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The Reality and the hindrances of Implementing the TQM at the 

PALTEL Company 

Abstract  
 

This study aimed at exploring the reality of Implementing the TQM in all the branches of 

the PALTEL Company in the West Bank through investigating the following TQM fields 

as viewed by the managers of the company: the support provided by the top management, 

the concentrations on the customers, the care for the man powers, the continuous 

improvement, guaranteeing the quality, the interest in the internal operations, using the 

quantitative methods in decision making, the operation design, and the organizational 

change. The study also aimed at identifying the hindrances of implementing the TQM 

system in the company, so that suitable measures that may help in overcoming these 

hindrances and raising the TQM level in the company can be proposed. 

 

The study, also tried to find out the effect of some variables and the individual 

characteristics of the sample members (the managers) on their attitude towards the reality 

of  Implementing the TQM in the company, these variables and characteristics include: the 

gender, the age, the academic qualification, the years or experience, the occupational 

name, the usage of operational planning, the usage of strategic planning, the usage of 

modern technology, and the costs of keeping the quality. The population of the study 

included all the managers in the company and its branches in the West Bank, the members 

of the population were selected using the random sample method. 

 

Depending on the TQM concept as presented in the literature, the researcher designed a 

three part questionnaire in order to be used as a research tool. The first part of the 

questionnaire aims at collecting the personal data of the sample members, the second part 

aims at measuring the extent of executing the TQM reality in nine fields in the company. 

The third part aims at finding out the hindrances of applying the Implementing of TQM in 

the company. The collected data were statistically analyzed to find the statistical means 

and the standard deviation, A t-test, and one-way ANOVA test were also applied on the 

collected data at significance level (α≤0.05), in addition to chronbach alpha. 

 

 The results have shown that an above average level of adopting and implementing the 

principles of the TQM in the PALTEL company form the administrators’ point of view. 

The results also have shown that the administrators are satisfied with the execution level of 

the TQM reality in the company. The results have also shown that there are no statistically 

significant differences in executing the TQM due to the differences in the age the years of 

experience, the occupational name, the usage of operational planning, and the usage of 

modern technology in the company. However the results have shown that there are 

statistically significant differences due to the differences in the gender, the academic 

qualification, the usage of  strategic planning in the company, and the coasts of keeping the 

quality. 

 

The results, also, have shown the existence of hindrances of the TQM application in the 

PALTEL Company. The most important hindrances are: the luck of the administration’s 

care for the workers in the company, the weakness in communication between the 

administration and the employees on all levels, the requirements of applying  the TQM are 

not provided, the geographical distance between the department of the company in the 



 ‌ز 

West Bank provinces, and authority interference among the various administrations of the 

company. In the light of these results, and on the purpose of improving the execution of the 

TQM in the company, the study recommended the following: 

 

it is recommended a higher interest in coaching and spreading the acquaintance and the 

education of the TQM among the workers, Encouraging the employees to develop 

themselves continuously, The continuous improvement must be a standing goal for the 

company, It is necessary to put a precise description of all activities of  the company There 

must be a concentration on doing thing correctly from the first time, The company must 

show a higher interest in developing the coordination process among its service related 

departments, There is a necessity for suitable changes in the administrative modes in the 

company, A double effort must be paid towards changing the communication modes 

among the various levels of administration in the company.   
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