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Abstract

This research aims to reveal the impact of total quality management principles on job satisfaction from

the point of view of KIG employees.

In order to achieve these goals, the researcher relied on the deductive method in order to transform the
relationship between applying the principles of total quality management and raising the level of job
satisfaction into testable hypotheses, then choosing a method to test the hypotheses and collect the

necessary data.

To achieve the objectives of this research, a questionnaire designed to collect preliminary information
from a study sample. Consisting of 83 individuals from Middle Managerial Level and employees in the
Head Quarter of KIG Duty Free Shops in Damascus. In the light of the above, the Statistical Package
for Social Sciences (SPSS) program used to analyze and examine the hypotheses.

The researcher applied different statistical methods such as Mean; Standard Deviation, Simple

Regression and Multiple Regression.

After executing the analysis of the hypotheses, the research reached the following conclusion: All
respondents agreed that the company applies the total quality management. The research concluded that
there is a positive impact of total quality management in achieving job satisfaction for KIG employees.
Medium positive impact to focus on employees and continuous improvement. The research also found
that there is a difference in the level of job satisfaction due to the educational qualification, where the
highest percentage of satisfaction was for employees with postgraduate studies, and the lowest
percentage for those with a secondary certificate, noting that there was no difference in the level of job
satisfaction due to the variable of gender, age, job position and number of years of experience. . In this
regard, the research concluded with a set of recommendations, the most important of which is the need
for senior management to form work teams and work on holding periodic training courses to develop
employees' skills and give employees broader powers, especially in making decisions related to their
work, in addition to motivating employees permanently through periodic meetings to listen to their
demands and opinions. Allowing them to attend quality meetings, reducing working hours and periodic
promotion of employees, especially those with many years of experience, in addition to developing a

policy of salaries, wages and incentives.

Keywords: Total quality management - Continuous improvement - Employee integration - Focus on

employees - Empathy and Safety - Job Satisfaction.
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oo bl dgluall Lalu Y1 CaDEa) Jaadl ¢(3.4) @l saia¥) A axdiid) Gubiall Ja gie dad aa
aladl pariall aladl el Jass giall el ¢(3.76 — 3.27) o Al Tl 31 s ) 53 G Ll 028
a8 Cela Mg onleddl QS e o ad e s sty (3.560) UG sl e juadll
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S siars (3.76) (o o sians (o) Al M Jaall a3 A gen JS 2aal) (il ) 2l
Lo sley 5 a ) A yally " AS LA 105 Gida sall G Airle ABDe b M 3l Ciels Lad (i e

(3.27) o8 (lua
& ohad)l (& (5) s Al () alad) ae cdabial) Blu Y ad 8 )l ) Lad pd LS

daai Mills 3 e ST saall gy dalall @l jladl cldass gie paan S 85 2S5 0 olaiY
sl 1a G jle e 48 gall ) Y aes

s0slalaldl Ao 3 il ) sae <
Calalall Ao 58 ) ) gaal 4y jlmal) cildl jai¥) g dplsad) Jalua g¥) £(20) by J 2

A i A Sig.
. slad) T Gilady) o giall .
438 gall A & Simsa N Crlalal) o 58 53l -
by ) )
5_jadl) avay i -

v 3 a5 B
@l sa 2 0.000 0.683 3.67 83 o |1

AL g Agalal) o5l 408

A gia B AS JLially AS i) Al rand
Ul 5 0.000 1.014 2.82 83 i 2

Bagall Jads cilelaial

2 e ] Lo Jal) dle daie
(38 5a 1 0.000 0.738 3.77 83 . i 3

Aa U 3 pdl) e J guand)

dan gia &I Al AAS) A g penn Jaas
e 4 0.142 1.051 3.23 83 g5l G0 dley dal) | 4

&JM

FINE 5 50 Jaad) 3 i d el
Llas 3 0.635 0.968 3.35 83 ) - 5

Bagall B i

Al ) Jae 48580 8 cplalall e Sl @l i e Al 3 AT Ula) (20) Jsall s
Al Tl g1 GaDEa) Baadl ¢(3.4) G saiu¥l b aadiall Guliall Jaw gie dad ae A5 laally
aladl leal) o giall Wl (3,77 — 2.82) oo dbad) Jals 31 i ) 35 G Gagill 028 e el
Gela d g uladdl Sl alia o adi 3o (5 55 (3.37) OSE)saall e ozl alall juaiall
s Bangiary (AN Al " A 5ol e Jsanll da i ) dllee daiay " 5 i
" 53 gadl (el Cileldial 8 AS HLdally 48 5A ell e 3,80 Ciela Lo (ol o (5 sisar5 (3.77)

