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0.136 95 12.893

99 13.222

41



sl Al ilii 5.3

A ) Y S sl o cilasal) Al 5l 6 puin S

(lraall Gaa (TQM) Aleliadl 53 sall 3y Ll fsalaall i ) Jass sie aada (5 shse a5y -]
(N il e Lginhat (5 glue (385 Lt S ela g
Baua Gabaida )25 %79 (i (s (Ol Gpeaill) Taae Clameal) Gulai
Bua Gadaida 535 9072 (oo O (el Ao € 5l Tane Clamaal) ki
Baa ubaida )25 %71 (o2 )5 (SENR) 3 ))) Tase Clamaal) ki
Adau gie Gudai da 505 %069 (e () 3 (Oalelall A8 JLae) Tase Clamaall 5ulat
Adass sie Gadaida 505 %68 (oo 05 (AaY) e el ) Al Al Tase Clamaal) ki
Ao sie Gubida )35 %67 2 )5 (Slilead) Lngia) Tae Clameal) Gulai
Aaas sl Gadai Aa 535 %062 (s ()52 (3Ll e lmanl) Gl

CHE gaall 03a iy ALLAN 83 5all 510 (sl Claeal) A e g Ak Clisee aag -2
Dl b g ALaLall 535 all 5 la) (ki Al Clmaall @il la) &) jal ae Ul 8 esec
paxd Ala) (33 sall Jlae (8 Al all 4y 8l ol KU 853 aae 5 oY) Sy sisal) (ania Lga 5—ga
Bagall lasa 5 (bl Ailian )l agalal)

Ty pxe e Lad dlalill 33 52l 3 )3 foabiay Clamaadl o) 3l e g5 4 )la) B gra a0 Y -3
Agraal) e L Jsarall (il 58l ) s oa g )

52 gal) 5y AU Apulul fsalaally Claall a5 (ae (s Adlias) AV ) iy b an e Y 4
— i) il cillaal) Lmgia -cplalall 48 L 32l — el e 35l (TQM) Ll
Agmaall ol oLl dagula g Cayiall (5 a3 (B 5 0 ALY e ) )l by

rd ) Cilua 53 6.3

ol Y e aa) g o yla la jdss o K Y ALGLED 52 52l ) (oalae (5aad olail Ciliaaal) Jue y okt )

Oms Ad puliall dpans I Clgadl (g Aaliiall 5 bl 5 & jidall Jaall g Jeliill dluas oo i clglany dyinadll

e B (g Gale il Lsle Cuadlall (s Ladds el Cilamandl 038 (g Lad SIS g (o Climaal)

e b Aaabid) ) a5 o el il ilia il (e Alea Dbl i Ganall i e Liudls y el
42



b (Glhmaall) dpasSall e cilalaiall 3 (TQM) Alelil) 53 saldl 310y danlu) (salaadl Gadas sk

bl Lo 55y ) g

letmnt s Lie Goadinnall Lia ) (s 48 jeal @l g Cllimanl) 6 Gt adi 2ey Lo Aagliad clyll puay -]
ibmaall alaial ) sae 5 5S of Gang allalsial Al g vdiaall O Jlie) e da ki

Oalalal) (B3 sl A8lE iy alaia¥ly ALalill 33 0 al) 5 1) 3adai A raaly Cllpraad) &l Hlal iy a3 -2
Basall yulea e gua G Cplalal) elal apiil Culal ) 5 ac) 58 auza g5 el

Agrand) Clati) yind s Sluis iy (& Clinand) (8 Galalall 48 LA 33 525-3

hraal) (i 33 gall daiadic Jee (38 4l aludl Cilaa) 4

1) Gy iy ol paiall Tasi a pyohat (S Cnny Gilmaall Alaal) Aadai¥) Juaws Sle) ja) Jassi -5
Lt dand) Gl jae o 5 Al jhlacd) 5 )Y dauliall LS Y1 aada s 488 55 ) 5 juday Cilmand)

a2 ) ga 313 <l sal 5 Cilingia s Ao pall Laliy Jady Loy Gue Sall ye ciladaiall 3aS oa (5ol Saic) -6
s delee o il pEY) @l gal y Dlingia IS5 clglaal pagdaiill 4 ildl) HlaY) Al 5 4y
bgmanll ool Gubl A ) < i 50

