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ABSTRACT 

This research focuses on one of the important topics that contribute to supporting and developing the strategies of public service 

institutions, represented by defining the role of the European Excellence Model of Quality (EFQM) standards in developing the 

infrastructure strategies of the public service sector, which in turn affects the institutional performance. Therefore, this research 

aims to explore the possible extent of applying and benefiting from the European Excellence Model (EFQM) in improving the 

electric power distribution sector. The qualitative analysis methodology (Qualitative and not quantitative) was adopted by using 

semi-structured interviews, as the General Company for the Distribution of Central Electricity in Babylon Governorate was the 

field for applying current study. The sample size of the employees reached 20 including the heads of departments in headquarter 

of company and its subsidiary branches as the total number of employees became 125. Qualitative methods also used to analyze 

and process the data, depending on the mechanism of the qualitative data processor Nvivo. The study determined the model 

criteria that are possible and limited support which can be applied, and reported that the European Excellence Model for Quality 

has a clear role in supporting and developing the infrastructure in general, and the application of this model is one of the most 

important requirements for supporting and developing the infrastructure strategy in the General Company for the Distribution of 

Central Electricity. 
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Introduction 

 

The pursuit of excellence and the application of 

quality standards and their practices has become a 

primary goal in various institutions to face 

contemporary global challenges. The approach to 

continuous improvement of the quality of 

processes and services requires a better and more 

accurate application of quality standards to ensure 

the continuity of institutions to meet the various 

challenges within the business system. 

Accordingly, the concepts of business excellence 

models emerged as a general framework for 

development efforts and activities in order to 

improve performance and business excellence. 

The European Quality Excellence Model (EFQM) 

is considered one of those typical tools for 

achieving excellence in general institutional 

performance.  

 

 

 

 

Materials and Methods  

 

The First Topic 

 

The Methodological Framework of Research 

 

Firstly: Research Problem 

 

The infrastructure in the public service sectors 

faces complex and interrelated problems, at a time 

when there is an increase in the need for realistic 

strategies to control the management of these vital 

facilities and to provide services that meet the 

needs of the beneficiaries. Therefore, when the 

tools for developing and supporting strategies is 

mentioned for a vital and important sector such as 

energy distribution, it can be noticed that there is 

no real adoption of quality standards and makes 

obstacle to infrastructure and prevents achieving 

outstanding performance. The main reason for this 

is the conflict of perceptions and institutional 

priorities about quality or business excellence 

models such as (EFQM) which causes lag and 

interference in the completion of strategic plans 
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and based on the research problem and the need 

for answers to a set of questions as follows: 

Can infrastructure be developed in the electricity 

power distribution sector without the use of 

appropriate quality standards? 

Can the (EFQM) be applied in improving energy 

distribution sector strategies? 

Are there clear strategies, supported policies, 

plans, goals and processes to meet needs? 

Does the (EFQM) helps in supporting and 

improving strategic performance for electric 

power distribution sector? 

 

Secondly: Research Importance 

 

The importance of research arises from the need 

to support and develop the infrastructure of energy 

distribution sector as a major sector associated 

with vital facilities for other sectors as well as the 

research is gaining importance from the following 

list: 

 

1. Clarifying the theoretical foundations of the 

research variable (European Quality 

Excellence Model, Service infrastructure) 

in terms of ideas, methodologies and goals 

as they are vital and renewable themes in 

administrative thought. 

2. Clarifying the importance of investing 

(EFQM) in improving work strategies by 

improving the methods and skills of 

leadership. 

3. Studying how to develop plans, goals and 

operations to implement visions and 

institutional tasks according to specific 

time tables to meet the needs and planning 

of human resources to suit the specific 

strategy according to procedures and design 

of operations supporting the improvement 

of public performance.  

Thirdly: Research Objectives 

 

The current research objectives indicate the role of 

(EFQM) as a major variable in support and 

development of infrastructure strategy in the 

energy distribution sector as a secondary variable 

through the specific model standards, thus, this 

research seeks to achieve: 

 

1. Explore any extent possible from the 

(EFQM) in improving the energy 

distribution sector in general. 

2. Investigate the possibility of applying the 

(EFQM) in the studied company to support 

infrastructure in the electric power 

distribution sector. 

3. Measuring the successful application of 

(EFQM) in improving the strategic 

performance of studied company. 

4. Identify obstacles that prevent the effective 

application of the (EFQM) and invest in 

support and develop the energy distribution 

sector. 

5. Taking advantage of the outcome of study 

and investment in achieving 

recommendations to help develop the 

strategic of public services sectors. 

 

Fourthly: Hypothetical Plan of the Research 

 

Illustrative scheme was designed to show the 

possibility of applying (EFQM) as a major 

variable in supporting the strategic infrastructure 

of public services sector as a secondary variable in 

accordance with the problem and objectives of the 

research and achieving outstanding institutional 

performance (Fig 1). 

 

 

Figure 1. The outline of study 

 

 European Quality Excellence 

Model )EFQM) 

(Detailed indications and 

procedures) 

Causes and results  

 

Infrastructure sub-axes 

development strategy 

(Perpetuation and 

regeneration) 

(Loads growth) 

(Building and vital facilities) 

(Energy sales) 
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Fifthly: The Main Research Questions 

 

In order to achieve the objectives of current study 

and to obtain logical answers to the questions of 

the research problem, the qualitative research 

approach was used as it is consistent with studies 

related to quality and it is not possible to find 

dimensions for the European model of excellence 

because the criteria is clear in it. In addition to 

explore the potential contribution of European 

model of excellence to support and develop the 

infrastructure strategy.  

The main question: To what extent can the criteria 

of the (EFQM) contribute to support and develop 

sub-axes of infrastructure in the General Company 

for the Distribution of Electricity? 

