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Résumeé

Cette étude vise a analyser I’impact de 1’application des principes du management de la
qualité totale sur la performance commerciale au sein de Sonelgaz — Direction de Distribution
de Ouargla, en mettant 1’accent sur trois dimensions principales : 1’engagement de la direction
générale, la gestion fondée sur les données et les faits, ainsi que I’amélioration continue. L’étude
est partie d’une problématique centrale portant sur la mesure dans laquelle ces principes
contribuent a I’amélioration de la performance commerciale de I’entreprise étudiée, dans un
contexte marqué par les transformations organisationnelles et numérigques que connait le secteur

de la distribution de I’énergie.

Afin d’atteindre les objectifs de la recherche, la méthode descriptive et analytique a été
adoptée en raison de son adéquation avec la nature de I’étude, tout en recourant a I’étude de cas
au niveau de la Direction de Distribution de Ouargla. Un questionnaire a été utilisé comme
principal outil de collecte des données auprés d’un échantillon de cadres et d’employés
administratifs et commerciaux. Des entretiens de terrain ont également été réalisés avec
plusieurs responsables. Les données recueillies ont été traitées et analysées a 1’aide du logiciel
statistique SPSS.

Les résultats de 1’étude ont révélé 1’existence d’un effet statistiquement significatif des
principes du management de la qualité totale sur la performance commerciale. L’engagement
de la direction générale et I’amélioration continue se sont distingués comme les dimensions les
plus influentes. Par ailleurs, la gestion fondée sur les données et les faits joue un réle important
dans le renforcement de 1’efficacité de la gestion et ’amélioration de la qualité des services
commerciaux. Les résultats ont également montré que I’orientation vers la numérisation et
I’adoption de systemes d’information modernes ont contribué a accélérer le traitement des

informations et a améliorer la coordination entre les différents services.

A la lumiére des résultats obtenus, I’étude recommande d’accélérer les projets de
transformation numérique, de renforcer les systemes de suivi et d’évaluation, de soutenir les
programmes de formation continue, tout en mettant I’accent sur I’amélioration de la qualité des
services commerciaux et le renforcement de I’efficacité de la performance au sein de

I’entreprise.



Mots-clés : Management de la qualité totale, performance commerciale, Sonelgaz

Ouargla, amélioration continue, numérisation, performance organisationnelle.



Abstract

This study aimed to analyze the impact of implementing Total Quality Management
(TQM) principles on commercial performance at Sonelgaz — Ouargla Distribution Directorate,
with a focus on three main dimensions: top management commitment, management by data and
facts, and continuous improvement. The study was based on a central research problem
concerning the extent to which these principles contribute to improving commercial
performance within the organization under study, in light of the organizational and digital

transformations taking place in the energy distribution sector.

To achieve the objectives of the study, the descriptive-analytical approach was adopted
as the most appropriate method for the nature of the research, while a case study was conducted
at the Ouargla Distribution Directorate. A questionnaire was used as the primary data collection
tool and was administered to a sample of managerial, administrative, and commercial
employees. In addition, field interviews were conducted with several officials. The collected

data were processed and analyzed using the SPSS statistical software package.

The findings revealed a statistically significant impact of Total Quality Management
principles on commercial performance. Top management commitment and continuous
improvement emerged as the most influential dimensions, while management by data and facts
also played an important role in enhancing managerial effectiveness and improving the quality
of commercial services. The results further indicated that digital transformation and the
adoption of modern information systems contributed to faster information processing and better

coordination among the various departments.

Based on these findings, the study recommends accelerating digital transformation
projects, strengthening monitoring and evaluation systems, supporting continuous training
programs, and placing greater emphasis on improving the quality of commercial services and

enhancing organizational performance within the institution.

