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Abstract: This study aimed to examine the role of performance quality in shaping the mental image of 

service institutions within crisis environments, through a field study conducted at the Electricity 

Distribution Company in the Gaza Governorates. The study adopted the descriptive-analytical approach 

and utilized a questionnaire as the main data collection tool. The sample consisted of (134) supervisory 

employees in 2025. The study measured performance quality through three dimensions (operational 

efficiency, innovation, and customer satisfaction) and assessed the level of mental image among 

employees. It also examined the relationship between the two variables and tested differences according 

to demographic characteristics. The findings revealed that the level of performance quality was high 

(68.06%), while the mental image level was also high (69.47%). The results confirmed a statistically 

significant positive correlation between performance quality and mental image, indicating that 

improving institutional performance positively influences perceptions and reputation. Significant 

differences were found in mental image according to gender, age, and years of service. The study 

recommends strengthening customer satisfaction and integrating performance indicators with 

institutional image metrics within a unified evaluation framework. 

Keywords: Performance Quality; Mental Image; Service Institutions; Crisis Environment; Electricity 

Distribution Company. 
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