From the main question, three sub-questions were 

emerged as follows: 

 

1. Are there standards for (EFQM) that 

contribute strongly in supporting the 

strategy of sub-axes of infrastructure? 

2. Are there some standards of (EFQM) 

which have a limited role in supporting the 

strategy of sub-axes of infrastructure? 

3. Are there some standards of (EFQM) 

which have no role in supporting the 

strategy of sub-axes of infrastructure? 

 

Sixthly: Community and Research Sample 

 

Current research was applied to energy 

distribution sector, particularly 120 relevant heads 

of departments in headquarter of the General 

Company for the Distribution of Electricity and its 

branches. According to the qualitative research 

method, the sample must be subject to personal 

interviews to give detailed information, and when 

the specific tables for determining the size of 

appropriate sample viewed, 20 heads of 

departments were selected as participants to 

complete the study. 

 

Seventhly: Data Collection Tools 

 

The achievement of research goals and the opacity 

of theoretical aspect of which the scheme of study 

and validate expected relations must be adopted 

by a number of tools: 

 

1. Books and research references 

2. Personal reviews 

This study was represented by public services 

sector, particularly studied institutions using 

qualitative approach and accordingly, the 

scientific cohabitation and personal reviews with 

employees were adopted. Before analyzing the 

data, it is necessary to refer to the types of 

interviews as the researchers agreed on three types 

of them: 

Structured interviews, unstructured interviews and 

Simi-structured interviews, as the Simi-structured 

interviews (which used in this study) that 

considered the most common interviews. It 

usually contains open questions to some extent, 

meaning that it allow employees to have more 

flexible answers and it similar to questionnaire 

and analyzing data for obtaining results 

(Walliman, 2006). The personal interviews are 

more related to qualitative research as they 

involve some kind of questions that lead to more 

details. 

 

Eighthly: Research confines 

 

Limiting the confines of academic research within 

limited framework and scopes is a basic necessity, 

and accordingly, the confines of research can be 

stated as follows: 

1- Spatial confines: The spatial confines and 

geographical confines of research are confined to 

central Euphrates region of studied company. 

2- Temporal confines: The temporal confines 

extended from the beginning of July 2020 to the 

end of March 2021. 

 

The Second Topic 

 

Theoretical Framework 

 

Firstly: European Quality Excellence Model 

(EFQM) 

 

1- The Concept of the European Quality 

Excellence Model (EFQM) 

 

The European Quality Excellence Model (EFQM) 

was based on a set of concepts and assumptions 

that represent the relationship between the 

elements on two sides, the causes and results, 
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which means that there is a causal 

complementarity between the two sides in 

(EFQM) due to the link between the factors in 

both sides, as the basic concept is that as long as 

performance on enabling side is excellence, this 

will lead to an outstanding aspect of results 

(Moeller et al., 2000). There are also several 

concepts of (EFQM) each of which depends on 

the visions and ideas of researchers in their 

different orientations, as Antonaras et al., (2009) 

believes that the (EFQM) is a practical tool that 

helps institution to establish an appropriate 

administrative system by determining its position 

towards excellence and helping it to understand 

gaps and find solutions. The (EFQM) is a non-

mandatory organizational development that 

includes a framework based on nine criteria, five 

of which are enabling and the other four are 

results. Enabling standards focus on what the 

institution does or can do to produce a distinct 

service for its stakeholders. These various criteria 

serve as a supporting guide, not mandatory 

checklists (Stephen, 2007). The researcher’s point 

of view is that the (EFQM) represents an 

evaluation tool that can be used by various 

institutions to achieve sustainable institutional 

discrimination based on business excellence by 

providing correct measurable inputs and thus 

achieving outputs that distinguish institutional 

work according to the total quality management 

system. 

 

2- European Quality Excellence Model 

standards 

 

The standards of (EFQM) define eight general 

criteria for making institutions within the axes of 

excellence including: bias for work, 

communication with customers, independence and 

entrepreneurship, the expansion of individual 

productivity, focusing on business with basic 

value, focusing on specializations in the 

institutions business, simple structure of 

management levels and commitment to the 

founders core values (McAdam and Bannister, 

2001). It must be noted that, from the researcher’s 

point of view, the focus has been on the most 

important criteria and linked to the requirements 

of the current study shown below: 

 

1)- Leadership 

 

Modern management thought adopts leadership in 

a sense that includes encouragement, 

rationalization, orientation, assistance and 

evaluation of the performance of individuals and 

construction according to a common language of 

understanding with customers and workers, as 

everyone is partners in success and excellence (Al 

Sulamy, 1997). 

 

2)- Customer Results (Customer Satisfaction)  

 

Bennett and Rundle-Thiele, (2004) indicated that 

the satisfaction of customers who trust in the 

products and services of the institution is the key 

to survival that the various institutions aspire to, it 

is a successful, correct path that encourages the 

continuity and improvement of any business in the 

future. 

 

3)- Employees 

 

The standards of working individuals is the 

performance provided by individuals towards all 

tasks and specializations associated with them 

according to the job description, needs of 

institution, and it needs distinction, innovation and 

harmony to reach the best practices that achieve 

the ideal and excellence of institution (Dolors et 

al., 2018). 