(2.82) 08 lues Lo 5iay 5 pAY) A jally
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o obial L (5) sl el ol alall ae ddgluadl Llu Y1 ad 8 colal ) Leadl iy LS
daci Jillis 3 (e ST saall 13gn Aalall @l jlaadl Class gie aaas CulS S5 305y (33 e ol
sl 1a Gl le e 48 gall ) YY) ges

;_QLa‘}H gdblaill jaa <

Oha) g cibalail) ) gaal 4y jlmal) ) iV g Aplad) Jabu s¥) 3(21) ad Jgand)

40 i A Sig.
. ol o Gl | Jagiall ) .
438 gall FEWY 6 Sisa N Ol g cilalatl) =
ablay gleall | (alaad)
5_adl) PANAV] i )

Ao gia radil) alaiaY) AS i) g
Ul 4 0.000 1.034 3.17 83 .. 1

Ll 5o 4B

Ao gia daida 48 i) B Jead) el
Ul 5 0.000 1.006 2.84 83 - 2

Ol gal) aand

Qad . AN GliialaY) g lall gl
(39 54 3 0.000 1.004 3.47 83 . 3

FEgRA]

dadi 4 . an llalad o L) Aalil) 485 el
(39 54 1 0.000 0.825 3.69 83 . 4

adileal) & paa

4ad ja . bl anali o 5 Y1 e yal
(38 5a 2 0.000 0.888 3.54 83 5

Alas (o ghawa Cppadl

Al Al Jae AL 8 Gl calaladll ol i e duad) o8 clial (21) Jsaall muas
dplall Ll Y CadEa) Laadly ¢(3.4) ol saiu¥) 8 axdiuall (i) das gie dad ae 45 Eally
aladl ) T giall el (3,69 — 2.84) (o dbuad) Tl 31 i ) 55 G Gagill 028 e el
Gela d 5 uladdl Sl alia o adi o (5 sl (3.34) OSE)aall e azall alall juaiall
(3.69) s T siars AV Adipall " pilall @ e e ellala oS Al A8 elal 5 i
3 A yally " il all aaaad daiDle AS il L Jeadl el 5 3l Capla Lagh cadi pa (5 siosa g

(2.84) 038 obus Jau gl

o ol (8 (5) sl Al o alall ae cdglaal) Jalu V1 a8 8 ol ) Leagl iy LS
daai Mills 3 e ST saall 13y dalall @l jlall cldass gie aaan CilS 85 a8y (38 g0 olaiY
ol 13 S jle o 438 sall ) SllaY) gea
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1ol La 1) s 3>

b gl Ll ) saal 4 jlaal) cild) oy g Abad) b o) 1(22) Ay Jgaad)

42 G Sig. .
s La) 7 A | Jae gial
adlga) |00 il | g | T sy Al gl) La ) &
SHA | oy | e | e ”
; :
dadi ja (38 5a 2 0.000 0.740 3.84 83 | sl gpall¥idle (o i | 1
Jaiiia . . e oLAlE M) Y A Al e
- ‘ ° N -
Gllsa & | 11 0.000 0.995 2.24 83 25 g il 2
Laiite | ) e Juand M) Gl oy el
Gilsa £ | 12 0.000 1.004 2.06 83 s gabs 3
dads . X LSy L i da g &l i g5
S s 7 2287 | 0902 | 351 | g3 | S SRR ai: 4
Aadi e ; iy aal) (o o il g Al i3
33)
G 5 5 0.001 0.764 3.69 83 i) et o 9 5
4adi e ; ) Juaty) a b dlidda g ol i
33)
G 5 1 0.000 0.632 3.88 83 ) 5 Al spmn gn 6
dag g Sl e J8 ¢ K P ek (1 B
s 8 0.686 1.027 3.45 83 i *“‘m“”.{* 2 J 7
L Al aggad) Ao
Ao g 3 Al AS hal) fe L il e
T e 10 0.000 1.135 2.93 83 e 5 A ARl o L '&éﬂ 8
Zaki QA e i) dlidd g ll 48
G sa 4 0.000 0.713 3.75 83 A pa il pdll g cilagieal) [ 9
Sl
MJA . 3&‘.\6*\3&3&9&3@&.\9&9
" .
G 5 9 0.744 0.940 3.43 83 i) sk 0 133 10
Zai o cselay)) Jarll gk o 5 5
G 5a 3 0.000 0.804 384 | 83 Janll (lsa B (A8  Ayeeth | 11
Loilia
daki 8 ga 6 0.022 0.932 3.64 83 uaalie 48 yidly (aual) el | 12

