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The degree of application of Malcolm Baldrige’s total quality standards in
Palestinian telecommunication companies (Paltel, Ooredoo, Jawwal) from the
point of view of its employees.

Prepared by: Heba (Mohamed Majed) Hejazy Al-Sharif.
Supervised by: Dr. Ahmad Herzallah.
Abstract :

The study aimed to know the degree of application of Malcolm Baldrige’s
standards for total quality in Palestinian telecommunication companies
(paltel, Ooredoo, Jawwal) from the point of view of their employees. Eight
areas: (commitment of senior management to total quality, strategic planning,
attention and focus on participants, attention/attention to human resources,
operations management, information systems management, quality of outputs,
challenges facing companies in applying Malcolm Baldrige standards), and it
enjoyed a degree of stability for the degree College for the application of
standards (0.91), and for the field of challenges facing companies in the
application of Malcolm Baldrige standards (0.88), and the study population
consisted of all general managers and officials of departments, departments
and units supervisors in the telecommunications sector companies, which are
(Palestine Telecommunications Company “Paltel”, Jawwal Company, and
Company Eridu), numbering 170 employees, and the researcher used the
comprehensive survey method as a result of the small size of the study
population, and the final sample for this study amounted to (139) employees.

The study concluded that the total degree of the reality of the application of
Malcolm Baldrige’s standards of total quality in Palestinian
telecommunication companies was highly appreciated, with a total mean of
(4.1), and with a standard deviation (0.49). The overall score in the services
provided by Palestinian telecommunications companies, as well as the total
degree of the challenges facing Palestinian telecommunications companies in
applying Malcolm Baldrige’s criteria for total quality was medium, and the
total arithmetic mean was (2.85), and the standard deviation was (1.00), and
the results of the study showed no There are significant differences at the
level of statistical significance (0>0.05) in the degree of application of
Malcolm  Baldrige's criteria  for total quality in  Palestinian
telecommunications companies from the point of view of its employees due to
all study variables (educational qualification, job nature, job title, number of
years of experience).



Based on the above results, the study came out with a set of
recommendations, most notably the need to increase the interest of senior
management in applying Malcolm Baldrige’s standards for total quality
management, as it has a direct impact on improving the quality of services
provided, as well as the importance of companies having an effective system
for measuring performance, and relying on general performance indicators in
the process of taking decisions, comparing performance with competitors and
distinguished people in the same field of work, and working to find an
effective methodology to measure the extent of beneficiaries’ satisfaction, and
to deal with their complaints and work to resolve them, as well as enhancing
the participation of senior management for all beneficiaries in its directions
and future aspirations, with the importance of focusing on meeting the needs
and desires of customers, By collecting comprehensive and accurate
information about these needs, and using it in designing services, to retain
existing customers and gain new ones, as well as creating effective programs
that help raise the morale of employees and reduce their resistance to applying
comprehensive quality standards, and work to spread the culture of quality at
all levels of the company, Providing awareness and guidance programs for
employees regarding the importance of improving the level of companies’
performance, which is reflected in their ability to meet the needs of recipients
services, and the need to enhance the capabilities of corporate management
and to introduce and constantly modify new information systems, in order to
enable them to compete in the market and provide the best services.

Keywords: Total Quality Management, Malcolm Baldrige standards,
standards, customer satisfaction, Palestinian telecommunication companies.
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