Keywords: Total Quality Management, Commercial Performance, Sonelgaz Ouargla,

Continuous Improvement, Digital Transformation, Organizational Performance.
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Effectif des Services 19 19 19 19 B 1
Maintsnance Transformateurs
Effectif Direction Technique 4 4 a1 a (] L
Electricité
Effectif Région de Distribution 188 188 188 188 0 s

N R o

M}d\.} @J\#\S\ 1Y) 3&\,33 KAJS Y GS}A.'\ :02 ?EJGA"‘

» Faits Saillants

» Facteurs Clés

» Commercial

Apport abonnés

Taux de Perte

Taux de Rendement

Chiffre d’Affaire

Solde Créances

Délais de raccordement

» Exploitation Electricité

Temps Equivalent de Coupure
Incidente aux 100 Km
Avaries transformateurs
Ouvertures Disjoncteurs
Maintenance

» Exploitation Gaz

Temps Moyens de coupure
Fréquence Moyenne de coupure
Protection cathodique
Sondage Réseau

Délais de réparation

imfﬂév&wg«aﬁ NIN Ser sl

Investissement

* Réalisations Physiques et
Financiéres
Investissement zone d’ombre

Finances et comptabilité
¢ Remontée de Fonds
Plan de Trésoreries

Ressources Humaines

Patrimoine
Parc roulant

Hygiéne et Sécurité sl el
= Ac,tw/a: Ge\«\evoge
Sureté Interne

Juridique

DERP > £ QO«W 5(\“%\\:@%&‘\»& ~Viston?

s e

Inspection

Communication

vV VV VY V VY VY VY YVYY
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SPSS gl cla 3
a1 1 jsnal (Cronbach's Alpha): s, W e :(04) o sl

Reliability Statistics
Cronbach's

Alpha N of Items

.710 4

Item-Total Statistics
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Corrected Item- Cronbach's
Scale Mean if ~ Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
gl01 11.49 3.434 .581 .593
q102 11.00 4.765 .309 .740
g103 11.74 3.608 401 .718
gq104 11.54 2.903 .743 AT72

ciliallg cliladl 331 jgnal:(Cronbach's Alpha) g S Wl datsa :(05) sl

Reliability Statistics
Cronbach's
Alpha N of Items

.710 4

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if ~ Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
g201 11.60 3.012 461 .674
g202 11.34 3.644 451 .676
g203 11.31 3.457 .508 .645
g204 11.60 2.600 .600 577

) (g gnal s Cronbach’s Alpha) ¢leissS Wl Jaaa (06) o Gl

Reliability Statistics
Cronbach's

Alpha N of Items

.826 4

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if  Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
g301 11.46 3.432 .654 779
302 11.54 3.726 .504 .850
g303 11.26 3.255 757 729
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304 11.34 3.703 724

.756

. #1309l s(Cronbach's Alpha) ¢s 8 W dabaa (07) i iala

Reliability Statistics
Cronbach's

Alpha N of Items

.738 4

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if ~ Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
g401 11.74 3.314 .337 .790
g402 11.43 3.076 .596 .647
g403 11.66 2.879 .562 .659
g404 11.54 2.726 .663 .598

JSS b2 Cronbachs Alpha) g S il duna:(08) y ale

Reliability Statistics
Cronbach's

Alpha N of Items

.909 16

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if ~ Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
101 57.43 55.958 .692 .900
gq102 56.94 61.173 .403 .909
g103 57.69 57.104 .514 .907
gql104 57.49 53.434 .855 .894
g201 57.51 57.963 .507 .907
202 57.26 59.844 521 .906
203 57.23 60.417 440 .908
g204 57.51 55.257 .697 .900
g301 57.46 57.491 .617 .903
302 57.54 57.961 .556 .905
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0303 57.26 55.373 .830 .896

304 57.34 58.703 .632 .903
g401 57.49 60.845 .320 913
402 57.17 58.440 .643 .903
g403 57.40 56.718 .709 .900
g404 57.29 58.563 .553 .905

(inash slanyl) i gl slasy) cia i
Lpad i) il Lallld) ;(Frequencies) 4 sial) qudl) g < ) st Jglas 1(09) ad (3l

ouial) -1
q001
Cumulative
Frequency Percent Valid Percent Percent
Valid 1 32 91.4 914 914
2 3 8.6 8.6 100.0
Total 35 100.0 100.0
asladl) (5 glall -2
q002
Cumulative
Frequency Percent Valid Percent Percent
Valid 1 3 8.6 8.6 8.6
2 15 42.9 42.9 514
8 17 48.6 48.6 100.0
Total 35 100.0 100.0
b yadAll &l g -3
003
Cumulative
Frequency Percent Valid Percent Percent
Valid 1 1 2.9 2.9 2.9
2 2 5.7 5.7 8.6
3 32 91.4 91.4 100.0
Total 35 100.0 100.0

