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The Effect of Applying re—engineering of the compensation
function in achieving organizational excellence

A field study on employees of "Orange Egypt' Telecom Company
Abstract:

The study aimed to evaluate the impact of re-engineering the compensation
function, as one of the functions of human resources, to demonstrate its role in
achieving organizational excellence according to the European EFQM-2020
model. Individually, the results concluded that there is a direct positive effect of
statistical significance for re—engineering the compensation function on
organizational excellence.

In light of the results reached; the study recommended an executive work
program, establishing a unit in the Quality Assurance Department, which is
responsible for taking measures to qualify the company to obtain the European
Excellence Certificate, especially since the company meets the requirements
for obtaining the certificate. The study also recommended the Egyptian
Ministry of Communications to oblige telecommunications companies operating
in the Arab Republic of Egypt to obtain the European Certificate of Excellence
as part of the plan to develop the Egyptian telecommunications sector (2030).
Keywords: re—engineering, compensation function, organizational excellence,
European excellence model, Orange Egypt, human resource functions,

orientation excellence, implementation excellence, results excellence.
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Business

Determine Process \Enab[e

Jobs and Values and
Structure Belief
Management
and
Measurement
Require System Induce

(The Business System diamond: (Hammer and Champy 1993)) (Y - ) a3, J<&

Source: (Serri, 2020)

Hammer and Champy 744 (wlida

Business Process Re-engineering

Complete |incomplete

Is the template for documenting administrative processes designed?

Have the department or departments involved in the process been
identified and the people inside or outside these departments?

Have those concerned with the process been contacted to meet with
them and determine the place and time for the meeting?

Has the idea and the main objective of the reengineering process been
presented, and the documentation of the process to be reengineered
reviewed with them to confirm the steps that the process goes through
before reengineering?

Have the processes and steps of each process been drawn using the
illustrations programs?

Have new goals and performance measures been set?

Was the systematic re-design of operations (deletion, simplification,
merging, automation)?

Have the needs of the new process been identified in terms of changes
in the system, programs Computerized, financial requirements,
administrative requirements, and human requirements?

O oo O oOo0od
O o000 O O00g
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Job & Structure Complete (incomplete

Does the job have clear responsibilities and work procedures?

Does the job provide opportunities for creativity and innovation at work?

Does the job allow participation in decisions?

Does the job provide opportunities for professional growth?

Does the job provide opportunities to exchange information and
experiences?

Is the company redesigning work in order to accomplish tasks efficiently

Has the organizational structure been changed from the horizontal to
the vertical hierarchy?

Does the organizational structure reflect the number of jobs actually
required?

O\0/0|0|0000
0000|0000

Management & Measurement system Complete (incomplete
Does the organization provide a work environment with a legal
framewark that governs labor relations?
Does the organization's management system depend on internal
policies to manage work tasks based on planning goals?
Does the organization rely on strategies to reduce conflicts within the
work environment in order to achieve protection for workers?
Does the organization set goals for each department and what
determines the evaluation of performance results?
Does the organization apply performance appraisal systems to all
employees without bias?
Does the organization rely on performance appraisal systems and
incentives based on performance and the extent of the mission in
achieving the planned goals?
Are the salaries paid to workers commensurate with the responsibilities
of the job level?

OO o0O0oooo
OO o00oooo

Values & Belief Complete |incomplete
Has the organization paid attention to establishing institutional values of
integrity?
Does the organization work to harmonize the personal goals of the
employees with its organizational goals?
Does the organization follow the language of dialogue in resolving
disputes at work?
Does the organization follow a system based on managing cultural
diversity?
Does the organization follow a system based on non-discrimination in
terms of gender, color, beliefs or religions?
Does the organization provide a work environment based on integrating
workers and encouraging the building of teamwork teams?

O|0|0|0|0|0
O|0|0|0|0|0
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THE HOLISTIC APPROACH TO ENABLING
BUSINESS PROCESS REENGINEERING

Maderating Moderating

Vatiable vanahle
STRATEGY HUMAN RESOURCES
Corperale, Info. tech., Performance measuramant,
Operational, Hiring, Job definition,
Socio-Technical, Roward, Tralning, Conlral

__Imm Nﬁ i Varlabie
INFORMATION | . et REENGINEERED
 SYSTEMS & & T «ENABLES " _ BUSINESS -
TECHNOLOGY | . PRGQESS‘ES :
'_E. _;ilf-_:j__it;'u__ o %%w 6("1 _Eaaﬂed Customer
nd user com
Uaer friendly r:ﬂ.wgra Battar Quality
Client-server Architeciure " & Lawer Cost
EDI & Networking Shorler Lead Tima
Mobite & wirslens comp. SMC/LEADERSHIP ORGANIZATION Increased Market share
Application Development Shareholders, Financial, Structure, Culture, Mew Praduct
Database Management Top Managament, Empowered employees, devalopment
Multimedia, Scanners Customers, Suppliers, Workgroupa, Work flows. Improved employes
Groupwars, Imaging Procadures, Paliciaa Virtual-teamafcorporation aatisfaction
Expart systama oG Wiiaes Improved sficiency
+ many othera \ariatie Varabie
(Gillot ) Figai (¥ —Y ) ad) J<&
Source: (Serri, 2020)
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[1- PROCESS: |

a) Which process(es) was recngineered and why was it selected for reengineering?.
B How was the reengineering effort carried om?

|2- ROLES and LEADERSHIP: ]

aj What role did you serve in the reengineering initiative?

by Who were the leaders of the reengineering initiative?

¢} Comment on the leadership rofe of managemennt in the reenigineering effort.

d) Describe leader behavior and actions, during implememation of the BPR efforr.

|3- STRATEGY:

a) Whai caused your departmerit, or firm, to initiate a reengineering effort?

b Whar if any, technofogy (ies) made ir possible 1o initiate reengineering?

) Could the reengineering have occurred without the frechnology?  Explain.

d) What policies (company level department level) were changed because of the BPR
efforr?

[4- CUSTOMER: ]

a) What cusiomer {internal. external) issues were considered in this BPR effors?

b) What effect did reengineering have on internal or external customer satisfaction as a
resitlt of the reengineering effort? How is satisfaction measured?

o) How is satisfaction measired?

d) Did reengineering create greater flexibifity in providing a service fo vour cusiomer?
If so, how?

is- EFFECTS OF TECHNOLOGY: |

a} FWhar (if @) rechnolomy changes took place as a result of BFR?
B} Describe the effects of rechnofogy and reengineering efforis on communicarion ard
on the work ermvircmmeni.

[6- CULTURE OF THE FIRM: ]

a) Describe the sense of ownership on the part of emplovees as a resulr of
reenginesring.

&) Did reengineering have an impacr on the behavior of emplovees? [f 5o, explain.

[7- HUMAN RESOURCES: I

a) Has your job function been redefined as a result of reengineering? If so, fow?

b} How have performance appraisal and the reward system been affected by the BPR
fnitiative?

¢} Whar sorr of changes in the Organizational strucinre of the firm resulted from the
regngineering initiarive?