 

Secondly: Infrastructure sub-axes 

 

According to the sources, there are currently no 

specific and fixed dimensions of the 

infrastructure, but rather differ according to the 

studied sector, and given that the target sector in 

the current research is the distribution of energy 

and the current study is based on the qualitative 

approach, there is no urgent need to define 

accurate dimensions to measure the impact of the 

infrastructure as a secondary variable in another 

major variable such as (EFQM). There are several 

sub-variables of infrastructure, according to 

Vartabedian, (2017) who mentioned that good 

maintenance reduce costs and increases resilience 

as maintenance of power system infrastructure is 

essential. While, Hong and Fan, (2016) reported 

that it is necessary to have a robust tool that can 
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provide insight into the current and future 

conditions of electrical distribution networks 

including one that focus on providing an estimate 

of the load and expected energy sales. Moreover, 

Schweikert et al., (2019) mentioned that the power 

network consists of an infrastructure for 

transmission, distribution and production, and the 

problems of transmission and distribution network 

are usually responsible for most of the outages 

occur. In current research, emphasis was placed 

on two sub-variables that are the most important 

as determinants of infrastructure in the studied 

sector. 

 

Sub-axes of Infrastructure in the Electrical 

Power Distribution Sector 

 

1- Maintenance and Renovation 

 

The concept of preventive (programmed) 

maintenance has become a common term among 

scientists and specialists in different sectors, and 

this concept is gaining importance due to the 

ability of maintenance operations to facilitate 

procedures for maintaining energy network 

(Seloane et al., 2006). Preventive maintenance is 

defined as “activities that are carried out 

according to a pre-set, periodic and specific plan 

to preserve the equipment in its original working 

condition through inspections and renewals”. 

Emergency maintenance represented “interactive 

activities after an emergency event on parts of 

electrical distribution network that led to the 

failure and under which calibration or reflection of 

electrical feed” (Wang et al., 1995). 

 

2- The Growth of Electrical Loads 

 

The prediction of electrical load plays an 

important role in controlling the power and 

planning system as well as energy sales at a time 

of energy resources distributed on the electrical 

network exceptional challenges for power 

distribution network operators. Therefore, there is 

a need for strong tool to provide a vision of 

current and future conditions for distribution 

networks including the provision of target load or 

decision-making applications and the expected 

sales of energy (Hong and Fan, 2016). 

 

Third Topic 

 

Practical Part 

 

Firstly: The Test of Data 

 

The applied aspect, testing and discussion of 

results consists from three investments, with the 

first aspect addressed the selection of qualitative 

analysis (cods) to analyze the data of interviews 

and how to select it, while the second aspect 

includes describing the results of study variables, 

and the third aspect includes analysis of the 

sample data for qualitative and interpretation. 

 

The Entrance of Qualitative Approach to 

Analyze Personal Interviews Data 

 

It was mentioned previously that the qualitative 

approach used in this study which represented by 

personal interviews, therefore, these interviews 

were conducted with 20 of specialist’s heads of 

departments in studied company, and each 

interview took about 20-45 minutes. The main and 

the branches questions were used through 

interviews and it were recorded and kept 

confidentiality according to instructions of 

qualitative interviews and scientific research 

ethics. The purpose of these interviews was to find 

out the supporting of the secondary variable 

(infrastructure) by the main variable (EFQM). The 

researcher was adopted several steps to analyze 

data by using fully knowledge theory approach in 

extrapolation obtained data from interviews, in 

addition to measuring data and results reliability 

and create key topics (Themes) by following 

steps: 

 

1- Principals of Fully Knowledge Theory and 

Its Role in Qualitative Analysis 

 

The grounded theory is considered one of most 

important theories in the methodology of 

qualitative analysis of data and this theory 

promoted by Corbin and Strauss, (1990) which 

used to extrapolate as a methodology of research, 

where it differs from the research approach based 

on the deductive hypotheses in scientific research. 

It indicates three types of data encoding, the first 

one is open coding which means the selecting of 
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data categories to help describing the general 

features of research, the second is axial coding 

which means recording the data by methods that 

helping to understand the relationships between 

the main variables and suggested cods, finally, the 

selective coding which means determination of 

common data between open coding and axial 

coding. 

 

2- Measuring Data and Results Reliability 

 

The reliability in qualitative analysis represents a 

key step to reach comprehensive data explanations 

and a deepest understanding for researcher 

(Babbie, 2010), by converting audio recordings 

into written texts, the data reliability and finally 

entering written data from documents into specific 

data processing program (Nvivo) according to the 

codes. Thus, this leads to get basic topics (themes) 

which help connecting the facts together (Lee and 

Lings, 2008). There are two sources of getting 

codes, reliance on the theoretical and academic 

frameworks used by the researcher and codes that 

gets by personal interviews itself (William, 2015). 

It should be noted that there is no rule to select the 

number of codes from exporters and this number 

is supposed to be controlled, and researchers agree 

that codes should not increase from certain 

proportion, for instance, 20 codes. Moreover, 

there are main codes that are branched to sub-

codes as listed in Table 1. 

 

 

Table 1. The Classification of Main and Sub-codes (Final Codes) 

Variables Main codes Sub-codes 

(EFQM) Administrative 

leadership 

Administrative performance, field tours, administrative 

dependency, external challenges 

Human resources Institutional experience, authorized, training requirement, 

external interventions 

Beneficiaries Programmed shutdown, nature of complaints, completion of 

complaints 

Infrastructure in energy 

distribution sector 

Maintenance Running networks, programmed maintenance, emergency 

maintenance 

Energy demand Expectations and reports of load growth, times of peak loads, 

exceeding and urban expansion 

 

3- Measuring the Creditability of Data and 

Results  

 

The term creditability in qualitative entrance 

refers to the process which helps to identify and 

determine the relationship between data that is 

adequately involved in personal interviews. It is 

described as a criterion used to ensure that the 

researcher understands the relations between data 

correctly, and the search is made according to 

controls of proper practice and application, 

maximum borders of merit and confidence 

(Bryman, 2015).  

