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Abstract:

The main subject of this study is “ Total Quality Management * in all
aspects whether theoretical or applicable. The study concentrated upon the
implementation of TQM in non - governmental service institutions in the
West Bank. This is the first study to discover the reality and prospects of the
implementation of TQM in such organizations.

The main problem facing this study was finding out to what extent these
institutions implement the criteria and the standards and the basics of TQM.

Moreover, this study was able to find out how much these institutions
actually understood the concept of TQM and its basics

The main objectives of this study are firstly to realize the factors that
affect the procedures of TQM and the recognition of the differences in
implementing this system. Next to set a model for the system of TOM in
Palestinian Service Institutions, considering the points of weakness and the
points of strength and serves the development of these services in the Local
Palestinian market.

In order to implement the objectives of this study, we selected a
sample which consisted of non - governmental Palestinian Services
Institutions. The highest administrative Persons of these Institutions were
given the questionnaire to answer. The results of the questionnaire were then
documented and studied in a scientific method. This method depended on
statistical analysis, statistical descriptions and interviews with the
administration. It also gained from previous studies and literature in order to
benefit the new study.

The questionnaire was constructed according to the basics of TQM,
which consist of eight constants and 48 variables. The variables and
constants were analysed according to equal order and importance and
through the use of resources and statistical examinations ( Persons’s Factor,
T - Test, kronbach Alpha, and others ).

This study also focused on a number of foreign studies and literature
together with the concept and philosophies of TQM.

Consequently the benefit of these foreign studies was the formulation of the
proposed model of TQM in the West Bank.

The study showed significant results of which the main focus was the
lack of the use of qualitative methods in decision making,

It was discovered that 82% of the sample lacked quality administrations, and
60% did not participate in training courses or introductory courses in TQM.

Moreover the study showed that the TQM criteria did not fall into the
institutions priorities, and the service has many faults in its first stages, added
to the lack of interest of the institutions to the environmental and public

health.
The recommendations taken from the results of the study are the

following:
1- Rebuilding of the organizations structure and construction of a
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special department specialized i TQM in order to follow up and guarantee
- productive and competitive service. All of this will be done according to the
International Administrative criteria, by following the proposed model in this
study whereby the new organizational structure and the proposed model are
combined.

2- To strengthen public awareness of TQM and to encourage its adoption In
governmental and non - governmental institutions.  This will be
accomplished by universities , seminars and other.

3- Formulation of regulations dealing with criteria and standards of TQM, to
guarantee the proper implementations of TQM.

4- Supervisions at the institutions that have obtained the ISO from the
Institution of standards to guarantee the full commitment to the criteria and
qualifications of TQM so that bad competition can be avoided and to keep
the consumers trust. )

5. Rehabilitation of the managers and employees through training courses
and programs in TQM.

6- Stimulation of the law obliging all service companies to protect the
environment, and public health in order to develop society’s human and
financial resources.

7- Establishing a comprehensive data — base in improvement and
reevaluating those services.
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