Al Al Jae 3830 8 ada gl Ll @ e Al o d clla) (22) @by Jsaall mun
dplaad) Ialu gY1 Cadlial Ladly (3.4) ol i) A aodiuall Gulbiall Jas sie dagd ae 43l
aladl el o siall Ll (3,88 — 2.06) O dndbuad) Jalus 31 i ) 55 G Gagill 028 e ) jlaall
Gela dg | uladdl G Sl alile o adli o (5 55 (3.35) OSE)aall e axall alall juaiall
s o gy g Y1 A sl " Aida 5 A 5 e e el Juai¥) iyl g Al i M 3 i
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" lila gak day Adde Jeasd A Gl N L e s al el Lagd adi pe (5 siar s (3.88)
(2.06) 38 la T giag 3 A A ally
s ol 8 (5) sl dagl oiem\@@mmuﬂ\ﬁsgwwé\@iﬁ:;ﬁus.

daci ills 3 e ST saall gy Aalall @l jlall cldas gie aaas CulS 8y a8y (38 sa oladY
sl G jle e 48 gall ) YY) aes

il Al Lad)
(A9 A ) A 81 SLEA
b Oalaladl B3 o)) Lal) et b ALaLad) Basad) 300 Auibas) AN o3 5 68 (ool S aa g tH1
KIG A4S i

a1 g ALalial) 33 gl 35000 G ad Lol ) 3 g g (e ST Y ) A8al) ol i il 020 LY
oladl g Ax jo bl aadiun 53 (Pearson Correlation) (hal) bals )Y Jalee J3A (e ol )
Jalre 08I LalS L g ol V) pimy g (-1, +1) (o 430 7 5l 555 aaS (e G 48312)

Ja Jaleall 3 LE] () G G psiall G Al 5 B 4Be 2 5m 5 o Jay (AUl T+ (e Bl Y
ABle e Jay b el- e bl )Y dalae 81 LalS Ll Tl V) ey o 4830l ola) e

Al o) Ll g ALaLid) 33 ) 3030 s Ao Jalsi W) 123 ady J g

gl Ll
Bl Y da o PA ALl 3 gal) 513
Al Sig | Pearson Correlation
698 il 83 0.000 0.600** el Cpaeail)
¢ 83 1 0.000 0.696** Onlalad) zLaui)
5 98) Jauu gia () 83 0.000 0.596** Oalalad) e 58 Al
$ 38 (il 83 | 0.000 0, 7130 S 5 Caalacl)

Ll 35 TaaDl (saladd) JST S < 0.05 AV (6 siasa die) 43) a3 223 &8 5 J saad) daa Dl

oY) Al A ela s balag) b g8 Ul ) (S Cum Za )Y (alaall (8 4 lE0e ol jY) Aa 0 cuilS
siada 1l L 15 cpalaladl o Lani fane Lol ;Y1 Ll (0.761) ol s Cadaladll fase (pas Jalsi )Y
585 Tase (g Lgbanal 5 (0.600) sk sl Lim 5 atasall (sl Tane (g i 5Y) ey (0.696)
[(0.596) (sla sl La Ml 5 slalal) e
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@é\%}\.ﬁ\&&@U\MUM\Q\M\uyd\)um\@m}umm} —
il AV (b gl Lo )l ol i) dagdy 5aill Liayl andiing (35 oaall jlass)
(IS (e (A 5 Ankaddl HlasiV) Alalaa alag] oy (ALl B2 5all 5 )la)) Aldiual)

zsail) ALLIN 52 5all 5y (s3lee X Jias cishasll L))l Y iy Gua Y = BO + B1X
(asd) aal) laasy)

Cun chdagll Lol 8 ALal) saeall 5oy i asas caiy ANOVA Jsis DA (e
o Juiudl il il as sy (s gime iV O Ja Lee (F=40.486>1 , Sig=0.000<0.05)
0585 Ml i) psid)l s il sV 3 el aladial aokial L sl i)
X 33 of ¢l (Y=2.918+ 0.673 X)  Coefficients Jsaa (s Jasad) ol Hlasi¥) dldas
Gl das ¢ 0.382 ey " ida gl Ll MY Ak ) LSl gl ] lalay M jalusall Cpuatll®