Source: (Serri, 2020)
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Operation

Internal External
= Tools = Data captured
= ethods * Analysis
* System design * Goals
= MMeasurements = Geographical
= Metric selection coverage

= Marketing plan

1

* Compary size

+ Relation and integration
» Product

= Soope

« stakeholders

Information Technology

+ [nformation

* Applications

* Metwork

* Hardware

* telecommunica

tions

Organizational factors Individuals
» Strategy Business process Re-engineeri -
 Structure # P g "6 l— ¢ Training
* Culture i * Empowerment

+ Continuous education
* Self-censorship

( Business process Re-engineering (Gunasekaran et Kobu-2007)) (¢ —Y ) ad; J<&
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(Gunasekaran et Kobu) 3 sad (ulsba

| Organaizational Factors |

| The organization seeks to focus on strategic objectives that contribute to achieving excellence. |
| |T0tal ly agree | | agree | | '\la{:g;zr | | disagree I_lTotaII\;r disagree
nor
disagree

The organization translates the strategy into implementable programs |
|_|T0ta||)|r agree |_| agree |_| Neither |_| disagree |_|T0ta||).r disagree
agree
nor
disagree

organizational structure been changed from the horizontal to the vertical hierarchy |
|_|T0tallyr agree |_| agree |_| Neither |_| disagree |_|T0tallyr disagree
agree
nor
disagree

organizational structure reflect the number of jobs actually required |
|_|T0ta||)|r agree | | agree |_| Neither |_| disagree |_|T0ta||).r disagree
agree
nor
disagree

organization follow a system based on non-discrimination in terms of gender, color, beliefs or religions |
|_|T0ta||)|r agree |_| agree |_| Neither |_| disagree |_|T0ta||).r disagree
agree
nor
disagree

organization follow a system based on managing cultural diversity |
|_|T0ta||)|r agree |_| agree |_| Neither |_| disagree |_|T0ta||).r disagree
agree
nor
disagree

| The organization manages employee relations through a set of internal policies Aiming to carry out work tasks successfully |
|_|T0ta||y agree |_| agree |_| Neither |_| disagree |_|T0tal|y disagree
agree
nor
disagree

In performance, the organization relies on building and preparing teamwork teams |
|_|T0ta||y agree |_| agree |_| Neither |_| disagree |_|T0tal|y disagree
agree
nor
disagree

The organization focuses on specific market segments according to the objectives plan |
|_|T0ta||)|r agree |_| agree |_| Neither |_| disagree |_|T0ta||).r disagree
agree
nor
disagree

The organization seeks to achieve the interests of shareholders |
|_|T0ta||)|r agree |_| agree |_| Neither |_| disagree |_|Tc|tal|)|r disagree
agree
nor
disagree

The arganization follows policies of transparency, integrity and disclosure towards shareholders |
|_|T0ta||3.r agree |_| agree |_| Neither |_| disagree |_|T0ta||).r disagree
agree
nor
disagree
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Operation

Organization provides employees with the needed tools to implement new operations

|_|T0ta||3.r agree |_| agree |_| Neither |_| disagree |_|T0ta||y disagree

agree
nar
disagree

Organization takes in consideration the feedback regarding new operations

|_|Totat|l3.r agree |_| agree |_| Neither |_| disagree |_|T0ta||y disagree
agree
nor
disagree

Organization provides the required support to perform new operations

|_|Tota||y agree |_| agree |_| Neither |_| disagree |_|T0ta||y disagree
agree
nor
disagree

Organization provides employees with the needed tools to implement new operation

|_|T0ta||3.r agree |_| agree |_| Neither |_| disagree |_|T0ta||y disagree
agree
nor
disagree

Provide the necessary infermation and data

|_|Totat|h.r agree |_| agree |_| Neither |_| disagree |_|T0ta||y disagree
agree
nor
disagree

Complete all transactions quickly and accurately

|_|T0ta||3.r agree |_| agree |_| Neither |_| disagree |_|T0ta||y disagree

agree
nor
disagree

Responding quickly to customer complaints

|_|T0ta||3.r agree |_| agree |_| Neither |_| disagree |_|T0ta||y disagree
agree
nor
disagree

Administrative processes are designed according to the requirements of the current need

|_|T0ta||3.r agree |_| agree |_| Neither |_| disagree |_|T0ta||y disagree

agree
nor
disagree

The goal of changing administrative processes is to achieve substantial performance results

|_|T0ta||3.r agree |_| agree |_| Neither |_| disagree |_|T0ta||y disagree

agree
nor
disagree

The organization works to completely review the administrative work regularly

|_|T0ta||3.r agree |_| agree |_| Neither |_| disagree |_|T0ta||y disagree

agree
nor
disagree

Preparing a procedural manual that explains the steps of the operational processes

|_|T0ta||).r agree |_| agree |_| Neither |_| disagree |_|T0ta||y disagree

agree
nor
disagree




dyslsPl Sl dlxo dpls3l pglell Silsludl deeyslsi
Pere ol (G sssdl (e s3lo LI sloeoll ssohilly Esgzedly Ol Liniawsdl 350

| Information Technology |

| The work within the organization is based on the use of appropriate technology for the change process |
| |Tota| Iy agree | | agree | | Nﬁ‘::zzr | | disagree | |Totally disagree
nor
disagree

| Technological development contributes to the success of the change process within the arganization |
|_|Tcnzall';.r agree I_I agree |_| Meither |_| disagree I_ITotaIIy disagree
agree
nor
disagree

Advanced technology contributes to assisting management in making decisions with high efficiency

|_|Tcnzall'3.r agree |_| agree |_| MNeither |_| disagree |_|Tc\tallyr disagree
agree
nor
disagree

Information technology helps speed up the circulation of information between different administrative levels
I ITotaIIy agree | | agree I I MNeither I I disagree | ITc:nI;aII).r disagree
agree
nor
disagree

The use of information technology contributed to the redesign of the administrative and operational processes
I ITc|taII‘3.r agree | | agree I I Meither I I disagree | ITc\taIIyr disagree
agree
nor
disagree

Change processes are supported by advanced technologies and equipment
|_|T0tally agree |_| agree |_| MNeither |_| disagree |_|Tc:ntal|).r disagree
agree
nor
disagree

| Individuals |

| The organization works to mitigate resistance to change in the employees I
| |Totally agree | | agree | | Nﬁz:’;zr | |d|'sagree | |T0tal|y disagree
nor
disagree

| The organization provides training and skills development programs for employees |
|_|Totally agree |_| agree |_| Neither |_| disagree |_|T0ta||y disagree
agree
nor
disagree

The organization encourages cooperation among employees and the development of teamwork
| |Tctally agree | | agree | | MNeither | | disagree | |Total|y disagree
agree
nor
disagree

The organization encourages the empowerment of workers and the delegation of powers fully
| |T01:a|lyr agree | | agree | | MNeither | | disagree | |T01:a||3|r disagree
agree
nor
disagree

The organization supports the circulation of expertise through continuing education and training programmes
| |T01:a|lyr agree | | agree | | MNeither | | disagree | |T01:a||3|r disagree
agree
nor
disagree

The arganization works to reduce internal control and develop self-control methods I
|_|Tctally agree |_| agree |_| MNeither |_| disagree |_|Tota||y disagree
agree
nor
disagree

Source: (Gunasekaran, 2007)
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Technology

* Technical capabilities
* Improves performance
* Reduce Costs

* E-business Methods

* Organizational Structure

Business Process * Incentives Policy
* Working Procedure

* Organizational Flexibility

Organization

Human Resources

» Employee's Carear Path
* Training

» Attract high Knowledge Re-engineering
* Empowerment

Business process Re—engineering( Jang ) zigai( © —Y ) ) J<&

(Blokdyk, 2019)
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Paragraphs

Degree

Strongly
agree

Neither agree
nor disagree

Strongly

Agree
d disagree

Disagree

Organizational Dimension

The organizational structure is designed in line
with the requirements of the HR reengineering

Jobs within theOrganization are characterized
by the flexibility to adapt to new changes

TheOrganization seeks to adopt new
organizational structures

Looks at the current working procedures that
do not hinder the introduction of any new

The organizational structures include clear
incentive programs to encourage creativity

Human dimension

TheOrganization administration seeks to
rethink the basics of work to move away from
routine

TheEmployees are convinced of the
importance of implementing theQrganization 's
career path management programs

Employees are proficient in dealing with
various software and systems used in human
resource management {(Moodle and Progress)

TheOrganization administration seeks to
attractEmployees with high knowledge

Technological

dimension

TheQrganization 's technological capabilties
contribute to supperting the jobs it exercises

Available technology improves performance

E-business methods are used to reduce costs

Employees are trained to use electronic
methods (videoconferencing, distance
education ...) to benefit fram them at no cost

Source: (Blokdyk, 2019)
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Human Resources Practices Re-engineering

L * Training

* |ncentives and rewards
' Flexibility of change
*  Team spirit

* technological infrastructure
"I Information circulation
* Reshaping jobs

I

Organizational Revitalization

_—»|® Reshaping the organizational
structure

Reliance on self-censorship
Creating new jobs

A pdal) 3jlgall Caillhg dutia Bale) zigai (1 = ¥) A8, (JS&

Source: (Cheng, 2023)
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(Cheng, 2023) Zzd.gad (ulila

Degree
Paragraphs Strongly Agree Nenhe:r agree
agree nor disagree

Strongly

Di
e disagree

The re-engineering process aims to make radical changes to the
organizational structure of the Human Resources Department

The re-engineering process aims to reduce the control and
supervisory levels and rely on the self-requlatory methad

The re-engineering process aims to remove barriers between
administrative levels and facilitate communication processes for
speedy completion

The organization provides the necessary financial investments for
the application of information technology

Organizational Dimension

The organization contains employee concerns about the change
in the nature of work in preparation for the process of business re-
engineering

The organization adopts the feedback and suggestions of the
employees during the training on re-engineering the human
resource functions

The organization aims to improve the operational performance of
employees

The organization provides operating flexibility to work while re-
engineering

The organization provides a clear vision of performance with
defined roles and planned results for the re-engineering process
The organization distributes incentives, rewards, and work
assignments according to levels of operational performance,
specialization, and competence.

