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Abstract

Total Quality Management (TQM) is an effort to continuously improve organizational
processes, products and services to meet the needs of the customer or client, strengthen
competitive leverage and achieve the optimal level of performance. The aim of this study was
to identify and determine the ideal value of key factors for the success of TQM, to map the
causal relationships between the factors and also to select the best policy to improve TQM in
Fars Electricity Distribution Company. Researcher-made questionnaires were used to collect
data. Using the DANP method, the relationships between the factors and their ideal value were
determined and then, based on the findings of the DANP method, causal loop diagrams were
created and the problem was modeled by drawing a flow diagram. The simulation results
showed that the tenth policy (paying full attention to all factors) in the system dynamics method
is the best policy considered in this research.
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