 

4- Creating Key Topics (Themes) 

 

The key topics were created after finishing data 

encoding, as the search step starts by determining 

themes which nominated from qualitative data and 

can combine similar codes that are already 

determined, as these themes represents basic and 

essential ideas of those qualitative data (Lewis, 

2015). 

Describing the Variables of Study 

 

Firstly: Analysis and Interpretation of 

Qualitative Research Sample 

 

The opinions of respondents were used from 

studied sample according to the codes that given 

to them, for instance, the code 5 represents 

respondent 5, code 10 represents respondent 

10…and below is the comprehensive analysis of 

data from respondents. In this regard, researchers 

showed three cases of data analysis, if there is a 

consensus by sample, the best answer is chosen 

from respondents to represent that consensus, and 

the second case where the opinions of respondents 

were fluctuated between admission and rejection, 

the best answer also chosen but from two sides, 
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the first which represents the first and most 

subtracted opinion by respondents and the second 

side which represents decayed opinion and if there 

is another opinion it also chosen. The third case is 

no consensus and not even fluctuating of opinions 

but there is large dispersion of respondent’s 

opinions, in this case the researcher depends on 

choosing the most important answers that 

mentions clear facts supported by scientific 

evidence. 

 

The First Axis: The Questions of (EFQM) 

 

1- Leadership 

 

First question: How far the company management 

is improving the administrative system and 

general institutional performance? 

Administrative performance is suffering from 

external and local impacts that generated the 

choosing of these administrations without 

specialties and expertise required, thus choosing 

those administrations is depended on their 

enrollment or loyalty. Therefore, this cause an 

interaction in important decisions and effect on 

administrative performance and this was 

mentioned by the respondent (3) as follows: 

“The level of improving the general 

administrative performance is affected by 

nepotism which surrounding services sectors as a 

result of external and local bodies in the selection 

of those administrations which affects the nature 

of administrative decisions”…. respondent (3) 

Another opinion related to the non-independence 

of appropriate decisions to fully plan the company 

resources, although they are transforming in to the 

corporate system, but they still as public 

companies associated with the Ministry central as 

mentioned by the respondent (9): 

“The administrative system of the company is a 

part of administrative system belongs to Ministry 

of Electricity, as it follows the vision and 

decisions of Ministry even after the transforming 

in to the corporate system which self-financed, 

which is affected by limited powers granted”…. 

respondent (9) 

In addition, the senior administrative leadership 

has a great role through which it can impose strict 

control and follow-up measure to control activities 

and work procedures that would maintain the 

stability of power distribution networks and 

maximize productivity, thus contributing to 

covering the growing demand for energy. This 

was clearly mentioned by respondent (2) as 

follows: 

“The power distribution sector is one of public 

services sectors that need constant scrutiny and 

follow-up of activities and work reports, such as 

activities and reports of loads growth, sales and 

other procedures of electrical power 

distribution”… respondent (2) 

Second question: What is the relationship of the 

company management with the stakeholders 

(partners, dealers, suppliers, participants)? 

The follow-up mechanisms required for the output 

of the energy distribution process need further 

development, which is to direct the company 

managements to make relationship with 

stakeholders, by considering them as partners in 

work in accordance of law on the one hand, and 

there is a consensus that the company 

managements have a good relationship with 

partners which is mentioned by respondent (3) as 

follows: 

The management relationship with all partners is a 

close relationship in a way that serves the work 

since the stakeholders, suppliers and others are 

considered partners in work according to the laws 

and commercial contracts that are directed 

according to the approved specifications of the 

Ministry of Electricity… respondent (3) 

The extent of responds of studied institution to the 

standard of leadership. 

It can be concluded from what the respondents 

mentioned above, that the standard of leadership 

is affected by determinants related to 

“administrative performance” “external 

influences” “limited power” “control procedures” 

“supplier evaluation” “user service evaluation”. 

 

2- Employees 

 

First question: Is the human resources planning 

according to a job description that matches the 

company specific strategy, institutional structure 

and internal system? And how is that done? 

Human resources planning is not done in a way 

that commensurate with the needs and functions 

of the situational structure of the company, but 

rather it is done according to ministerial orders 
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executed in this regard, which may cause non-

conformity to those job description, as respondent 

(9) said:  

“The Ministry of Electricity is one of the 

ministries that has a job description for existing 

jobs, but workers may not be subject to the 

approved job description according to tasks, duties 

and responsibilities because the recruitment policy 

is a central policy” … respondent (9) 

The institutional practices are considered an 

important factor in energy distribution sector, it 

may be reduced in the processes of recycling 

human resources, expressing the reasons for this 

in other opinion which is to provide matters and 

personal motives on the requirements of the 

interest of work in a manner that does not 

correspond to professionalism or conform to 

approved specifications and the distribution of 

workers according to the impact of external 

influences which is mentioned by respondent (2): 

“The determinants of jobs required according to 

the tasks and duties of the ministerial approved 

institutional structure with the company are made 

through documented and specific cards for each 

job that includes a definition of that job that the 

employees perform”…. respondent (2) 

Second question: To what extent are the company 

employees developed and motivated according to 

the requirements of achieving outstanding 

performance? 

 

The research sample showed that the motivation 

sections for workers are defined by two things, 

one of which is rewards and material incentives, 

which are related to the speed of completion of the 

work assigned to those workers or granting them a 

career development opportunities associated with 

changing their titles by improving their academic 

levels or by granting them career advancement 

that distinguishes them by the higher 

management. The other factor is the 

developmental courses that are established as the 

importance of passing them is reflected in the 

monthly allowance at work sites such as the risk 

bonuses granted to workers that is mentioned by 

respondent (9): 

The material incentive in general is applied in 

accordance with the federal instructions received 

from the Ministry of Finance, which are due to 

implement bonuses that may be included for 

workers ….. respondent (9) 

The extent of responds of studied institution to the 

standard of employees 

It can be concluded from what the respondents 

mentioned above, that the standard of employees 

is affected by determinants related to “ministerial 

recruitment mechanisms” “personal experiences 

and motivations” “job positions bonuses” 

“development courses”. 