Human dimension

Functional changes are aimed at enhancing the team's work
perfarmance

Information technology ensures the rapid circulation of information
between the administrative levels within the organization

Information technology contributes to the redesign and job
descriptions

The process of re-engineering the compensation function aims to
create and innovate value-added jobs

Technological dimension
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S Bale)' ga cadatill aad) o e ddipan 3 adic) cus (Cheng, 2023) agxe Cibid] 34
DAl L) e slaeYly aulil cbigiad) Jidig ¢ saas Caillag cilaatiuly ¢ oadaiill (Ssgl
1 (il axl)

lsall gl duarigh sale) dadae 55 4 o aslsi€ll aed) Gyt e ciladall caan) i
b oyl

(Esin, REENGINEERING OF HUMAN RESOURCES  iuly iy Cus
PROCESSES AND IMPLEMENTING HUMAN RESOURCES INFORMATION
sles 41, SYSTEM TO IMPROVE MANAGEMENT DECISION MAKING, 2020)
ot il adlsSll Jeal) dlee Lo Gaby Chger A Clilonl) L) Cony Cam il dglec

c ol cillee gk A L Jgall/ e laa¥) dealsill il [ Clisaydl o sle

Hle 4l G Jeaill 55, g8 agle€all a2l Cayes & (Ruschitskaya, 2021) 3 g
" gAY AUl ) gl Uil e Lebigat i Ciger S Adadil) cillaadl aans ' e
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Y anlal aUal e dabsdll blesl) sl ile] " anpas 4 (Cheng, 2023) i
Aalee 0T e Lo say ¢ gl dBdy olY) Aoy acmy IS8 ¢ g Sy alall ) Al
n ."'...S\

s il gail) ddds g dudin Bale Y AlaY) ciy jadl)

o Gkl Ayla¥) Glblaall daxia sale) doleal lgapat 23 Sl A0DAY) Glajaal) (e clla
o dapdall 3)lgall 5ylal Caillag

Ja) ar Whak,dd) olsdl Caillay duvia sale) dlac (yousef, 2021) dulyy ciéje @
gall Cuyig cllaluy Gldgine o dlady Ly cahatll dSiel) o dojda ity Glinwas
o bl el okl AUl L g3l aladiad e 1)l macand ¢ aodail (55l

gl e eDlhnes Jial clileal) ana sale) ' il Lgasyes (Alamer, 2020) duly ciivg
oma bl (B (s (el o Bacluall Gatlagall cupig ¢ Clagledl) by gudaiy ¢ adanl
" agbadl) llead)

Msall Bl il 8 dpda Shaas Glas) 1ol leapas (Y ola) Al bl
LasloiSaly bidYly ¢ oM apbaiill il ehale badill Cllead) Gwe o 4yl
- Gpidagll Slajleall elal Ayl yglail ¢ gyl peaiall Cuyig ¢ AP

ellyg dbaiall Gilleall o il 8 (g3a juud Glaal 1 Cap i(Lee, 2023) il g
Pha e dabaiall pughaig ¢ ((dasll Bi eling lsally capnill ) P (e ¢ () 2yl gl
sl olaill aladtiay ¢ (LA LB i mexiy ¢ saaa (g Glaaialy i sal)
(daaslesall Caillaglly ¢ Glaglaal) Jglat alas ¢ duagloiSal) dall) (e 0sSall
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s il Saalll o ggda
Gilbaats aa adlgd (s ¢ Gleaall sanatie ISAN ¢ ddgall dplaadY) cdasall Heell LS
O e SRS Jgat ¢ Bauas Auly) Al mgnn o Lgalet haaaly olill cual) 13) culalaiall
Ll ) Ao €l I Aalal 2l e 3Kl ey e gSall Jl) Gy ) gald) Jl)
Gleadll & el e 55l ) desial) claially ilesall sasall Ao 2Kl ey ¢ dunlally
Goaxiy Saaill mes A plhaadll jskig ¢ sagal) mllaas jek Blhid) 138 ey dediall Cilaiiallg
. Bpaall dailiad lgia < 3l i (Allg Auagye¥ly ¢ Anbillly ¢ Aa¥) G L Goyladll

Malcolm Baldrige (sS3 %) Sxaill 73 gad

S5 ol (ggianall o Bagall Gt moalls 03 VAAY ale & Kl GoaisSll s
T gardn Al leaddly colaniall 8aga (pwad e Glalaiall 48 g @\;.J.'} ) g
lea sae aaity AKaY) saaial)l GLYIL LinglsiSilly cilivalsall a5l agaal) a8 (5l 120
.National Quality A ward Malcolm Baldrige |gle sl jall

Baldrige criteria for performance excellence framework:

a systems perspective

Organisational profile:
environment, relationships and challenges

2 5
Strategic Human resource
planning focus
1 + E A rf
Leadership ; S L 4 A Results
Focus on patients, Proiess
other customers
g e e management

4
Measurement, analysis and knowledge management

Baldrige criteria Performance Excellence (V - ¥) a8, J<&

Source: (Johnson, 2021)
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50 el S e 3 gall) Lgde 35 40 AN julaal)
Visionary leadership gl @l salall [
Client- deriven Excellence (wall cibie) dnl e aaiwdd) juall X
Personal and organizational learning wﬁ.ﬂ\} el alail) ]
Appreciation of employees and partners :I<,ally cplalall g [X]
organizational agility dalanl) 48Ls ) [X]
Focus on the future sl Ao S5l [X]

creativity and innovation Management l<uyly ¢lay) Caags )Y

Management investing in facts 3ilaall 5)lay) i)

Sensing Responsibility and citizenship dik)gally dalall L gial) Hladinw)

Focus on results and value creation dwdll 3liy il Je 585l

Adopting approach management )3y Sl 8 alaill Jaae = g
Malcolm Baldrige (5 »4¥) 33a3l) 73 gad (uliba

il A ol i dulee IS (e ¢ Bl dadiiall ilaliiall (s b 7 3gaill ulea Jiamiy

S AaAilU ol - v L
Ferto 3 s elle $ 5 ®
/ :
Category Points
1. Leadership 120
2. Strategic Planning 85
3. Customer Focus 85
4.  Measurement, Analysis
and Knowledge Management 90
5.  Workforce Focus 85
6 Operations Focus 85
7. Business Results 450
Total 1,000
This score measures the performance
excellence maturity of your organization. -
Performance Excellence Scoring (A — ¥) a8, &
Source: (Johnson, 2021)
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Gila Aol il Gl il sug ddle Sl s Gila pulal e Gl a2 Gus
¢ S uaill )l o sSlle B3l e