15150 i JleeY) Bl (A Cpanadial (e diee G Giad Clxaal) 50 Gallae 8 Ll i) -7
Jlac W13 510 8 AL 53 sl 5 )1 o sgia Lo Loy ) Jlac V1 5))0) asalia g iy las aadai] (e
Ayl

Apme Gleb 20y age 8 dal Jid) 5 80 gall (g2l dpalall 48 jaall (o BlS A e 5y (ullse jL38) -8
Gualall aghs sk g aulisi ¢ 8 il o dmanll b aglee i jlail a5 dgrandl b Janll
Jeadl gai e el 3308 (e 2y laY) Gallaall (S (S by

Ly (] Alan )l ael yais 32 5al) Jlas (& Clmanll (B el oy il 4401 slaic) -9
Asmaad) Al 4y Hlay) by i el A 8IS 8 AL G B3 gl Bl a ggla i g B gl

D) (8 Leman oy Cumy lmanll Jony Aalaiall Ler J ganall dpdudil) il gl 5 Aadad¥) g cpail g8l Jaami-10
<l Al 8 Adla) Anaeill Aadlas Ay Gpeddiiea) AS g2l g Clamaal) & ylal (sl pal 5 2l 5 i 5ild
Gl 1 ol je La (38 Al il 5l

Cun (e men JS @i g dealls Lelaia¥) 58l 85005 B (e (gsim Caial Haay i -11
Slo Jsanll & Glmanll o il (5 gia (o 2 5 Las daie V) Cilaled saa] o date 5l Ll saan

oY) Cilaled gaa)

43



sl ddfian Clua 58 7.3
Ul il e Al Afin ) il 5l ey = ey Al s

sagall 5l ol Gk Jh (8 4y ) saall A 2l 4y ) sgendl (8 Clmeadl Cladd 3253 (5 slsa id -]
(Crafisall Hlai dga 5 () ALali)
Ol U (e Led ALl o) gl aeat e Clpmandl & ALaLal) 53 52l 55000 (salae ke il -2

44



el 4

1Al aal el 1.4

e Adbaiay daud pa Ala (g ) g Uil il eal Cpanl & ALLall 53 ol daai) yind "(2022) AW ae (gl JT @
49-34 pa.a 1222 (6 laall (A gildl) g 4y )Y g ApalaiBY) a glall Adaa M grd) Dy jall ASLadll S

i A s 0 Aal Al i a1 cilalaial L ALLED 825 51 Bt i s (2013) Lism csiall @
condill s ¢ penale Al <"l ga 5 Ly p2e
13 i chaatlel) daia Y1 ASSA) s las MALLAY Bagall 3 )3) " (2009) ikl e claall o

dahially 4 Al clgall aulill g giad) g M4 Hall Clmeall 8 30 5l) clipki® (2010) AN 2o (30N o
112 a edga grad) Ay o) dslaal) b 48,0

gé Sila) 2 M.AA M paa ‘f u,).\.».uxﬂ @QLAJAY\ :‘\.JLGJH Gl jan alLad) BJJ.;J\ BJ\JJ" (2011) u.n..).ijj\ RY= 6(53-\»31)” °
237 sa <1 e 30 222 ¢ ean Al a glal) g Lo laiay) dasil)

- el Hlat Ags g e Ayl uh@\@&u\ 33 gall MJLAALS"M(:.USSH (2013) Aﬂ\mWs@u\ °
‘;w\wbcd\.d\nﬂ\ cMJMYU‘LUMY\@JM\MMc w}\jbm}‘;\uwb)&‘ﬂ\uhmésmmbd

T3-15 Ga.pe ¢ sl Ay yall dSladl)

.o ¢l S Jaadl 3 5l 5SS e <A 98I Ay dld) Cilasssal) & Ay oY) 3a6a1"(2019) A ¢ kil e
.55-54