 

3- The Criterion of Customer’s Results 

 

The main question: Are the opinions of the 

beneficiaries on the services provided taken into 

consideration in developing the company 

strategy? And how is that done? 

The company needs to support the culture of 

opinion of the beneficiaries of the services 

provided by taking into account the opportunities 

for improvement related to those results. In the 

same regard, the company needs to support the 

culture of communicating with the beneficiaries 

by differentiating the complaint compared to the 

time required for the response by the working 

staff. This was clearly mentioned by respondent 

(9) as follows: 

The consumer satisfaction survey for electric 

energy is carried out according to a questionnaire 

collected through the maintenance centers on a 

semi-annual basis, analysis and submits its reports 

to the Ministry taking into account the attachment 

of possible opportunities for improvement … 

respondent (9) 

The respondent (6) was added that the satisfaction 

of the beneficiaries is related to the sustainability 

of the electric power and covering the ever-

growing demand as follows: 

“The beneficiaries satisfaction with the services 

provided is directly proportional to the hours of 

electrical energy supply”….. respondent (6) 

The extent of responds of studied institution to the 

standard of beneficiaries’ results 

The researcher concluded from what the 

respondents mentioned above, that the standard of 

beneficiaries’ results is affected by determinants 

related to “questionnaire for the opinions of the 

beneficiaries” “complaints completion reports” 

“the sustainability of energy supply”. 
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The Second Axis: Questions of Sub-branches 

Variables of Infrastructure 

 

1- Perpetuation and Renewing 

 

First question: How do you see the covering of 

company plan to all the requirements for the 

periodic maintenance of the infrastructure in the 

distribution sector? 

The company sets programed plans for 

maintenance in two times in order to take into 

account the times of the loads falling on the 

network and their scheduling them depending on 

those times and needs. This is based on appraisal 

reports and disclosures depending on the accuracy 

of identifying data and information for project 

completion rates or describing the state of the 

network and its further needs, or the non-

compliance of maintenance officials and working 

staff with the scheduled maintenance plans and 

identifying those needs. In addition, the lack of 

qualified skilled staff that can contact with the live 

network, and accordingly there is a need for 

critical administrative decisions for technical 

details regarding the nature of the distribution of 

maintenance staff, as the respondent (3) said: 

“The periodic maintenance plans are prepared 

according to special schedules in which the low 

loads and electrical energy consumption are taken 

into account, but their application according to the 

actual need faces constraints of weak capabilities 

of preparing the materials necessary to meet the 

actual needs”….. respondent (3)  

Second question: Do you think that the periodic 

maintenance operations in the company achieve 

the necessary sustainability of the infrastructure of 

the electric power distribution sector? Do you see 

a clear strategy in this area? 

The emergency maintenance operations depend on 

the extent of commitment to the programmed and 

planned maintenance operations that have been 

accomplished and decreases whenever the 

periodic maintenance of the network and vital 

facilities is activated. Also, the selection of 

maintenance center sites has specific criteria that 

have positive impact on the coverage of 

maintenance operations, and the application of 

criteria for selecting maintenance center officials 

has an important impact on achieving 

sustainability by choosing the most appropriate in 

terms of requirements or necessary expertise 

which was mentioned by respondent (4) as 

follows:  

“The maintenance of the infrastructure of power 

distribution network depends on the programmed 

maintenance operations, and the emergency 

maintenance operations are determined by the 

presence and completion rates of the achieved 

quarterly programmed maintenance, the lack of 

the necessary allocations to meet the need for 

periodic maintenance is not only reason for this, 

but there are other reasons, the most important of 

which are the determinants of the state land 

acquisition, also one of the most important 

strategies for sustaining the electric power 

distribution sector is what relates to the criteria for 

selecting operating maintenance center officials 

and others that represent the selection of 

maintenance center locations”…. respondent (4) 

The implementation of projects has specificities 

and priorities that support strategies for sustaining 

the infrastructure of the energy distribution sector, 

which is why the planning authorities must take 

the opinion of the executive authorities on the 

plan of these projects to prevent the occurrence of 

operational interference, the most prominent of 

which are the problems of network taboos and 

their conflicts, as the respondent (5) said: 

“Covering the speculative statements of the details 

that are prepared for all the project sections, 

whether rehabilitation work or the new 

implementation of the projects and their accuracy 

is related to the level of participation and 

consultation of the executive bodies in those joints 

of the plan, the reason is to prevent the interaction 

of many planning matters that may cause delays 

and confusion in the work”….. respondent (5) 

Third question: How to respond to emergency 

maintenance operations at peak loads times or the 

occurrence of exceptional circumstances? 

There is an evident from the research sample that 

the response to emergency maintenance is fairly 

good and related to the time factor, lack of staff or 

the extent of deficiency in the availability of 

specialized mechanisms to reduce the periods of 

work completion as the number of cases recorded 

for emergency maintenance is directly 

proportional to the growing loads and excesses 

occurring on the power distribution networks as 
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well as the increase trespassing on networks and 

lack of awareness of the details of electrical lines 

by trespassers which was mentioned by 

respondent (8) as follows: 

“The response to emergency maintenance 

operations is good despite the limits and 

possibilities of work in relation to the time factor 

and the availability of staff, as this can be 

determined through the accomplished of the 

complaints received”…… respondent (5) 

The extent of responds of studied institution to 

sub-variables (Perpetuation and renewing) 

The researcher concluded from what the 

respondents mentioned above, that the 

perpetuation and renewing are affecting by 

determinants related to “scheduling maintenance” 

“work staffs and management decisions” 

“choosing of maintenance centers” “selection of 

maintenance center officials” “flexibility of 

implementation” “emergency maintenance” 

“increasing loads and excesses” “complaints 

received”. 