TaM  Adalid) 33 gal) 773 gal

Labiiall Ly ast dilee (e Bilae dlolill sagall 50 o)) (Anderson & Lau, 2017) Lix LS
Clelally B3I e IS Ealall hydl) (pe Balisa¥) (DA e JlaeY) Sl Caags Slan IS
i) Glaglaalls alipully desll 32 DA (e paine JS50 L) 3alyyy B35l o]
t ) dgandl PA e Cpail) Gl (Sag ¢ dadiall & agl) Jleel BS Ga alial

alalid) 3 gall L.Q:u-ﬁ yp.ﬂsé( \—Y)JJ.\A

Ll 5101 35 Ly Budll ey () Aalall
e culalally
Oulalel) gaan g3 Japia 50l A gl
Al Sl faal) xaes SR
sagall Al Rind b ol Bpht s | ppmendig Colalally oLyl

ket By Al

Aalatall oy wilaal gaay

zalsall

A endiadl Ll e Jaad)
Agasdarll ZEN

Source: (Anderson & Lau, 2017)

dLaLE)) 33 gal) julaa
Strategic Planning  suljiny! Jayaasl)

Commitment and support of senior management Lixll 5)l2Y) acag of3l)

Focus on the customer  Juall o S5l

continuous improvement <l (sl

Make decisions based on facts  ilall (il Ao cl)jal) dlas
training and development  ,slilly (il

building-teams  Jaall 35 ol

Define quality standards gl (uld jules 2aad
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Employee reward Ll slls
Empowerment and participation of employees  jlilall 4<)Ling (S
Feedback a..<all 43z

/ ol il hlasall \
/_ Bals 3y eSlanll Lia \ .-
TR PO TN S B |
R [ A Ay
A5 0 Ay ) B
e iy Ll - S Cilala
Haalamll Calaa¥) Gaad Ll Eilallaia
Llle 5eliS s Saall
Al 5yl sall 5 Calalall 3515
sl RRR e
dacaall Aaasll B2 e
\__ ) '
\ \ ! /
-------------------- !----------------ﬂ

AlaLad) Bagad) AUA3 Jas AT (4 = ¥ ) 8, (<&
Source: (Anderson & Lau, 2017)

: Deming Prize for TQM  Z=itadd b Jla

Masl U e V400 ple G50 b 4l dagall eeall (335 DemIng alge JlaS) ey 85l Ganls &
e3¢l Jlac) Koyanagi Kenichi alssyl 5)la) jaae =581 3 JUSE LU Gacnigally slalall
'Deming’ ~uls s5lal) Cuew 3y GLLY b 5asal) ddadil & aliiall olail) aunily 4ilelguds
CalSs 5Alal) o3a SlatY) o lall Gllh By ¢ LU Aings b ailalguds s3sen e Al Dotk
p o liiaat A ) anidig AnlaY) Lk jloas 2815 0L \gias,

-

Deming Prize for Individuals i mivas sila .

bl 5 TAM by 6 dacaly clelgas) Jgand cpdl) pala dB mia st 5ila 29
TQM. lhf 8 deamy daaly clalga 15028 ol (alas) ol cad dordiendl dslasy)
¢ (bl dial) Jeay o T ¥ (A1) paial) padall Cisthadl) i 83lall adg) aaiilly

bl @lSal L canliud 38 ailalgud (58 o)
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Deming Application Prize 4.l misen 8l .o
TQM subi b caas Sl @lGal) G lad)) 5 Gl ghin e Glo Ll zia
O Bidie eldl it Ciiag ddeliy Jlaally daally deliall gois tsaball aa Gailsalls
S ) sl A caag palall ol alall il @lSys aail) g cgulall DA
Slo Aalall cladaiall e cimg cale IS 83l e dalaalall aal 3508 3a s« paeail
PAY) e Wleass dadss of il

Laldll Jleed) Zing Jladly Jeally deliall 28y oyl bl e uadll o)
g3 @ldy sDleall pai dgagie Jeo liniliialy Calaal culll B (6 Al Aal
daialg 4yl 8ol e
byl il db Sl e i e TAM z3ls Gada .o Y
cleagl Yy Cilaal) e sliia) il Glediel (i) Aaall dami€y Lo Y
For ddlled) Jlee¥) clangl 8asal) Ao Blasad) Abl<eg ddudalll misan 8ilag .

Award Control Quality Operations Business Units
Opainall gty Cus ¢ slall Al misai pe il e S5 slall dalal) ciblady) of dus
G Badinall hileal) of Aianiall bl (ggine (Ao ad cdoallall i dgfion S el dals
o il 35 e Aialll KB Y Qi 3 Al Gdelll Cihdse sies e s
+ e Cilaa¥ 1y daidylg g Liag)

 geiaand B jilad ks ALalal) 32 gad) 3 1) (e

Voo lelana b dastl (Bl ) v = b)) Bl b dgladie ulee Ve e Galiall gy
p IS Lacihe Al
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dlsdl Esgxdl Ao
Pere Josl QLI sall oz sdle GLII Axall

o181 polall Olsbudl dgayslsi
seshily Egxdly SilyLiiawdl S50

TQM {,'L'\.\.A.i.: Slha ulida (Y—Y )JJJA

Jlail) aae Dlarad)

BAFIIIN 82gal)l Chlislis
Ll Y. adaiil) 3ylalg anlainil)
Lalas ). 829all Cilaglea aladinlg e
Lalas ) . Bagall iy anladll
Ll Y. Glilaally 3agall (alanl)
Llas ). 8agall Hlaa
BAHRR Bagall 8 ASaail)
Llas ). Slehaily juladl
Lla Y. Jaieaall Jasladsl)
Ll ) )Y il
ddadi ¥\« Ay

Source: (Anderson & Lau, 2017)

Al Sulead) e Lald clayy el e dlalall clagall ( TAM ) zisen 5l ziay

:EFQM-2021 (3,293 Spaill 3 gad

for Foundation sssall )3y 4us,s¥) dwujdl jlaisl o EFQM-2020 zise

alinly daily Ao oliy ddigall UL day s dalaia a5 European Management Quality
(JuSay 2 Basall BaY Lug)e¥) Aasedall il a2y Jlee¥) 5lay LDAY) foalud)
g ) dalally Al Ay cbaaall Ll blal & s s EFQM-2021 z3sa

(Martusewicz,

hrdlly atliuY) Cugied) lediaviad) dunll daladl dhadyl

2022)

o5k (8 dugye¥) CaleVy 3lsally tsaball e dajs Ao (EFQM-2020 z3gai aiia) S
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oosd) pelanl) Gl 4

Yoo alad sasial) adll el Gliall 0

doadinad) Al gially dalaindld 8ydall toaliall o

Laltied) Hde dasall Basial) aaY) Calaal o
(EFQM-2021 )2 309%) Saall) 773 gad iy sl

sac ¢ DA (re Slasngall ehal Guldl 40))3) 3131 " g8 (EFQM-2020 ) 551 Saaill z 35
bl aan 8 aalug 4 Lo dsgall cllh Jae 8 ueatl) 3agail ¢ Lgide alac ) 2y julea
zasall o) i Laliane dalle Ladliog ¢ Baaia il Lhiiad (e decssiall S0 A el
aen bl DA e dsagall el il 3agas 5 ¢ Dl Ao 3Kl e el e 3S
aduli vie Gl ¢ daad) B daalsnY) o sbailly ¢ lleall jaial) Cpoatl) b cpilagal
o ulaal) 2da 4gubd (e Bea pall 21)sall el 3aeats Lgiallad lacal jules Bae ¢ Ciluwwdall Ao

.(Ghreeb, 2021)

(EFQM-2021 e 9u5%) adl) 3 gad ghad Ja) 1a

Yo¥o gy aill g pghai Jala (Y= )Jgan

BIRWEN{ alad)

EFQM-1992 o) gaaill Jo¥) Jlaay) yaay

EFQM-2000  ags¥) gisaill Jo¥) Jasail) lanal Yo

EFQM-2010  ags¥) gisaill AU Joaath) lana) Yoy

EFQM-2013 ¥ gigeill CIA Josail) aua) Yoy

EFQM-2021  ags¥) gigaill Joml daaal jgaa Yoy
Source: (Gabriela-Livia, 2021)
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(EFQM-2021 )(s288%) i) 73 gad (ubibia

