent Valid Percent Percent
Valid By (58 50 & 1 1.8 1.8 1.8
B e 1 1.8 1.8 35
Sl 7 12.3 12.3 15.8
Gl e 30 52.6 52.6 68.4
Bady (58 9 18 31.6 31.6 100.0
Total 57 100.0 100.0
32
Cumulative
Freqguency Percent Valid Percent Percent
Valid Gilse 2 3.5 3.5 3.5
e 7 12.3 12.3 15.8
Gilse 26 45.6 45.6 61.4
Bady (58 5 22 38.6 38.6 100.0
Total 57 100.0 100.0




33
Cumulative
Frequency Percent Valid Percent Percent
Valid Gilge 2 3.5 3.5 3.5
e 8 14.0 14.0 17.5
G 5 28 49.1 49.1 66.7
a5y (38 e 19 33.3 33.3 100.0
Total 57 100.0 100.0
340
Cumulative
Frequency Percent Valid Percent Percent
Valid Gilse e 2 3.5 3.5 3.5
e 11 19.3 19.3 22.8
Gilse 27 47.4 47.4 70.2
35 (38 50 17 29.8 29.8 100.0
Total 57 100.0 100.0
35,
Cumulative
Frequency Percent Valid Percent Percent
Valid Gl e 2 35 3.5 3.5
e 7 12.3 12.3 15.8
) 30 52.6 52.6 68.4
a5y (38 e 18 31.6 31.6 100.0
Total 57 100.0 100.0
360
Cumulative
Frequency Percent Valid Percent Percent
Valid 85 (38 e 1 1.8 1.8 1.8
Bl se e 3 5.3 5.3 7.0
e 15 26.3 26.3 33.3
Ghlse 27 47.4 47.4 80.7
5y (38 50 11 19.3 19.3 100.0
Total 57 100.0 100.0




37w
Cumulative
Frequency Percent Valid Percent Percent
Valid Gilge 4 7.0 7.0 7.0
e 10 17.5 17.5 24.6
G 5 28 49.1 49.1 73.7
a5y (38 e 15 26.3 26.3 100.0
Total 57 100.0 100.0
38
Cumulative
Frequency Percent Valid Percent Percent
Valid i (B8 g B 1 1.8 1.8 1.8
2 Gl 2 3.5 3.5 5.3
e 5 8.8 8.8 14.0
G 5 35 61.4 61.4 75.4
G sa Bady 14 24.6 24.6 100.0
Total 57 100.0 100.0
39~
Cumulative
Frequency Percent Valid Percent Percent
Valid Gilse e 4 7.0 7.0 7.0
e 7 12.3 12.3 19.3
G g 34 59.6 59.6 78.9
835 (39 5 12 21.1 21.1 100.0
Total 57 100.0 100.0
40~
Cumulative
Frequency Percent Valid Percent Percent
Valid Gl se e 2 35 35 3.5
e 5 8.8 8.8 12.3
Gilse 35 61.4 61.4 73.7
Bl (38 5e 15 26.3 26.3 100.0
Total 57 100.0 100.0




41
Cumulative
Frequency Percent Valid Percent Percent
Valid i (8 5 B 3 5.3 5.3 5.3
e Gl 4 7.0 7.0 12.3
e 6 10.5 10.5 22.8
e 36 63.2 63.2 86.0
Gl 5o 3dy 8 14.0 14.0 100.0
Total 57 100.0 100.0
42
Frequency Percent Valid Percent Cumulative Percent
Valid e Gl se B2y 2 35 3.5 35
e Gl s 2 35 3.5 7.0
e 8 14.0 14.0 21.1
Gl e 32 56.1 56.1 77.2
G 5e By 13 22.8 22.8 100.0
Total 57 100.0 100.0
434
Frequency Percent Valid Percent Cumulative Percent
Valid o () 5e 2 35 3.5 3.5
REES 5 8.8 8.8 12.3
Gilse 37 64.9 64.9 77.2
G 5 3L 13 22.8 22.8 100.0
Total 57 100.0 100.0
444
Frequency Percent Valid Percent Cumulative Percent
Valid o G se B2y 2 3.5 3.5 3.5
e Gl 2 35 3.5 7.0
e 6 10.5 10.5 17.5
e 33 57.9 57.9 75.4
GAlse B2y 14 24.6 24.6 100.0
Total 57 100.0 100.0
450
Frequency Percent Valid Percent Cumulative Percent
Valid e (38 5 B 1 1.8 1.8 1.8
o 3 se 5 8.8 8.8 10.5
e 11 19.3 19.3 29.8
G 5 30 52.6 52.6 82.5
il se B2 10 17.5 17.5 100.0
Total 57 100.0 100.0