2- The Growing of Loads 

 

First question: Do you see that the load 

forecasting contributes to the long-term resource 

planning of the feeding units (secondary stations)? 

And how is this done? 

The prediction of electrical loads is an important 

factor in selecting the sites of the stations and 

developing the potentials of electrical supply in 

them, which calls for considering load prediction 

processes important future indicators for 

developing power distribution networks. This was 

stated by the respondent (6), as follows: 

"The load forecasting reports have a great role in 

developing electrical power distribution stations 

and control centers, as it contributes to locating 

stations that need treatments or developing their 

electrical feed by knowing the amount of 

increases occurring in those loads or electrical 

loads expected to occur..." (6) 

The second question: Does the company adopt 

strategies that support energy efficiency and 

rationalization, and how do they contribute to 

containing energy demand and reducing energy 

wastes? 

Energy rationalization and efficiency strategies 

need to implement the Ministry of Electricity 

specifications by external parties represented by 

the relevant ministries to make these strategies 

successful. In this regard, the respondent (8) 

answers the following: 

"Media support for strategies that support the 

rationalization and efficiency of electric energy, 

and education of government agencies or the 

private sector alone is not sufficient to effectively 

implement these strategies, as they need a law that 

gives full control over the import of energy-saving 

electrical devices in accordance with true quality 

control that prevents the import of energy-

consuming devices… responder (8) 

The extent of the researched institution’s response 

to the sub-variable (load growth) 

The researcher concludes from what the 

respondents mentioned above, that the load 

growth is affected by determinants related to 

"studying the volume of increase in loads", 

"developing staff and techniques", "ministry 

specifications", and "rationalization and 

permanence of supply”. 

Secondly: The possibility of developing the 

infrastructure in light of the European model of 

excellence. 

 The fields of support for the infrastructure 

strategy 

The relevant fields, which the research sample 

showed, are important in supporting the 

infrastructure strategy with the four sub-variables 

(sustainability and renewal, load growth, vital 

buildings and facilities, energy sales) that 

contribute directly to the development of its 

strategies, by supporting two or more sub-

variables as follows: 

 

1- Leadership Standard 

 

The data analysis proved that the leadership 

criterion responds to two sub-variables only of the 

four sub-variables of the infrastructure, but not all 

of them, as follows: 

A- With regard to the direction of the company's 

departments to support the relationship with 

stakeholders, the leadership criterion supports the 

infrastructure strategy in dealing with suppliers, to 

provide the necessary support for the company 

and the sub-variables (buildings and vital 

facilities, maintenance and renewal). And “the 

management relationship with all partners is a 

close relationship with what it serves the interest 
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of work “responder (3), as" the company is trying 

to find a system for dealing with suppliers known 

as the supplier evaluation system, which is (part of 

the quality management system) defines the 

company's relationship with suppliers to provide 

basic services “responder (9). This is in line with a 

study (Morales-Lόpez, 2013), which emphasizes 

the role of leadership in developing the vision and 

values of the institution, motivating stakeholders 

and collaborators and encouraging them to act 

according to the requirements and needs of the 

institution. 

B - The analysis of the data obtained from the 

respondents proved that the leadership criterion 

does not support the infrastructure strategy for the 

sub-variables (load growth, energy sales), as the 

role of the administrative leadership was not at the 

required level in terms of continuous auditing and 

follow-up of activities and work reports 

“responder (2). The external influence in choosing 

the appropriate departments without referring to 

the required specializations and factors of 

expertise negatively affects the independence of 

decision-making, and “which affects the nature of 

administrative decisions related to higher 

management “responder (3). This is inconsistent 

with the study Wang, et al., (2010 ), which states 

that the activities and processes associated with 

energy management can be considered "the best 

strategy used in most institutions by being praised 

as the optimum management of equipment. In 

general, the researcher believes that the leadership 

criterion supports the infrastructure strategy of the 

electric power distribution sector, as it supported 

two sub-variables (maintenance and renewal, vital 

buildings and facilities) and did not support the 

other two sub-variables. 

 

Limited Areas to Support the Infrastructure 

Strategy 

 

The limited areas of support for the infrastructure 

strategy, but not at the required level which rise to 

the level of developing the strategies of the four 

sub-variables (sustainability and renewal, load 

growth, vital buildings and facilities, energy sales) 

and which are still in need of further development 

as they supported only one sub-variable of the 

four sub-variants of the infrastructure as follows: 

 

Customer Results Criterion (Beneficiaries 

Satisfaction) 

 

1- The criterion of beneficiaries’ results, as the 

research sample of respondents in the company is 

related to determinants that the company takes 

into consideration through the opinions of the 

beneficiaries of the service, or through the nature 

of the complaints completion reports received 

from participants. In addition, taking into account 

the opinions of the beneficiaries needs to invest 

the opportunities granted to the company. In this 

regard, the data analysis proved that the 

beneficiaries' outcome criterion does not respond 

to the three sub-variables (load growth, vital 

buildings and facilities, energy sales) as media 

support for strategies that support the 

rationalization and efficiency of electric energy, 

and educating government agencies or the private 

sector alone is not sufficient to effectively 

implement these strategies “responder (8), and 

also that “these conflicts cause changes in the 

paths and plans of these projects, which causes 

increased costs and periods of completion...” 

responder (5). “The company needs to follow up 

the necessary readings to determine the quantities 

of energy sold according to the nutrients and 

capacity equipment.” responder (8) 

2- The company responds to only one sub-variable 

of the four infrastructure sub-variables 

(sustainability and renewal) as the company 

supports a culture that accepts surveyed 

beneficiaries opinion about services according to 

their positive proportionality with energy demand. 