Y oY g ail) zigai (ubifia (€= )Joan

Gaadl) clays a) s dacdl) (uldl) e Gl daja | enipl) )
das il

Yo daad)iuyly Al 4l Jead ] Y. dagil)
Yoo Baludlly dpesuafal) ABLERL) jaad

Yo cainall dpd) Sl Al
T Ao diia dad oLy jaal

Y Jeailly o0 5ald i

Yoo Cinal) cile Lihal) el £ gl
\ (Adidlly adliuy) ¢ ) jud

Voos Gl (ukgh Bl (Lo

Source : (EFQM-Model, 2021)
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Y i w?g;,ul,qu 3

sbally dnalyiwily
100 l 100

Jexdls

EFQM-2020 E-UM u.u\gé JL’J (\ v Y) @5) J<é

Source: (EFQM-Model, 2020)

EFQM-2020 (25053 Saill 773 gall Gualal) aladiin <l yaa

155 s EFQM-2020 9,505l #3505 oL (Fonseca, 2021) iuhy cla Lo
et dee ) JSas ddaliad) Gilaal Sl cdaluuy) dlsad o e
IV ety ¢ sl By 8 Cilacsall

o Gulall Ll EFQM-2020 o5,s¥ el z3sa0 oL (Din, 2021) o5 Ly =
Grenill Clyey (e ade Zdsall Ba agd WS cdalally daladl JleeYly ¢ dacidyl dalS
dae Laiilin) dredal Ly cdilaally ADlall laal Jaid Gud uindl je (e ysdalls
c2aY) Jishy alive s (3aaS 8 ekt ) dalaiall
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Aad JL’UT GJQ (SR EFQM-2020 gdjﬂiﬁ\):mﬂ\ CA}M ut (Y Y 6‘._5..\“;) b)fd Loj

el 5yla) 8 aall DSy claiif i) 1yelaia

P rallil) aalill e iy )

JalSia Jae z3gai " EFQM-2020 :Y+ Y+ 9)s¥) Saaill z3sai(Y VY canlsllne) cape
coalally alad) Cpelalall iy cilissgall pead] JelSie s} e sgd chusesgal) Jady 31N oyl
b dogaagill (oaliall (e degane s (sSh sgd Aaiill Joasll Cuadl agd o ast zlsad 5¢d
Asspal 4ins bl (5 sina Aol ) Jgemsll Lghnat g A Calgal) dadlan 8 cppsal
elal bl 45l 50 58 (EFQM-2020 ) g-.’LZ;)“ )l #3908 (Ghreeb, 2021) 4i)e LS
a3) LS ¢ Ausnsgall el Jae & Gpenl) (32a Lgple Slie Y] S ulea Bae DA (e Sl
Aal Sine Bpalle Ausiliog Bacie il L (e duscdall (S5 ) el Jalad apaaT A paley
P e dusssgall ol Juail gaaas 5 Slaall o €5 pe Grantll e 3K 2300l of Gua
Gl ¢ dead) 8 daalsy)) o eliadlly ¢ Dlbleall il Gueadl) 8 Gatlagall aaes @l
(Gl e Beayall 2ileall Maall 3atg Lgnllad lacal julea 8ae ¢ Glewdall Jaly dpudn yie
) ulee 5 daSall dalsall degane Jadi (e sana () dacstall Hulaall 022

(solall (e degane 2" EFQM-2020 z3sai o25)09) 3l z3gai (Yo Yo ¢pn) ilials
O 0o pedl) e el Ay B aiaall Cpenilly I auil) 3 BacLall ¢ uaill Lagaagill
So SRl B, OB e ada J O clians 8 5a) Ag¥) 8 23l
G ¢ (lgaliny GISEN Sleha) (s dailly Cudl GBe agh ddalaadl) laal €5 s bl
bl iy ! SV e (@l pueal) e diadas (Ko EFQM=-2020 7350 0
(o=ls Sl ale OIS elpm g il oo

ook (o AoVl Cale Vs lilsally toaball (e dajs Jde (EFQM —2020 #2350 aiin 28y
Pk lad S

alu) Gaall pg)g¥) alaty) Glise

Olady) Ggal 9] Gl o

EC 2000/78 a8) 25)0¥) iyl dsngs

o09Y) elaal) Gl
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Yoo alad saaiall adl oallall Glaall

Loncinall 4l gineally Aalsiod 8ydiall foaluall

Laltiedd) Hde dasall Basial) aaY) Calaal o

(EFQM-model, 2020) 3 gail th (adiitl) Soail) (uld sl

sl i) g Ay 1l g Alal) Saad
llally Calaal) waat 4 8 dewgd) A5y Jia 4ba : (EFQM-model, 2020) <
Lo AaSoall alas gudaige(basille a1 byl claliayle GlsleV) " agh DA e 5505
el e Gaiatg AN Rl piolat cpanay
s 5L g A gal) ABLEY aal

O AS A Calellg adll (e Baana degens tdussial A8l (EFQM-model, 2020) i
o pelalaig aaglal iyl 8 Sam Allg ¢ dewgall JANa cplalad)

o all ubis 230 Cplalall dpags o 3 5508 @ 5alall (EFQM-model, 2020) caels
ISy A Al ¢ sl ianl i ylally il Rgio sl dgle g

£ Copinal oy pa

Chhall das) A eclehaily Slubd) daty el &yl ((EFQM-model, 2020) e
- ol ALl cld clabually Jabdll a)g

s daldioca dagd Uiy jaal

Omiedl Gl claloa) b e Glaglpay) 58 ((EFQM-model, 2020) e
Al 5)5 «cgll aa Layas Byg i ol o aainal) sl ealuall ) Ll o ¢ ((cplalall)llals
]l Al Aa DU ookl dsgl aaail ¢ Aaadyall Ldaall by Jalaty el e dusgall

s Jsaill g 12 Bald juad

Gnal Al loblee 3l dlalse e ddbiidl )2 (EFQM-model, 2020) i
¢ clal) o) o lealadg ¢ Aali e oY) 8ald ua 3hay Lee ddaladiall Ladil i) CalaaY)
o il eVl Hekaill (e Dlbigiee A tdoaladly ddalall bl (& jaaall 4S)gal
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 Cinad) clelidal)

o> ¢ Ol Guied)l (e Jadll g0y ) saiied) itull ((EFQM-model, 2020) <
J<a Ay ¢ ol clibind DA e lgren 2 llg ¢ dabiiall pe Jabeil) & duaddll aginas
- psiaally L) e )il saeg dabiiall dea

s Aabadal) g el Ay ¢IaY) jaad

" o

Bl Cun (e duassdall el ddagyal) gl o<l sl (EFQM-model, 2020) i
« AR L) il al)
i) Geall) (e doydul) 3lgal) Ciillig dudia Bale) ABe ol by

Dlgall 3yl (A caillagl dwvia Bale] Guds A Olgen (Milan, 2014) du)y clgls
Sige gyl 2ygall ehal 5ol e ilileall dudia sale) Libee Gadad 2lsh calglis Cum ¢ Ayl
WBle gag N @bl clag 8y " Angldll GRdl ¢ cpabisall G 5l " il e gkl
sl iy ekl dSigl) Gaddds ¢ Gatlagall (5538 8l ddpday dusvia Bale) Gadad (m dnla)
Al dwxia sale]  Gubi o Aulal ABle 25m ¢ (Gl 2ygall el EVara g lilg dylay)
Dysall el ¥ aee g lily Aylay) Callsal) Jliy adanl) Jgl) Gadis ¢ Laglall Gsaal 8

-5yl

ile g Lpdall Hlsall By duwnia Bale] b adly' Gleim (Y010 ¢ juls) dulpy G WS
oaaall Auhal) @l Cus ¢ oY) i ¢ qupnl) Ay e gadall " adasll oAV sk
3l ¢ oaslei€ll el gyl 2al) Slad (DA e " Al Slsall Cllag davia sale] i)
Baga ¢ Aibigl) liliae Calagall 50US) Slad DA e "aidagl) el Al punaly (eeidanl)
Bl Awaia Bale) gk (s o Ly ADledgag ) Sl ciliags g (- audaml) 2w pgla
Jolin by ehals Sificss duyall Crasl LS ¢ adasll oaY) (goime skt cmy L) 35l