460+
Frequency Percent Valid Percent Cumulative Percent
Valid o G se B2y 2 35 35 35
o (e 4 7.0 7.0 10.5
Hae 11 19.3 19.3 29.8
G 5 26 45.6 45.6 75.4
G g B2 14 24.6 24.6 100.0
Total 57 100.0 100.0
47
Frequency Percent Valid Percent Cumulative Percent
Valid e (38 5 By 1 1.8 1.8 1.8
e Gl 3 5.3 5.3 7.0
e 7 12.3 12.3 19.3
Gl e 28 49.1 49.1 68.4
G 5e By 18 31.6 31.6 100.0
Total 57 100.0 100.0
w48
Frequency Percent Valid Percent Cumulative Percent
Valid o (s 3 5.3 5.3 5.3
REES 7 12.3 12.3 17.5
Gilse 27 47.4 47.4 64.9
G 5 3L 20 35.1 35.1 100.0
Total 57 100.0 100.0
490«
Frequency Percent Valid Percent Cumulative Percent
Valid o G se B2y 2 3.5 3.5 3.5
e Gl s 6 10.5 10.5 14.0
e 3 5.3 5.3 19.3
G 5 25 43.9 43.9 63.2
Gl se B2y 21 36.8 36.8 100.0
Total 57 100.0 100.0
50«
Frequency Percent Valid Percent Cumulative Percent
Valid e (38 g By 2 3.5 3.5 3.5
o2 3 se 7 12.3 12.3 15.8
Yoo 9 15.8 15.8 31.6
e 22 38.6 38.6 70.2
G 5o 3y 17 29.8 29.8 100.0

Total 57 100.0 100.0




51
Frequency Percent Valid Percent Cumulative Percent
Valid o (38 e 11 19.3 19.3 19.3
Al 9 15.8 15.8 35.1
Gl 5o 26 45.6 45.6 80.7
G 5o B 11 19.3 19.3 100.0
Total 57 100.0 100.0
52m
Frequency Percent Valid Percent Cumulative Percent
Valid D (38 5 B 4 7.0 7.0 7.0
o (s 8 14.0 14.0 21.1
e 12 21.1 21.1 42.1
e 21 36.8 36.8 78.9
Al se B2 12 21.1 21.1 100.0
Total 57 100.0 100.0
53
Frequency Percent Valid Percent Cumulative Percent
Valid e Gl se B2y 2 35 3.5 35
e Gl 6 10.5 10.5 14.0
e 13 22.8 22.8 36.8
Gl e 26 45.6 45.6 82.5
Gl se B2 10 17.5 17.5 100.0
Total 57 100.0 100.0
54«
Freqguency Percent Valid Percent Cumulative Percent
Valid o G se B2y 1 1.8 1.8 1.8
o2 3 se 6 10.5 10.5 12.3
REES 10 17.5 17.5 29.8
G 5 25 43.9 43.9 73.7
G 5o 3y 15 26.3 26.3 100.0
Total 57 100.0 100.0




One-Sample Statistics

Std. Std. Error

N Mean Deviation Mean
1o 57 3.61 1.031 137
20 57 3.37 1.190 .158
3o 57 3.75 1.005 133
4 57 3.89 920 122
Sus 57 3.86 972 129
B 57 3.63 .899 119
I4st 57 3.32 1.038 137
8- 57 3.60 1.015 134
9um 57 3.81 915 121
100 57 3.67 970 128
110 57 3.93 923 122
12 57 3.61 1.031 137
130 57 3.58 1.238 .164
140 57 3.95 .953 126
150 57 3.46 1.181 .156
160+ 57 3.98 .935 124
170 57 3.89 .958 127
18- 57 3.91 .950 126
190 57 3.93 923 122
200 57 3.98 935 124
210 57 3.95 934 124
220 57 3.75 .892 .118
230 57 3.60 .863 114
24 57 3.68 1.003 133
250 57 3.77 .887 117
260 57 3.88 .825 .109
270 57 4.04 .823 .109
280+ 57 4.05 .895 119
290 57 4.04 .706 .094
300+ 57 4.02 .813 .108
31l 57 4.11 817 .108







