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Requirementsfor and Challenges of the application of Total Quality
Management in the Director ates of Customs and Excisein the West Bank

Abstract

This study aimed at identifying the availability of Tota Quality Management in the
Directorates of Customs in the West Bank. It aso studied the challenges facing the
application of this kind of management from the employees points of view as well as the
variety of such opinions based on the variables of marital status, gender, educational
qualifications, age, years of experience and job title.

The researcher used the descriptive approach throughout the study in the directorates of
Customs in the West Bank during (2006-2007). As asample, (159) for original (262) male
and female employees at the directorates of Customs in different positions applied the
research tool with the exception of secretaries and office supporting staff.

The questionnaire, the research tool, included (177) items on the different aspects. These
fields included Organizational Culture, Organizational Structure, Support of senior
management, concentration on the customers, concentration on the Employees, Continuous
Improvement, Decision Taking, Quality Guarantee, Service design, Socia Dimension and
Internal and External Challenges. When stability factor was examined, it was (0.97) for the
requirements and (0.91) for the challenges. Data was then statistically analyzed though
averages and deviation following t. test and Kruskal- Wallis.

The resear ch came up with many results:

Employees attitudes towards the requirements for application of the comprehensive
quality in the directorates of customs and excise were in medium degree that took an
average of (1.93) based on the scale. On top of such attitudes was to concentrate on the
customers with an average of (2.1) which indicates that the senior managements
concentrated on taking care of the customers as they are the basis of collecting money. On
the other hand, taking care of the employees did not reach the required level asthe average
was (1.82). This shows that the employees do not integrally participate as required in plans
design, decision taking and lack of link between performance indicators and required skills
so as to improve the performance as a basis to plan training programs as well as the
absence of incentives system. In addition, there isn't enough authorities given to teams at
work which limitsits efficiency in achieving the work.

In her recommendations, the researcher clarified that when the senior management adopts
the approach of Quality Management, it will encourage promotion of Quality Management
culture. This can be achieved through organizing workshops, training seminars on the basis
of Quality management, designing periodicals that would help in identifying quality and its
importance as well as restructuring the managerial levels in a way that guarantees
identification of job descriptions, roles and responsibilities. This will help flow of work
between the different levels and promote the application of the Quality management
especially with those who have the ability of promoting Quality Culture and supporting all
employees efforts, appreciating their achievements, involving them in decision taking and
providing the needed support to the application process.
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