S menpal) aalle Lyl 3 lgal) Caillag duria sole)
i B Al alall Ciillag i sale] 93 A" lgies (Led, 2016) Ay g LS
" e Jnill Cashul aadan e (8 Al Dlgal) Ciillay JiSing A salelygam ol Joail)
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Lgiall docait) Jdaall ) yaal) palad Jateal]pacial)
(BHASIN, 2019) ¥-) Sl
IyV.o (yousef, 2021) o—¢
(Esin, REENGINEERING v_4 Tasia ale]
OF HUMAN RESOURCES lasg) i
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INFORMATION SYSTEM
TO IMPROVE
MANAGEMENT DECISION
MAKING, 2020)
(vousef, 2021) 4-A aaal)
R (IMMACULATE, 2017) \. (aslgisl
(Buthelezi, 2018) V)
AR (IMMACULATE, 2017) VoY | i) sadl)
(Buthelezi, 2018) VA=Y
2l pdial) (ladin) gkt lae (4=F ) gaal)
Ligtal) Al ) o yaalf pala ) ial)
\AEAK! ALl bl e dagl)
(EFQM- dailiulg
model, Ye-vY dounpal) A8 jual
Lee 2020) YV—Yo Oinal) Syl el i) Saadl
Voo YA | Laliiese dagd pliy juad L411)
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Skewness | Kurtosis | SD | Max | Min | Median | Mean | Missing | No.

-1.809 2.36 0.798 5 2 5 4.562 0 1 Q1
-2.347 5.325 0.786 5 1 5 4.618 0 2 Q2
-1.381 2.055 0.703 5 1 5 4.482 0 3 Q3
-1.456 3.096 0.643 5 1 5 4.52 0 4 Q4
-1.568 2.762 0.68 5 2 5 4522 0 5 Q5
-2.411 5.92 0.728 5 1 5 4.651 0 6 Q6
-1.641 4.05 0.66 5 1 5 4.529 0 7 Q7
-2.637 7.916 0.63 5 1 5 4,72 0 8 Q8
-1.861 2.531 0.63 5 2 5 4.676 0 9 Q9
-2.974 11.166 | 0.564 5 1 5 4,764 0 10 Q10
-2.204 4.289 0.736 5 2 5 4.64 0 11 Q11
-1.557 2 0.821 5 1 5 4,442 0 12 Q12
-1.317 2.631 0.64 5 1 5 4,498 0 13 Q13
-1.311 1.124 0.621 5 2 5 4.58 0 14 Q14
-2.871 9.866 0.529 5 1 5 4,784 0 15 Q15
-1.464 1.975 0.739 5 2 5 4.469 0 16 Q16
-1.414 2.523 0.687 5 1 5 4.48 0 17 Q17
-2.963 10.784 | 0.572 5 1 5 4,764 0 18 Q18
-2.611 6.874 0.654 5 1 5 4,722 0 29 Q19
-2.531 6.622 0.673 5 1 5 4.693 0 30 Q20
-2.571 6.985 0.643 5 1 5 4,713 0 31 Q21
-1.888 4.517 0.752 5 1 5 4.496 0 32 Q22
-1.169 0.972 0.727 5 2 5 4.427 0 33 Q23

-1.6 3.175 0.722 5 1 5 4,484 0 34 Q24
-2.289 5.184 0.693 5 1 5 4.664 0 35 Q25
-2.245 5.144 0.673 5 1 5 4.667 0 36 Q26
-2.909 9.615 0.574 5 1 5 4.767 0 37 Q27
-2.682 8.072 0.656 5 1 5 4,704 0 38 Q28
-1.969 3.12 0.701 5 2 5 4.642 0 39 Q29
-2.245 5.144 0.673 5 1 5 4.667 0 40 Q30
-2.079 3.656 0.731 5 2 5 4.633 0 41 Q31
-1.813 3.424 0.716 5 1 5 4.56 0 42 Q32
-2.154 4.956 0.676 5 1 5 4.642 0 43 Q33
-2.464 6.838 0.756 5 1 5 4.609 0 44 Q34
-2.438 6.198 0.655 5 1 5 4.696 0 45 Q35
-2.565 6.896 0.66 5 1 5 4,702 0 46 Q36
-2.597 7.035 0.645 5 1 5 4,718 0 47 Q37
-2.029 3.373 0.696 5 2 5 4.653 0 48 Q38
-2.181 4.88 0.676 5 1 5 4.656 0 49 Q39
-2.916 10.143 | 0.597 5 1 5 4,749 0 50 Q40
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:Missing Data Examination 53 $ial) a8l) asd
ol asleg( (Schlomer, 2010) ASslal aslall 3 da8ld AlKe & Bagaiall UL
bl Las .(Hair J. F., 2017) delasy) a5kl cilalpg ¢ (Sarstedt M. &., 2014)

»da (Sekaran, 2016) olawy) 4 S0 o e o gauaiaad) dida) aae deo 530l
Al 8 st Gt AhlA 3 ) (g5 a8y Jalanll Aaliall bl e Qi dsdlil) bl

aladinl vie Laguad (4)9 i Bagatall Clilal) a5y jLidly asd Mg ((Hair J. F., 2014)
s bl Jalad! decae el Ll WS el Jalanl 48t e aleall dadall sl
Baghie ad (gl dgng pae i (V0—F) Joaall 8 UL asd aas o(Jamil, 2012) dlasa)
S dlaill dalla Ll iy bl b

:Outliers Detection 44 ykiall aill yand

dad 0sS of W eblall i pe s Algiee e Al gl 83N ) A8kl dedl il
bl J<6 e 55 dail) o2 (bl &d oo BT Cumy aa Dlle ) las daidia
oe i8Sl (Ko (Hair J. F., 2016) « (Sarstedt M. &., 2014) Jidsill das e g 8 b,
s 4l (0-F)  Jsaadl Joaall b a8l judig ¢ alaally (grieall i) aladiul AICAAN 538
nall aall 8 aidl) aas of Cum ddylaia i gl

Normality Test 41xicy) JLad)

J< o e bl 3B Glagylad) Juail 8y (cllall sy J<6 ) Adlsie) s
Y1 ) aaT sa Alwiel) HLad) iy .(Hair J. F., 2016) candll aisill ) 5L Lo
sl dalaill Lulia lgaea 5 30 bl o (e (33l 4ol

Adxiey) Jsd) (VY=Y ) Jganl)

dag bl | oelgly) | amd | el dial)
0.830 |-1.203 |450 |«x1 ¢ ) aa )
1.838 |-1564 |450 | x2 > 5 sl anal)
. 1820 |-1.352 |450 | x3 il danl
a9l (@8a5 10905 [-1.407 [450 |y1 a5l
bl audal) | -0.293 | -0.894 | 450 |y2 L4
i 0.353 |-1.140 |450 |vy3 gl
-0.038 | -0.892 |450 | X cilay gail) A8uda g Awdia Bale
-0.853 | -0.620 |450 |Y EFQM gigall Wik aplaidl) juaill
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zhyills Skewness ¢l oasiul(Byrne, 2016) «(Hair J. F., 2014) Osalll a5
Om e dal) aisill (sae o) ARl Ciludpall o3 g ¢ el auysill Lasy Skewness
Lalall mlajilly elsily) il o (V)=-F) dsand) 8 milill ety edajill Vb g ol Y ol
Ll gl (aldl) (gaal b lgasen laslady Lot yl) il puanally

Common Method Bias Test <blal) (A i) JLGs

353) (s& Laie Common Method Bias (CMB) i clilull 4 il Al Gaas
Cilgasl Ll s e e IS0 Crnaticnall eyl dpagil Aahall 800 piacal Ao a¢ Cpuaicd)

Harman’s single—factor ,Liaf ( Y Y=Y )Jgaall
Total Variance Explained
Extraction Sums of Squared Initial Eigenvalues
Roddliis: Component