(b sl La )l (8 ol s Ll s patanall (ppaanilly

(R square= o 23 LS ¢ (hall Bl )Y dalae) (R=0.822) 23 (1) ad)y Jsaal) dasdlay
3ok Jidiall el JlasiV) 23 sl AVay 4l 5 ) geall (pe da g pdall daslaall dau) 0,675
(sl Laall & sl (e 9467.5 (Lsed) 7 s Alalil) 53l 50y o) o cdlalill 53 al)
Lol Jsd (S iy ida gl Lia U 8 ALGLEN Sasall 5 00Y (558 ala) U an s Ul
Cplalall (A3 o) La ) (a8t 8 ALaL) B3 gad) 310y dibian) Ao 93 5 8 b)) aa gy ALY

KIG 4s)d b

dLalid) 33 gadl 3 419¥ Model Summary (1) dsi>

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .822° 675 .658 3142
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ALalad) 322l 3,19 ANOVA (2) dssa

ANOVA*®
Model Sum of Squares df Mean Square F Sig.
Regression 15.991 4 3.998 40.486 .000"
Residual 7.702 78 .099
Total 23.692 82
ALaLad) 53 g2 518 Coefficients (3) Js>
Coefficients?®
Unstandardized Standardized
Model Coefficients Coefficients t Sig.
B Std. Error Beta
(Constant) 2918 0.231 10.145 0.005
! 335all 5l
AL 0.673 0.06 0.036 6.839 0.707
a. Dependent Variable: & il L

L ) A i) i)
A8yl b Cplalall Ll ol) L 1) 6 ga pd) (8 paienal) Cpuaill 6 B ool ) aagi :H1.a
KIG

Lol e Jital) jusiall obie (g Tase IS i1 rpia il Jasll Jladld) jlaas¥) e &alil) coadic)
EAY
Cun bl Lol 8 el gueadl) Tadd S asas ouiy ANOVA Jss DA (e
e Jituall juiall o g g sima Jlaai¥) o ix e (F=45.625>1 , Sig=0.000<0.05)
oy ) (aa) 5 Jse paiag Wl Jiaiall) Hlasi¥) 3 sail alodiial aolaiad il il paiall
(Y=2.101+ Coefficients s3> (e Japnll (Jadll jlaai¥) dldlae <8 Ml LUl il
D " Gada ol Ll Y 8al ) L) i 1l " peiesall Cpandl” X 3305 ) 610,382 X)
(el sl a1 (8 ) s L) s il (ppaanilly ol il 4 ¢ 0,382

(R square= o a0 LS ¢ (ohall Lla ¥ Jalee) (R=0.600) 235 (1) @by Jsaadl daadlay s
Gpenilly Jicial) Al lasiV) 23 gail AV Aadl) 5 geall (e An g il da sleall 4un) 0.360)
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ol arl) 8L 5 Auda gl Lyl 8yl (e 9436 (D) 7 paiosal) Cppeantll (G (51 ¢ aianall
Lia 8 aiosall Gpuenill T i o) i1 s gy Ul g 2y Lol sl o (g AT Alliiue <l ppacial 3 gas
5 5na 18 ) (A palunal) Cppauaill Jans gia (i) S5 a5 AL Ay ) J s (S Uil g s )
KIG 48 i (g Clalall A 1) La )

Hlual) Gawailt Model Summary (1) Jgi

Model Summary

Change Statistics

Adjusted R [Std. Error of the R Square
IModel R R Square Square Estimate Change F Change dfl df2 Sig. F Change
1 .600% .360 .352 4326 .360 45.625 1 81 .000
a. Predictors: (Constant), il jaiwdll
Hlual) Gt ANOVA (2) Joia
ANOVA*®
IModel Sum of Squares df Mean Square F Sig.
1 Regression 8.537 1 8.537 45.625 .000°
Residual 15.156 81 .187
Total 23.692 82
a. Dependent Variable: i sl La )l
Ib. Predictors: (Constant), saisall (il
Al wail! Coefficients (3) Jsaa
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
[Model B Std. Error Beta t Sig.
1 (Constant) 2.101 192 10.964 .000
JOCNON| NG| .382 .056 .600 6.755 .000
a. Dependent Variable: i sl L )l
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KIG 48 5 b Clalall s ol) L 1) 6 gia pd) (b Clalal) mlaadl o B (ool T aa sy H1.D