The beneficiaries satisfaction with services 

provided is directly proportional to the hours of 

electrical energy supply “responder (6). This is in 

agreement with Bennett and Rundle-Thiele, 

(2004) which confirmed that the beneficiaries 

satisfaction that trust in institution services and 

products, is the key of survive that aspire various 

institutions and the successful and correct path 

that encourages the continuity and improvement 

of any work in the future. In general, the 

beneficiaries' outcome criterion supports the 

strategies related to the sub-variables of the 

infrastructure, especially (sustainability and 

renewal) energy. 

Thirdly: Fields that have not proven support for 

the infrastructure strategy. 
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The fields in which the respondents from the 

research sample did not indicate their importance 

in supporting the infrastructure strategy or that 

have not proven to be related in supporting and 

developing the strategies of the four sub-variables 

(sustainability and renewal, load growth, vital 

buildings and facilities, energy sales) at the 

present time at least. 

 

Employees’ Standard 

 

The workers criterion did not appear to have a 

direct or indirect relationship from the viewpoint 

of the respondents from the research sample in 

supporting the infrastructure strategy in the energy 

distribution sector. Due to the respondents 

’opinions that were related to the need of 

developing the human resources planning process 

according to a job description that may or may not 

match with the company’s specific strategy, 

organizational structure and internal system as 

well as the extent to which the company’s 

employees are motivated and developed. In 

general, the standard of workers and through the 

opinions of the respondents from the sample is not 

linked to strategies that support the sub-variables 

of the infrastructure (maintenance and renewal, 

load growth, vital buildings and facilities, energy 

sales), for the present time at least. 

 

The Final Tested Model 

 

The figure below shows that the standards 

(leadership, strategies and policies, partnerships 

and material resources, procedures and processes) 

support the infrastructure strategy. As for the two 

criteria (beneficiaries' results and community 

outcomes), they are among the limited criteria in 

support of the infrastructure strategy, and the 

workers standard does not support the 

infrastructure strategy. 

 

 

 

Figure 2. The final tested model

 

The Fourth Topic 

 

Conclusions, Recommendations and Future 

Proposals 

The First Topic: Conclusions 

 

This topic consists of the most important and most 

prominent conclusions related to the theoretical 

and practical aspects of the current study, and the 

conclusion from the research questions and 

analysis of the qualitative entrance data as 

follows: 

 

1. The European Excellence Model for 

Quality (EFQM) in general supports the 

infrastructure strategy in the studied 

department and for the (leadership) 

criterion only. 

 

1- Leadership standard 

2- Procedures and 
processes 

Employees’ standard 

European Excellence Model supporting infrastructure strategy 

European Excellence Model with limited support to infrastructure strategy 

European Excellence Model not supporting infrastructure strategy 

 

 

Infrastructure 

strategies  

 

Beneficiaries’ results 

standard 
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2. The analysis of the data showed that the 

European Excellence Model for Quality 

(EFQM) partially supports the 

infrastructure strategy of the surveyed 

department through the two criteria (results 

of beneficiaries). 

3. It appeared during the analysis of the data 

that the workers criterion does not support 

the strategies related to the sub-variables of 

the infrastructure, nor has it shown a direct 

or indirect relationship in supporting the 

infrastructure strategy in the power 

distribution sector, and that is at the present 

time at least. 

4. The leadership standard supports the 

strategies of the sub-variables of the 

infrastructure and has two sub-variables 

(buildings and vital facilities, sustainability 

and renewal) and on the one hand with 

regard to providing the necessary network 

resources by supporting and evaluating the 

relationship with customers. Infrastructure 

represented by the two variables (load 

growth, energy sales). 

5. The beneficiaries' results criterion supports 

the strategies related to the sub-axes of the 

infrastructure, especially (sustainability and 

renewal) at the required level according to 

meeting the energy demand and is linked to 

the determinants that the company takes 

into consideration through the opinions of 

the beneficiaries of the service, or through 

the nature of the reports of completion of 

complaints received from participants and 

does not support other variables. 

 

The Second Topic: Recommendations 

 

1. The need to increase interest in the 

standards that actually support the 

strategies of the sub-variables of the 

infrastructure in order to be helpful in 

implementing the other criteria represented 

by the criterion (leadership). 

2. Increasing interest in standards with limited 

support for strategies of sub-variables of 

infrastructure, in order for the General 

Company for Energy Distribution to 

promote the application of the European 

Excellence Model (EFQM) in all the joints 

of its work strategies represented by 

(beneficiaries results) criteria. 

3. The importance of the General Company 

for Energy Distribution in applying the 

standards of the European Excellence 

Model for Quality (EFQM) that do not 

support the strategies of the sub-variables 

of the infrastructure at the present time 

represented by the standard of workers. 

4. The necessity of activating the leadership 

roles of auditing and continuous follow-up 

of activities and work reports and selecting 

appropriate departments according to 

specializations and required experience 

factors, to achieve independence in taking 

appropriate decisions. 

5. Paying attention to developing an accurate 

information base upon which planning 

effective strategies is based, through the 

accuracy of the results of the work activity 

reports sent to provide a current and future 

vision for the electrical distribution 

networks, and reviewing policies to achieve 

strategic solutions and treatments, the most 

important of which is related to achieving a 

truly programmed maintenance. 