Ul b LJ\AA 3_}.’\4:\.4 :\.u\JJ ‘_g‘).ua.d\ &M\ gﬁ leadll 33 2 M\Jﬂ EAYREN @)L "(2005) e ) cu‘)aaj\ °
19 U Ay s Y A0S ¢ Gdiad daals ‘BUJEJEAJJLi ‘"@U‘\J\}Rﬂ}d\ i ladll

A 5,0 s Alla Al o Galalall glal 8 45 ySIV) A gSal) cileaddl 33 5a Si1"(2014) Luaal) 2o Jadie Al o
14 o oY) (Dl YA o 31 (5l drala ¢ iala Adlaay el jSIL- ddadlas & andeill

alaall ccbaad jall g & ganll A5ga Adaea ¢"da ,Y) dpaall dendll 5 jead 8 AL 53 52l 50" (2003) .50 <550 @
12 = ¢4 220 (18

dw’ga (L al) AaS gl 5 33 52l Glaca Baiat) G dpadedll il sall slaie ) 5 3358 "(2011) Ly (o)) @
152 e sl g sl A

ZJLH.U PUFEAIRA|] EJ);” e}@j‘x & ga g_é GAA‘)A! 4adadll :ﬂz\aM\} :u;;aj\ :\:chA:\AY\ 4l (2015) mi ‘3)&‘:1&1\ °

10 o= AdY) a3 gl Al inla

Aalall Zin ) A daY) il gall ol e ALLEN 53 ol (salie ki Sl " (2017) .l ) dema (o saaall i 2 @
136-104 g0 4232 25 dlaa g oY) g abai®y) il jall dpadal) daalad) daa 5 2 Ul 3

45



.9-8¢

S site daala ¢ fiuale Al <" il 3all A4S ) eliy Ala 4 )2 4 el deadl) 335 (WlE"(2010) s ¢l
.63 Ua Al ¢l ?}kj Lalaiy)- ?J’Ld\ Al dndaiad

SSual) e laia¥) W slsals o pdiall LA A (B dnlid) GV Ea )l (e Glada (2018) Al ue s
9 U bl Al ja g Elagd o )

2012 alal 4y ) sl A jall 4y ) sgendl ) g

dnall cleadll a8 A& Y Clsaall )50 e il Liay " (2020) .Ooms a3l glie e oY1 e

25-12 pa.pa 8 222 (3 alaall colaa daala Adaea MAED Apae 3 3 ) sudl a3V DA

Llelal ALl 3asall 50 Jane Gadad db (8 ¢l siall QL@ (2013) olad) sl w5 pme Cajle dea) ¢oal) e
g oY) asledl A G Y o shell Claldl dpaalST cAliadal Al 3 MApeadd) clinall 8 B3 sall (RIS A8 ) 3aas

30 p= ¢« pan

@ Gbluall é&ﬁ.ﬂ.: s LA; Al :\u\JJ dﬁdﬂ\ FREN 33 ¢ (puwad @ ‘;l}):\ﬁ‘}“ é:éj_d\ J}J"(2014) Ja ¢ ) g
30 ua B3 ‘ng)m}z\ Azalall ¢ jilwala ‘uLuJ M3 tU:é

A ¢ ieabe Al y ¢"EpnlaBY) Aaduiall b Aalisall Gaaiil 3 3a3 b ALl 33 sal) 18] s (2014) akel) ¢ oLt

B
g

3oa . il cahan ube dxala ¢l o le 5 4aLaBY) o el

¢ ssiaba da gl "0 Y1 84 Al Clsead) ool e AL 53 sl 5 la) Glu jles 53T (2019) Lot ¢ 2

oY) el JF daala @l gifiia
1958 alal 93 a8 5 (5 sudl) Aual Al s all 5 aY) Cilymanll () 5il8

http://Www.pministry.gov.sys! ) sl (slae s 1 cen I ad gall 4 5 iS4l

46


http://www.pministry.gov.sy/

sAia¥) aal sal) 2.4

Christopher, Bavon. (2020)" Total Quality Management and Performance of International Non-
Governmental Organizations in Dar Es Salaam, Tanzania" Requirement for the Award of the
Degree of Master of Business Administration in Corporate Management (MBA-CM),
Mzumbe Universit.