Cua Gdasll Lol (4 aiedll aeadll Tad S asas ga ANOVA dss A (e
o Jiiuall piall S as g5 (g sina Jlaai¥) ) ims L (F=76.117>1 , Sig=0.000<0.05)
iy 7 A (aa) 5 Jile paiag Wl Jiaiall) Hlasi¥) 73 sail alodial aolaiad Sl ol paidll

02 ) dsaall (e lapend) add) oVl Aalas (585 Jllly 5 il ppiall

Laa )l " Y 8ol LS g 1 iy "oalalall zlaxi" X w3l of 6l (Y=1.087+ 0.637 X)
(&da ol Lia ) (& s L)y Cpalalal) o Laaily <l il A ¢ 0,637 Lladas " Auda 1)

(R square= ¢ 2 LS ¢ (hall Ll ¥ Jalas) (R=0.696) 23 (1) a8 Jsaall iaadlay
losily Jiaial JMall Jlaai¥l g8 el AV Gl 5 seall (he G g il dasbedll ) 0.484)
S an gy Ml g ol g a1 (il (e %48 (m) i Coalalall zloil (o (gl ¢palalal)

S 3 ABED Lcm ) s oS s ol Ll b ol ZlenlY Lo 558 la
KIG 48 (2 Galalall Al 1) Lda ) (s giasa gy (8 Calalad) glaal¥ g 58 (o)

Oalaladl zlaay Model Summary (1) Jsa

Model Summary

Change Statistics

Adjusted R | Std. Error of R Square
IModel R R Square Square the Estimate Change F Change dfl df2 Sig. F Change
1 .696° 484 478 .3883 484 76.117 1 81 .000
Ja. Predictors: (Constant), Gslalad) zlasil
Oalalad) zlaa¥ ANOVA (2) Js2a
ANOVA?
IModel Sum of Squares df Mean Square F Sig.
1 Regression 11.478 1 11.478 76.117 .000P
Residual 12.214 81 151
Total 23.692 82
a. Dependent Variable: (&gl La i
Ib. Predictors: (Constant), ¢xlalall zleai!
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Galalal) zlaay Coefficients (3) Jo

Coefficients®

Standardized
Unstandardized Coefficients Coefficients
IModel B Std. Error Beta t Sig.
1 (Constant) 1.087 .263 4.129 .000
iz Ladi) Cpalalall 637 .073 .696 8.725 .000

a. Dependent Variable: (&8l La i

(RN o i) Lpa 1) g

AS ydh (B alalall 805 o) L)l (g ginna pd ) (B clalal) to 38 Al (5 08 o) ST aass sH1C
KIG

Eun bl Lajll & cpleal) e 585l el T asas cail ANOVA dsas A& (e
sle Jiiuad) il s g (5 sina Hlai¥) ol ing Las (F=44.722>1 , Sig=0.000<0.05)
oy 7 ) (aa) 5 Jilase paiag Wl Jiaiall) HlasiV) 73 sail alodial aolaiad il 4l puiall

(3) &) Jsaal (e Japuad)  Jadl) Hlass¥) Alalas (565 Wil g il il

MY Bl LS 1l skl e S IM X 8305 o f (Y=1.699+ 0.491 X)
Laall (8l s Ll o cplalall e 58 5l <l i) dp ¢ 0,637 Ll " iida sl La )

(bl
(R square= 0.356) o 23 LS ¢ (aall Ll ;Y1 Jalas) (R=0.596) 2 (1) Jsaall ddandlay
e Sl Jiadl el sV z3sal AV 40l 3 sall (e dag il dasleall du)
Sy e iida gl Lol 8 <l il (e %35 (D) o calalal) e 58 o 6 cpalalal
33 g ¢ AL A i) J ol Sy UL 5 il gl Lia 1 3 cplalal) zlesil Jass gie gl i aa gy

KIG S 5 b Colalall il g L ) s siesn s (b Coelal) 1o € 501 B i (ln)
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Calalad) e 58 3 Model Summary (1) s