Cumulative % of Total Cumulative % of Total P

% Variance % Variance
18.667 18.667 | 9.333 18.667 18.667 9.333 1
22.287 3.621 1.810 2
25.698 3.411 1.706 3
28.974 3.276 1.638 4
31.911 2.936 1.468 5

bl A Gaail) AlSia ga g ase sdaal)

Ll gl Glaag S ZE daa Lo i Ml ol b Ues ASad) sda e g
Harman’s laal alaasial Pla (e ASa) o2 e il (S (Mackenzie, 2012)
Jaa) Pla e lma) e ea) o L ofialll Ji o Bale aadin (sly «single—factor
A iiendl) datl) IS 13 canly dale g hatal s ¢ lasiay) Jleladl il ) o) 281
2y .CMB lSia 3gn9 pae o iy 138 ol /00 (e B udal) (plall dmpantll il
) e Bpestall Banail) Y @llyg bl (B et AlCEe aag Y ol (VY-F) Jsaall 3 bl

Jon e B s (KYAY) Ly (gsles

SEM-PLS 4 Jad) ctilay yall 48y b aladialy dilil) cifalaal) dadad

LY & 1S gy cdY e geagall (o (SEM) ol 48001 e alaally dadall ingia yiiad
o saelud) 8 g Lgiigre el anys Sy Cfialdl o s Llaaly 3,39

Aoyl & AL eVl Z3la i Byl Gaaly aal gaa) LBdeall Z3l ey Jalal)
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Smart— zaliy dsep & s (PLS) sl Partial Least Squares dijll (giall cilaall
SEM-PLS (385 Jdaill jai5 .(SEM-PLS) [lia) disjkal) sda ety lewlad o PLS
o 8 i) mea o Gebl) 2 35a1 aanty = 3gaill Ciliialsel dad) aanill Lgie Clglad Bae e
clalina) by il juuds hasly Sl z3gailly WLl 7 3sad aniliy i 3gail

Assessment of Measurements Model - (<&l 7 3 gal anils

Reliability Test Ll jLid) ..
Internal sl GLaSU saulall jLadll Cronbach’s alpha =L < W Jalae ey
Chdgall il dblad) clalsy) eled e dolaed i s (53l (Consistency
O @) slaadl aa e lgde slae¥l (Ko chliall guea of Flig K W Jalee ity 300 L)
Lslgy) PLS-SEM il laxi .(Lsaall o Lislutie Lsld cDlaad L) cljlall poes
Dbme ie @By ST (A1 Chdisay cBlelie Glo adien 13 cdnjdll Lgadgisad Wy clydial
.(Hair J. F., 2017) Composite Reliability (CR) &<l 444l

bl W) il Lad) (Y F=F )] gaal)

424 | Composite Reliability Jsaall

0.725 ) 22

0.751 > 81 S aa

il i g 0.67 il s
0.8 i)

0.699 4z 5

0.769 il

23l Lol dlsidll Zagilly cciblaall Zamjall cDlatl Cibide (sl 3 CR jlas 33l
S lganans S5l Adgisall al of (VF-F)  Jsand) e sl 00T e ST 0 Ol
gl 2da able g dle Jals @lad) e oS5 Lee 2T (g

Convergent Validity (o ) daal)l GLad) LY
(Hair J. F., 2017) I bliuls (gl lpary (e chlaadl Gilsis cold o] Hd5e s
Average Variance Extracted it cplall hugic & il Grall audh juleed
.(Factor loading) il Jalass «(AVE)

(PRINT) ISSN :1110-225X https://jso.journals.ekb.eg
56




dlsdl Esgxdl Ao
Pere Josl QLI sall oz sdle GLII Axall

o181 polall Olsbudl dgayslsi
seshily Egxdly SilyLiiawdl S50

EodTuall cplil) Jauigie Jalaa il () € =¥ ) ganl)

Al Average Variance Extracted (AVE) Ll
0.403 6 ) sl
0.503 o 515383l )
w“ifj‘ﬁi 0.41 ‘,uua )
& oAdal) bl 0.31 Laul)
0.373 da gl
0.357 g

Lagilly ¢ 5alSN puriall 35Kl hlall daspal) ilaniill (55K dlacsgiall Zatll AVE Jalaa iy
CR ad il 1) v.0 e i aidll Joi Sas 0.0 e ST 8 JLaall 13g] Lilas) dlgiadl)
& AVE  ale i DA ey cbliyl o e Iely(Fornell, 1981) « +.% o LS
Al gl ol aall e Juis (VE-F) Jsaal
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i) cdlalaa (Y 0—Y )(J gaal)

Sl | SAE) | daagdl) | oelil el | oasleSil el | ookl s
0.693 Q1
0.728 Q2
0.483 Q3
0.607 Q6
0.78 Q9
0.66 Q10
0.682 Q11
0.622 Q12
0.511 Q14
0.763 Q18
0.538 Q19
0.66 Q20
0.724 Q21
0.493 Q23
0.538 Q25
0.654 Q26
0.525 Q27
0.508 Q28
0.602 Q29
0.613 Q30
0.595 Q31
0.461 Q33
0.489 Q34
0.602 Q35
0.544 Q36
0.625 Q37
0.626 Q38
0.649 Q39
0.532 Q40

Jalaall 13g) iall dasdlly ¢ il Baall (whie 3)all Factor Loading codall Jelae yie
ol Cus (Hair J. F., 2017) <adas Yy z3saill 8 5lell o3 Jiig Lsina (5 S ¢V S
Chlally Gl uial) o aall cplall o G vV e el gl Jelee dad 505
—v.t) el 8 padil) el dad cuilS () 48 Gl aag L ulidl) eladl (s (e ST 4l A3l
Jalae dagd il ) Wl ¢ € I =800 cpead ) 505 Ldda SIS 13) ) ccadany Lgld (-
2 P ey dagpdip acld (e B Lo o Teliy 8yl Hlaall Cds o 43ld (4. £) pe zadal)
Chle e iyl g all b Lhlhinl sl Ghlall Gaay Cida 8 ails (Yo-F)  Jeaal)

gyl el \gileawy oSlel  Joaall & daagall Glunn)

(PRINT) ISSN :1110-225X https://jso.journals.ekb.eg

58




dyslsPl Sl dlxo dpls3l pglell Silsludl deeyslsi
Pere Josl (LN sasl o s3le GLII sloall ssohilly Esgzedly Ol Liniawsdl 350

Discriminant Validity (gjuaill dual) jL3s) .o ¥

Glelidl e lis Dadte (€U il Galdll sl 4 s 63 gadl g8 Ghuaill Gaall
i Jmal) daa @ld) il (o) Dl puladll Gy z3saill (A Ll @iyl (gAY
zall A (oA Ll @il clely L Y ) chlal) Liilig degi (e 25 sa oLl
"Hetrotrait— Lu. alaiia) & cduhall jsladd ghuall Gaall jlaaYs (Hair J. F., 2017)
1) el s o ksl Byl ge HTMT las e Cusc Monotrait ratio” (HTMT)
o oSai ga (1)) oo Ji cbpiall Jleall 138 dad 68 o Ay Allie Ak Lagald
Al aaas o (V1-F)  Jsaal) b bl iy « (Gaskin, 2018) uall Gralls z3sall

Al gl (Gmall Grall e Ju e ¢ (V) oo Ji <ol HTMT

(HTMT _lias) Shanail) damall LEA) (V=Y ) gaad)

ol | dagil) | RAE | oadAl aagd) | sl siSa e
§ pd) 3zl
0.986 > 9 Al )

0.854 0.999 (ralail) s d)
0.826 0.875 0.886 Al
0.978 0.79 0.917 0.882 Al
0.991 | 0.963 0.837 0.916 0.928 gl

HTMT ks Gaob (8 (g 5wl (Gual) (g8a ;4
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Descriptive Statistics ()\laias'y) ok :\é‘*‘ﬂ\ <lelary)

