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A proposed model for enhancing the application of TQM in institutions of
the Palestinian National Authority in the light of the orientations of
managers of ministries **: case study — Bethlehem Governerate

Abstract

The researcher has identified the way directors working in ministries understand total quality
management through major dimensions related to this domain. A questionnaire was developed
accordingly and it was judged linguistically and statistically by specialized professors in
management, these tools were developed for the aim of building a proposal to implement total
quality management in government institutions ( especially ministries). The questionnaire was
distributed to all directors of the ministries branches and the heads of departments in
Bethlehem district.

This study stems from the political situation in which the institutions of the Palestinian
National Authority which suffers from the obstacles imposed by the Israel occupation, as well
as learning from the experiences of other countries( Arab or foreign) in implementing total
quality management in the sector of government services.

The researcher adopted the descriptive method in data analysis which fits the nature of the
study as this method is related to social and human sciences and the researcher has also
studied some previous literature and then the questionnaire was developed, judged,distributed
and analyzed. The results of the study and recommendations indicated that there was some
awareness of directors to the concept of total quality management on an average degree
whereas the dimension related to implementing total quality management came in the first
degree and the paragraph related to the unplanned change for the directors has scored the
highest in this dimension. Also the dimension related to possible options as the paragraph
related to supporting government budgets were the highest. Whereas the results related to the
dimension of human resource management qualified to job requirements were in the lowest
rank of the study dimensions.

Throughout the conclusions of the results of the study, the researcher recommended that the
priority should focus on developing the training units for the labor force in the ministries as
the highest rate of employees are BA holders which indicate that educational qualifications do
exist but the training is not compatible with the job requirements.

Also it is necessary to build an electronic website of information for ministries and a central
website which links all the ministries, which will lead to implementing e-governments in
ministries and government institutions. This tool would effectively link employees with each
other and link them with civilians who benefit from public services. There also should be
some technique which could enhance the role of decision makers in their way of
understanding total quality management as well as reconsider the existing rules related to civil
service and benefit from the private sector in implementing total quality management and ISO
rules and protocols which ensures that all these concepts cannot be implemented without
adopting the concept of strategic planning.
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