(o st 2l Clasian) gl JSI 1y jmall ) a1 luan) laas giall i 3(10) oy (3ale
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Descriptive Statistics

N Minimum Maximum Mean Std. Deviation

vil 35 2.50 5.00 3.8143 .61040
Valid N (listwise) 35

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation

vi2 35 2.25 500  3.8214 56741
valid N (listwise) 35

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation

vi3 35 2.00 500  3.8000 60876
valid N (listwise) 35

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation

vd 35 2.00 5.00 3.8643 .55354
Valid N (listwise) 35

bl a3 il LI il A 1(11) b)) Bale

Tests of Normality

Kolmogorov-Smirnov@ Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
vil 191 35 .002 .930 35 .028
vi2 221 35 .000 .898 35 .003
vi3 .239 35 .000 .839 35 .000
vd .232 35 .000 .883 35 .001

a. Lilliefors Significance Correction

(b il L) Vi) Juladl) cils b
LAl ol AN 9aal (Regression) daswd) (Jadd) jlaady) Jglas 1(11) a) (3ala
(Model Summary) gisalll gadle Jgaa -1
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Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .6902 AT7 461 40651

a. Predictors: (Constant), vil

(ANOVA) ol -2

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 4.965 1 4.965 30.043 .000°
Residual 5.453 33 .165
Total 10.418 34
a. Dependent Variable: vd
b. Predictors: (Constant), vil
(Coefficients) <Slalaal) Jgaa -3
Coefficients®
Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 1.476 441 3.348 .002
vil .626 114 .690 5.481 .000 1.000 1.000

a. Dependent Variable: vd

GHlal) g clibally 50 ) gaal (Regression) duewad) (adld) jlasiy) Jglaa 1(12) a8y 3ala
(Model Summary) gisadl) gadle Jgaa -1

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 4532 .205 181 .50086

a. Predictors: (Constant), vi2

(ANOVA) el -2

ANOVA?
Model Sum of Squares df Mean Square F Sig.

1 Regression 2.139 1 2.139 8.528 .006°
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Residual 8.278 33 .251
Total 10.418 34

a. Dependent Variable: vd

b. Predictors: (Constant), vi2

(Coefficients) <Maleall Jgaa -3

Coefficients?
Standardized

Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 2.175 .585 3.720 .001
vi2 442 .151 453 2.920 .006 1.000 1.000

a. Dependent Variable: vd

el cpewatl) ) gaal (Regression) (il Jlaai) Jglaa 1(13) A, (dala
(Model Summary) gisedl) gadle Jgaa -1

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .6862 471 455 .40868
a. Predictors: (Constant), vi3

(ANOVA) ol -2

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 4.906 1 4.906 29.376 .000P
Residual 5.512 33 167
Total 10.418 34

a. Dependent Variable: vd

b. Predictors: (Constant), vi3

(Coefficients) <Malaall Jgaa -3
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Coefficients®
Standardized

Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 1.493 443 3.371 .002
vi3 .624 115 .686 5.420 .000 1.000 1.000

a. Dependent Variable: vd

(Regression) amiall Lbal) jlaai) Jglaa 1(14) &, (@ale
(Model Summary) glsaill gadle Jgaa -1

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 7742 .598 .560 .36736

a. Predictors: (Constant), vi3, vi2, vil

(ANOVA) ol -2

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 6.234 3 2.078 15.399 .000P
Residual 4.184 31 135
Total 10.418 34
a. Dependent Variable: vd
b. Predictors: (Constant), vi3, vi2, vil
(Coefficients) <alaal) Jgaa -3
Coefficients?
Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 1.370 462 2.967 .006
vil .613 .197 .676 3.111 .004 274 3.651
Vi2 -.342 .190 -.351 -1.805 .081 .343 2.918
Vi3 .385 .146 423 2.633 .013 .501 1.996
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a. Dependent Variable: vd
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