Lagidl oy duhall sladd Ldaasll clslaa) Clua & (ubdl) z3sad dalhe (e SHI 2e
Coefficient _disy) Jlaay Standard Deviation (SD) (s)Lasl) <il,aiY)y Mean (M)
L) Aejil) ulie amy dall (e lpailad e apaill @llyg cof Variation (CV)

cCayrial) sdgl cindallg
Aahal) jglaal Lndagll elaay) (VY=Y )Jgaal)
CVv SD Mean N
10.45% 0.478 4.578 450 Gl 2l
9.76% 0.458 4.693 450 > Sl )
9.52% 0.438 4.596 450 (AT )
8.84% 0.410 4.639 450 4 5l
8.13% 0.379 4.666 450 i)
8.35% 0.392 4.696 450 )
7.64% 0.353 4.622 450 il gail) Al g Autia 3ale)
7.12% 0.332 4.667 450 EFQM gz isail Wi aaatl) jaail)

"y il Ada g dusain Bale) Jiall juaiall of a3 (VY-F) 0 Jeaall 8 i) e ey
2l uendl &)k (M = 4.622,SD = 0.353,CV = 7.64%) Lusall 3 V)
(M =4.667,SD =0.332,CV = 'EFQM £l Gl oball all s,
3o o) 23 EFQM z3sail il adatll el plil) usiadl slad oGm0 +¢7.12%)
Oe ehaals dawgial & L) s (M = 4.696,SD = 0.392,CV = 8.35%) "zl
(M = "85S 2l o aas "Gl gl dada s duaia salel’ Joiead) unadl sl o

Lwgiall b Y 58 4.693,5D = 0.458,CV = 9.76%)

Correlation Analysis -hlésfg\ d.-.'u

Pearson Correlation (jgujn blo)) Jdalae aladiu) & cduhall clpatia o Q] bl
Llo) ) VA TR oy e bl ) 2 Vet G @l udng L Aahall cibitie G
bk GBle ) dasal @llalsY) i Ll gl Bla)) ) VEieVE Gy cdasie

e @Ble ) Al cilals Yl
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G pariall alad) s iy ( VAV Aal)
- ] ) 2l )
il | adil) | A gl B | 2ol | gdd
— L,y dal)
450 N & Al
- 488" | Llu )y
<001 | iyl :j:m
450 | 450 | N |¢°
- 307" | 3727 Ly |
<001 | <001 | 4y o
450 450 450 N o
— | .273™| 420" |.393"" | Ly
<001 | <.001 | <.001 | Al | 4agl
450 | 450 450 450 N
- | 5427 | 362" | 526" |.533™" | Laluy!
<001 | <001 | <.001 | <.001 | &yl | &y
450 | 450 | 450 450 450 N
- | .646™ | 5147 | 350" | 519" | 528" | Lla,Y!
<001 | <001 | <001 | <001 | <.001 | avall | uilail)
450 | 450 | 450 | 450 450 450 N

dsiea are o Jylaa gli ae0 e ) AN dad ColS 1Y) ddlany) Diginall (ads Lo
Ju e Gl vvo e Ji Aslaanl AVAN A cilS 13y cdblaan] ANV 13 Cad (6 L)
2 8 v ) e S Adlasy) AV dad cilS 13g (/A0 B (grine vie Ailas] AN o
OB v ) e B Adlian) AV dad cal€ 13y /49 A (grine die ddlas) AN e Jy
¢ (VA=T) Joaal) 3 dniagall piliall el 799,90 48 (ggine dio Adilan] AN Ao Jy 13a
(o) die Ao Aglaaa) ANS @y Ayl duhl chaie bl n clblsyl e o

.('.10) Z\LMJEAJ (~.YV) ;\.Q:\M O QLLLLDEH XYY Qa‘gb:lg
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A l) A pl) il piiia (e O gy Jal) (V4= ) gaal)

Uad aaatil) el | Al g dcutia Sale)
EFQM gisal iliay gal)
- SLOY | i g duia Sale !
450 N Sy g2l
-- 668" Ly
. i (padaltl pall
vy | R
<.001 Y EFOM gisal
450 450 N

Ualsy) ellia Ualis)) allia o) it ¢ dayall il dpad )l laall G GBIl Gady Lo
zisall Wla calaiill jaadll g licay gl Adpds g dsaia Bale] u Adlas) AV 1) Uawgia Layh
(r(450) =.668,P < L LS aNall, Loyl dlwe g€ &ua ¢« EFQM-2020
.0.001)

Assessment of Measurements Model - uJS,\.@J\ Gs}“—m a:.\.-.\ﬁ

s ani Jslim AU spladl) (b ¢l igat dadliay ddsise 2 e B 5 o
ol Lash L paions Csall (e desana o (gl 130 ¢ ASsgl) z2gai

Multicollinearity Problem (23! 771 93 3¥) AlSdia anids
B zisall b chandl g Jadll #leay) ACEe sgag axe e KB Beladll b2a d
oo AKE) sda i) g L Ailany) zilall 8 Slaay) ddaill s A8 e g AlSas
Jalzall 13¢] daganall aiilly Variance Inflation Factor (VIF) colall adcan Jalas da)h
bl s .(Hair, 2017) Uil song Ao 138 Jo aall 138 oo aail) @l 13l <0 (e i

A 3gag pre o da laa © e BB il aidll aaaa o (V1-T) Joaadl b
VIF Jalea (Y2 =¥ )Jgaal)

dal) VIF 43%a1)
e aa i Y 1815 Eisail Wi addill] Saail) <o ciliday gail) Adudi g dutia 3als)
Collinearity ' EFQM-2020
(PRINT) ISSN :1110-225X https://jso.journals.ekb.eg

62




dyslsPl Sl dlxo dpls3l pglell Silsludl deeyslsi
Pere Josl (LN sasl o s3le GLII sloall ssohilly Esgzedly Ol Liniawsdl 350

Paths and Main Hypothesis Testing (== A (@ A1) JLEA) g &) jlaal)

G Jid Al (Olad) cDlalae gl) el zisall GBL Cpss Lo Jsanll
C lalae Jidh Eum V5 )= o Lugi Basge o Lgd Slesadl C e L chriall G A ikal
Sl ale sy o(Tllal) pill (uSally GuSalls) Dugh dalad) 3Ble Y+ o ) Bkl Ll
aaally +Caraal lial) cul€ WS ¢ aeal) )l Batall cdlabeall il LSy Ldblas) AN
Ao iy Ligiea D]l (5% L A0las) ANVS @b G50 Y Sale jheall (e dupall Jas Lmsdid)

cn 0 e J8 A sdgn GalAl)l uaEll Jelaas Lalall P-value ded culS 13 d5las)

du)pal) Ciluca B SRS (YY) gaal)

die &%) o) y8

AT P ; i
AN ) - g Jheall
) y | value | value B
=Y A
B _ydilaall cilBMal)

Al g duia Bale ) il G2 dll
Jsd | 0.425 | 0.253 | <.001 | 7.593 | 0.335 Waa audaill) Saadl) <o iluday gatl)
EFQM-2020 zisail

SEM- ik aladial k) ciValeall dadai 3yha e (agodll chlodl =il DA e Jaadls
th L (Y)-F) Jsaall L4 PLS
e Dl sl Al 5 i sale )" Jilad) jariall Aglaa] ANS 13 halue Wil 1l dlla o
(B=0.335t= o} &a EFQM-2021 gziseil Wh edaill uadll ol )
O JB AV A of Guag ¢7.593,P < 0.001,95% CI for g = [0.253,0.425])
cel) Gl Jod oy adld addeg cvivo

R-Square &adl) Jalaa

Gbadl o) G rnl) Bl Al e sy 2 3sell oppestil) 6all Lubiie ga sl Jalas
ol e Al @l paiall A€l Al bl Jia s (Ao bl dalal) 5yl
pes lgnagl Al Al ClaCal & cplal) lie Jiay delaadl 138 o) i 13ay L alil
Lubie i 4 e daladdl 130 I il Ko coatl) 30 o 4y ddag el dlial) ciluSHl)

sl Jaly gl
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R Squareyaail Jalea ((YY-¥ ) gl

4ol | R Square Adjusted | R Square i)
i - pigall Uaha eaaiil) uall)
A gia 0.642 0.644 | EFQM- g & Mz?z%
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