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The current status of total quality management in the Ministry of
National Economy in the view of the managersand customers

Abstract

The aim of this study was to determine the redlity of the application of total quality
management in the Ministry of Nationa Palestinian Economy, and to find out opinion of the
Palestinian public about the beneficiary of services provided by the ministry. Since the fact that
guality is essential for many institutions or organizations to achieve, it is the driving force required

for the improvement of al institutions effectively to achieve its vision, mission and objectives.

Quality initiatives are those which are used in the institutional reform in the public sector
(governmental) to achieve the quality based on the integration of several elements or principles
including the focus on the consumer, operations, prevention of errors before they occur,
shipping and mobilization of the expertise of the workforce, taking decisions based on facts,
feedback, and continuous improvement. The principles which have been adopted and evaluated
in this study are listed in nine maor groups which are comprehensive with quality
measurement in the public sector institutions, and these principles have been derived from the
relevant studies which are senior management support for total quality, organizationa structure
and organizational relationships, decision-making, and task forces and collective action,
participation and motivation, training and development, comprehensive and continuous

improvement, the objectives of the ministry and the workers, and focus on the public.

The Ministry of National Palestinian Economy (MNPE) has been taken as a sample case of our
study because of its important role in the process of construction and development at the
national level, especially, as MNPE is facing a number of challenges, starting with their ability
to establish independent national economy to set the sound base for powerful state with strong

economical substructure.

The study involves three organizational groups. General Managers, Managers, and section
chiefs the overall total of employees are 219. They were selected randomly and according to
classes. The main reason being behind their selection is the ability of these groups to dignoze
the total quality in the ministry.

The study was based on questions and hypotheses which covers the extent of the application of
the total quality management in the Ministry of National Palestinian Economy, in the view of
the managers and stokeholders, and a so the differences in attitudes towards the application of



the principles of total quality management in different gender, age, qualifications,
administrative level, experience, training and the workplace, the Directorate and the
Administration. The study also includes a general revision of the previous Arabic and foreign

studiesin this area because of its relationship to the subject of study.

To achieve the objectives of the study, the related data has been collected from secondary and
primary sources. The secondary sources include books, periodicals and previous studies, and
the primary sources have been obtained through the use of two questionnaires, The first
questionnaire was about the views of staff regarding the application of the principles of total
quality management in the ministry, and the second one aimed to determine the level of

satisfaction with the services provided to the subject by the ministry.

Results of the study: A degree of public satisfaction with the application of total quality
management in the staff of the ministry is expressed. And the ministry is keen on providing
adequate services for the public, and there acceptable satisfaction from the public about the
services provided by the Ministry. And there is a weakness in the attention of the ministry to
train and develop personnel. The ministry's efforts are not enough to improve the work and to
keep activities continuous and comprehensive. And Computerized information system in the
ministry, which emphasizes the distance from the e-government practices, is modest and
simple. The stakeholders are dismayed due to the lack of participation of the private sector in
preparing for economic agreements and legislating of relevant laws, and legislations. The
stakeholders also express their dismay since they don't offer economic, managerial or technical
consultions to the ingtitutions of the private sector. And there are no statisticaly significant
difference in the attituds of workers towards the implemntation of total quality management
that can be attributed these variables:. gender, age, academic qualifications, administrative
level, work-place, the general directorate to which the worker belongs and training workshops.

Many recommendations have been suggested, the main recommendations are: The necessity of
reinforcing the total quality in the Ministry of National Economy, s that it could be more
capable in offering its services to stakeholders. And the necessity of establishing an
administrative unit-department-which will be responsible for reinforcing and following up the
total quality in al the departments and directorates of the ministry. And we should work
seriously to form and establish the concept of electronic government in favour of conducting

transactions electronically in any governmental body.
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