Model Summary

Change Statistics

Adjusted R |Std. Error of | R Square Sig. F
IModel R R Square Square the Estimate Change F Change dfl df2 Change
1 .596° .356 .348 4341 .356 44,722 81 .000
Ia. Predictors: (Constant), cslalall e 5.8 5
Oalaadl e 5 5 ANOVA (2) Jsss
ANOVA?®
IModel Sum of Squares df Mean Square F Sig.
1 Regression 8.428 1 8.428 44,722 .000°
Residual 15.264 81 .188
Total 23.692 82
Ia. Dependent Variable: (& gl La i
Ib. Predictors: (Constant), Gslatall e 8 5
Calalad) e 38 53U Coefficients (3) Joa
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
IModel B Std. Error Beta Sig.
1 (Constant) 1.699 .252 6.743 .000
S A e cpalalalf 491 .073 .596 6.687 .000
I Dependent Variable: sl La i

rag) ) dge Al dada ) s

Al b Cplalall Bl Ll (g giene pd) (B el ciblaill 6B bl ) aas :H1.d

KIG

Cun bl Lol 4 ol cabeil) faad 5 asas il ANOVA Jsas DA (e
e Jinall yuidl i as gy g sima Hlasi¥) o e Lee (F=111.450>1 , Sig=0.000<0.05)
oy ) (aa) 5 Jlse paiag Wlla Jiaiall) Hlasi¥) 3 sail alodiial aobaind il aill puiall
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Laa 0 " Y 6al) W) s 1 ey "oleYls calaadl" X 33035 of 6f (Y=1.382+ 0.590 X)
(ciudaslh L 1 3 <l a8l pane ()la¥) 5 Caaailly ) sl Ao 0,590 laias " s )

(R square= 0.579) o ax LS ¢ (hall Ll ¥ delae) (R=0.761) 235 (1) Jsaal) ddasdlay g
(¥ 5 Calanilly Jiaiall sl lass¥) 3 sail A2 4830 5 ) seall (e da g piall G glaall D)
il aa g Ml e iida sl La i (Al ) (40 %58 Lo (D) i ey alandl) () (g
S g AL dpm 64 Jad Sar il ida gl Ll 8 glaY) s cabaladll s (g 8 sl
KIG 48 (A Calaladl Ak ol) Lda ) (s giaa gy (8 (a¥) g cilalacll (g 68 (ko)

Ol g ciblill Model Summary (1) s>

Model Summary
Change Statistics
Adjusted R [Std. Error of | R Square Sig. F
IModel R R Square Square the Estimate Change F Change dfl df2 Change
1 7612 579 574 .3509 579 | 111.450 1 81 .000
I Predictors: (Constant), olai! g cialaill
o) g ciblaill ANOVA (2) Jssa
ANOVA?
IModel Sum of Squares df Mean Square F Sig.
1 Regression 13.720 1 13.720 111.450 .000P
Residual 9.972 81 123
Total 23.692 82
a. Dependent Variable: A& sl La i
Ib. Predictors: (Constant), ¢l 5 ciklal)
ok 5 cilalaill Coefficients (3) Jssa
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
IModel B Std. Error Beta t Sig.
1 (Constant) 1.382 191 7.246 .000
cilalatl) g jlay) .590 .056 761 10.557 .000
a. Dependent Variable: 4l La i
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Adnial) Jadl) jlasiy) ARy e ddall) creadind Aua gl Laa ) B )80 <Y jual) masdly e

:Stepwise
siada sl L ) pils S Tasall sa la¥) 5 calaladil Tase 0 24 a8 5 olial Jgaad) JOIA (e sy
L3l ol yaa (o An s piall e shaall Ay R = 0,761 i) Jabras KIG 485 3 culelall (5]

2l Jsaall Gaw s (F= 111.450 , sig= 000 < 0.05) “ais s R Square = 57% o okl
oAbl Gl 4 g ealaial a3 52l
- Stepwise - 2aial) Jhal) LEAY) 24 a8 Jgaa

Model Summary®

Change Statistics
Adjusted R [Std. Error of | R Square Sig. F
IModel R R Square Square the Estimate Change F Change | dfl df2 Change
1 7612 579 574 .3509 579 | 111.450 1 81 .000
2 .802P .643 .634 .3252 .064 14.299 1 80 .000
8 .821° 674 .662 3125 .031 7.617 1 79 .007

o Predictors: (Constant), ¥ iklal)

[o. Predictors: (Constant), cle¥) s cillail), ¢plalall gla),

c. Predictors: (Constant), ole¥) g cibaill, Galalall zledil, Galalall o 58 )
Id. Dependent Variable: sl La