6. Creating and providing the necessary 

capabilities to achieve compatibility 

between the type and reality of the current 

state of the power distribution network and 

the technical needs for the implementation 

and operation of infrastructure projects, 

continuous improvement of its operations, 

and a real methodology that meets the 

needs of the beneficiaries of the service. 

7. The necessity to address the problems 

related to the random expansion of 

residential buildings, and to take into 

account the necessary flexibility for the 

procedures and processes necessary to 

support investments in the energy 

distribution sector by updating the law for 

investment projects and simplifying the 

procedures for the delivery of electric 

current to the beneficiaries of services. 

8. Paying attention to the opinions of the 

beneficiaries in addressing the 

requirements of the sub-variables, in a 

manner that meets the desires of the 

beneficiaries of energy demand. By taking 
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advantage of the real opportunities afforded 

to the company, in analyzing and studying 

the results of the opinion survey, and by 

supporting a culture that accepts the 

opinions of the beneficiaries, as they are 

reflected positively with the increase in the 

hours of supply of electrical energy. 

9. Developing the planning process for human 

resources according to a specific job 

description and motivating the company's 

employees to benefit from the standard of 

future workers in supporting infrastructure 

strategies, directly or indirectly, by 

providing the necessary expertise for the 

energy distribution sector. 

 

References 

 

[1] Al Salamy, Ali. (1997). Human resources 

management. Cairo University, Dar 

Gharib for printing, publishing and 

distribution, Egypt.  

[2] Antonaras, A, & et al. (2009): The 

strategic importance of benchmarking as a 

tool for achieving excellence in higher 

education. In: 3rd Annual Scientific 

Quality Congress in the Middle East, 6-7 

April 2009. e-University, Dubai.pp74-83. 

(http://qc.hbmeu.ae/qc3/images/download

Center/QC3_Final_Revised_Version_May

_2 009.pdf, 19.10.2011). 

[3] Anyamele, Stephen. (2007). Applying 

Leadership Criterion of the European 

Excellence model for achieving Quality 

Management in Higher Education 

Institutions. Academic Leadership: The 

Online Journal, 5(2), Article 3, pp. 4. 

[4] Babbie, E., (2010). "The practice of social 

research" (12th ed.), California: 

Wadsworth Cengage Learning. 

[5] Bennett, R., & Rundle-Thiele, S. (2004). 

Customer satisfaction should not be the 

only goal. Journal of Services Marketing, 

18(7), 514-523. 

[6] Bou-Llusar, J. C., Escrig-Tena, A. B., 

Roca-Puig, V., & Beltrán-Martín, I. 

(2009). An empirical assessment of the 

EFQM Excellence Model: Evaluation as a 

TQM framework relative to the MBNQA 

Model. Journal of Operations 

Management, 27(1), 1-22. 

[7] Bryman, A. & Bell, E., (2015), "Business 

research methods", 4th ed. New York, 

United States of America: Oxford 

University Press. 

[8] Dolors C., Esther M., Josep M. (2018). 

Socially responsible HR practices and their 

effects on employees’ wellbeing: 

Empirical evidence from Catalonia, Spain. 

European Research on Management and 

Business Economics, 24, 2, May–August: 

82- 89. 

[9] Hong, J. C., Yang, S. D., Wang, L. J., 

Chiou, E. F., Su, F. Y., & Huang, S. L. 

(1995). Impact of employee benefits on 

work motivation and productivity. 

International Journal of Career 

Management, 7(6), 10-14. 

[10] Hong, T., & Fan, S. (2016). Probabilistic 

electric load forecasting: A tutorial 

review. International Journal of 

Forecasting, 32(3), 914-938. 

[11] Lee, N., & Lings, I., (2008), "Doing 

Business Research: A Guide to Theory and 

Practice". Sage Publishers, London. 

[12] Lewis, S., (2015), "Qualitative inquiry and 

research design: Choosing among five 

approaches" (2nd ed.): SAGE 

Publications. 

[13] McAdam, R., & Bannister, A. (2001). 

Business performance measurement and 

change management within a TQM 

framework. International Journal of 

Operations & Production Management. 

[14] Moeller, J., Brein linger-O’Reilly, J. and 

Elser, J. (2000), “Quality management in 

german health care-The EFQM Excellence 

Model”, International Journal of Health 

Care Quality Assurance, Vol. 13 No. 6,  

pp. 254-8. 

[15] Peters, T. & Waterman, R. (1983). In 

Search of Excellence- Lessons from 

America’s Best-Run Companies (Glasgow, 

Harper Collins). 



PSYCHOLOGY AND EDUCATION (2021) 58(4): 2864-2878  

Article Received: 08th October, 2020; Article Revised: 15th February, 2021; Article Accepted: 20th March, 2021  

  

www.psychologyandeducation.net     

2878 

[16] Schweikert, Amy, Nield, Otto, and 

Deinert. (2019). “Resilience and Critical 

Power System Infrastructure: Lessons 

Learned from Natural Disasters and 

Future Research Needs.” 

[17] Tavana, Yazdi, Shiri and Rappaport, 

(2011),"An EFQM-Rembrandt excellence 

model based on the theory of displaced 

ideal", Benchmarking: AN International 

Journal, vol 38, issue 5, pp 644-667. 

[18] Vartabedian, Ralph. (2017). “Oroville 

Dam Spillway Had Two Dozen Problems 

That May Have Led to Mass Failure, 

Report Says.” Latimes.Com. 2017.  

[19] Walliman, N., (2006), "Social research 

methods", London: SAGE publications. 

[20] William, C., Adams, (2015). "Conducting 

Semi- Structured Interviews", See 

discussions, stats, and author profiles for 

this publication. 

https://www.researchgate.net/publication/3

01738442.  

https://www.researchgate.net/publication/301738442
https://www.researchgate.net/publication/301738442

