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The reality application of the European Excellence Model "EFQM" standards in
Wataniya Mobile.

Prepared by: Anas.A.Assaf

Supervised by: Dr.Suhail sultan

Abstract

The aim of this study was to recognize the reality application of” EFQM *standards in Wataniya
Mobile through using the nine criteria model (enablers & results) which is concerned with
methodologies and results. In addition, this study recognizes the application reality, criteria,
stimulants and obstacles in applying the model. Finally, it is important to go out with practical
recommendations, to help Wataniya Mobile if adopting this model to improve its performance.

Descriptive method was utilized in this study through studying all factors that have influenced the
company's performance in reality. In addition, to give an accurate description through using a “case
study” in order to collect the data and come up with results which have a direct relationship with
the company. Then quantitative approach was used to describe the performance accurately and to
give a digital description that illustrates the amount and extent of the obligation to apply the
European model.

The results of the study are various. The most important one is that Wataniya Mobile Company
gained 592; this is called “known excellence” according to the EFQM. One of the study results is
that the human resources got the highest percentage (61%) and the lowest result is the basic
performance, which gained (48%) although the criteria achieved 71% of the total percentage.

As for (1) leadership, it was found that there is a weakness in leadership in two aspects: First, its
ability to predict the future. Second, is that it cannot interact positively with the company’s
performance in suitable time. (2) Strategic criteria, it needs to be improved in order to be able to
connect the vision and the mission with the development aspect. In addition, it is important to
develop the policy and the business in order to achieve goals. (3) People criteria, there is a problem
in developing and estimating the employees’ ability and talent. There is a problem in rewarding
them in a suitable way that can help in achieving goals so simply. (4) Partnerships & Resources
criteria, it was founded that there is a trouble between partners’ performance and resources that
can support the company and its policy. (5) Processes, Products & Services criteria, the study
showed that there is weakness in this aspect in several fields: methodical weakness in planning
and designing operations creatively, weak relationship with the customers. (6) Customer Results,
it lacks the transparent easy to give information, quality. (7) People Results, it was found that
human resources must be improved especially in training which can help in achieving career
contentedness.

m



(8) Society Results, the study showed that the company does not take enough care of the society
and its suggestions. At the same time, it does not care about building relationships with customers
who are actually the core element in company’s profit.

The researcher recommended that: it is important to focus on the nine criteria of the model in order
to develop the performance and the career. Therefore, it is necessary to have an active leadership
that has the ability to design the suitable strategies that suit the company’s vision and message,
and to make a comprehensive change from time to time, In addition, it is important to revise and
keep these strategies up to date continuously. In addition, it is necessary to be ready to any possible
and urgent change. Moreover, it is important to specify the present needs and the future
expectations for all intermal and extemal aspects. In addition, it is necessary to pay attention to
human resources first through having good training systems in order to build active employees.
Second, partners, therefore, it is important to recognize the partners and their strategies, also to
cooperate with them in order to achieve good profits. Third, operations, it is important to specify
the minor and the major operations and to find the relationship between them to achieve good
results. Forth, customer’s services, it is important to offer excellent customers services such as
easy, quick and creative services. All this needs a clear base that must include quality, creativity
and at the same time to fit customers’ needs. At this point, it is important to revise the rewarding,
punishing and warning systems regularly and then to generalize these systems to all employees.
Fifth, concerning the surrounding society the researcher recommended that it is important to build
good and strong relationship with the surrounding society by building activities that connect the
company with the society. Sixth, financial and non- financial resources: it is important to stick to
the plans that are connected with company’s goals. The last point of recommendation is the
competitors: it is important to pay attention to the competitors and to look at their previous
experiences in order to benefit from these experiences and gain good results in less time and effort.
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