) g ) A ) A

m‘ M.'PJ Q‘M'ﬁ\ Q‘J,m‘ L—iml..l u.i...\z‘sl\ Lﬂb)j‘ “ 9"’ A« i!"i J H2

O Bl LR (e 0 Al il ) puiiall CaAL ada o)) Lia )l RS dam i LaRY
i WS saa o ) rany e

1S LiaY) p gl ANEAL (A ol La ) s fue ilidy H2 g

Sy g gl pata 3d9 (Independent Samples Test) JLad)

Group Statistics

slaial) gl N Mean Std. Deviation | Std. Error Mean
sl Lz =50 3.287 5667 10801
‘_;di 33 3.457 4801 .0836
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(Independent Samples Test) LI — (25) a2, Jg

Independent Samples Test

Levena's Test for Equality of

Yariances
F Sig. t df Sig. (2-tailed)
kil i Equal variances 418 A18 -1.422- 81 64
assumed
Equal variances not -1.472- THHE3 145
assumed

Apbual) o siall @l pdige )88 -25- a8 ) Jsaall (e Jas 3l

bl L )il 5 elaia¥) g sill (e Y 4l iy 1348 F=0.419 < 1 da ddaadle die 4
(il gl Lda ) (g glaa Cilitg ¥ 4] g ALl dpa i) i 53 Liilé Sig= 0.519>0.05 ¢l Lallda s
KIG 48 b cplalall slaia) g oil) DAL

s paad) DAL b o) L)) s gl ilidy H2.b

:da )il 28 LAY One way ANova aliic af

-sadl pda - One Way Anova JLEa) 26 a8 J g

Anova Test of raad) el lead) o ol)
_ Homogeneity 308 @ -31 ¢ 39-35(w e »d)
sig F . .. .. . Asté 4440
sig YW w34 L
Ll
0.306 0.821 0.968 3.282 3401 3.446 3.339 -
bl

Agplall s giall <l jdi5e )& -26- o8 ) J sl e a3l

da gl Lia )l 5 jaall G A8De Y 4l Jiny 1368 F=0.821 < 1 e ddaadle ie

B gl Ll (g giena il ¥ Al g ALl daca i) iad 53 Ll Sig= 0.306>0.05 of Ladlas
KIG A 8 cplalall jand) Cidialy
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ceadad) Ja gal) CADUAL A o) La ) (5 gl ilidy H2.C

-alad) Jagall st - One Way Anova JLid) 27 a8 g

Anova Test of cralad) 02 al) el lsal) Jau gl
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Abstract

This research aims to reveal the impact of total quality management principles on job satisfaction from

the point of view of KIG employees.

In order to achieve these goals, the researcher relied on the deductive method in order to transform the
relationship between applying the principles of total quality management and raising the level of job
satisfaction into testable hypotheses, then choosing a method to test the hypotheses and collect the

necessary data.

To achieve the objectives of this research, a questionnaire designed to collect preliminary information
from a study sample. Consisting of 83 individuals from Middle Managerial Level and employees in the
Head Quarter of KIG Duty Free Shops in Damascus. In the light of the above, the Statistical Package

for Social Sciences (SPSS) program used to analyze and examine the hypotheses.

The researcher applied different statistical methods such as Mean; Standard Deviation, Simple

Regression and Multiple Regression.

After executing the analysis of the hypotheses, the research reached the following conclusion: All
respondents agreed that the company applies the total quality management. The research concluded that
there is a positive impact of total quality management in achieving job satisfaction for KIG employees.
Medium positive impact to focus on employees and continuous improvement. The research also found
that there is a difference in the level of job satisfaction due to the educational qualification, where the
highest percentage of satisfaction was for employees with postgraduate studies, and the lowest
percentage for those with a secondary certificate, noting that there was no difference in the level of job
satisfaction due to the variable of gender, age, job position and number of years of experience. . In this
regard, the research concluded with a set of recommendations, the most important of which is the need
for senior management to form work teams and work on holding periodic training courses to develop
employees' skills and give employees broader powers, especially in making decisions related to their
work, in addition to motivating employees permanently through periodic meetings to listen to their
demands and opinions. Allowing them to attend quality meetings, reducing working hours and periodic
promotion of employees, especially those with many years of experience, in addition to developing a

policy of salaries, wages and incentives.

Keywords: Total quality management - Continuous improvement - Employee integration - Focus on

employees - Empathy and Safety - Job Satisfaction.
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