Mahmoud, A. B., Alatrash, M., Fuxman, L., Hack-Polay, D., & Grigoriou, N. (2019)"Validating
a New TQM-Benchmarking Measurement Model in an International Humanitarian Setting™,
Nonprofit Management & Leadership, In press.

Ndurya, Stephen F. (2016)" Influence of total quality management principles on the performance
of social enterprise projects: Case study of non-governmental organizations in KILIFY country,
KINYA", Research project report submitted as a requirement for the award of Master
Degree, University of Nairobi.

Pakurar, Mikl6s, Haddad, Hossam, Nagy, Janos, Popp, Jozsef, Olah, Judit. (2019)" the Service
Quality Dimensions that Affect Customer Satisfaction in the Jordanian Banking Sector”,
Sustainability, 11, 1113., p.p 1-24, p 4.

Cambridge University Press Quality and Reliability in Engineering Tirupathi R. Chandrupatla
(2009).www.cambridge.org

International Standard for QMS https://www.iso.org/standard/62085.html

47


http://www.cambridge.org/
https://www.iso.org/standard/62085.html

1@ 5

(dia dddblaa & Ueldl) cilmand) Aaild ;/1/ a8 (3ala 1.5

et Alailaa 8 Aleldl) 4yl Cilnaal

domaal) bl

dmaal) )

Al nss

By 43S 535 V) G sy 520 8 i)

Gy _uall e Lsal

el L)

e & glnall ) saall Lulll Gt

Gl 3V G sh Jlaa

i3 a3l Cppalial

Ol |IN|oo|jo|d[WIN |- [

[EY
o

:%T!);\';J\)AJ

[
[

Ayl lad)

=
N

Al g 323U ) all

=
w

Al el

[N
SN

4l duatl)y Ao )

=
ol

Giad A5 a3l aldy )

[uny
D

Goiady 4y al) Jlac Y

-
\'

Faallall s o i 23e Y 3yl

[uny
(0 0]

Aol F 8 ol v 5

[uny
O

N
o

i i

N
[

G Sl e )y sl

N
N

ey A yaall &y yal) aalidl)

N
w

assl) A3l

N
~

Gihiads A8y gudl s o) DY 4y yal)

N
(6]

Gy AaaSY) a5l

N
[op]

5 3ally g 2l 5yl

N
(o0}

A 5a¥s Agman Al dpadlell 4 sl 29
EERASIERISEN plail) 5 gl 30

(e < Al Caa gl

w
s

48




32

It:tmw: (e ;\_)ﬁél\ G.;.a_).‘d\ e 33

ey By 5l &y Al

36

O 58Sl JUaad 2 gaill Loagll

37

4 pall Lelaa¥) dde )

38

Gy pabiatll sl g Y i A&

39

Ll g5

40

4 5l e LAl el i) 41
4 gali Aman il 42
G dgnen Gy (il 5 AN ypasl) il 43

=iy saiiall

44

Saleall sl Gilau)

45

i pati s il ZAED 3yl 46
4 gali dnen Yl da 5o 47
iy dman Ll 48

slaill

49

Al Aol s Hea ) (o5 3l a) 3l

50

ey 8 Sl e

51

A gn ) An8lSall Ay gl palal)

52

et ds (LY Ay pdll ) gl Ll il

53

Glaadl ladd)

54

el Jaalill 5 aiaal) &l il el oL

55

(e, 0 Al clAY) 5 acalasll

56

(EPPAEE RIS Gapniill &) gl 57
dina dorea dg ) el oS 53
4 gali dynen ) saiall 59
LB e Al e Laia ) dgieliaill 60
Lo dman Aol poe ol e ) 61
iy dres el Yioeall il g 2ind) Al 62
dna man g siall Qlill Cllead la Il (3 g2iiaa 63
EE EERSEN A sl 35l dla ) e 64
Lo e el 4y ) gas 65
A8E man el Y galil) 66
s dmen ey (I sall (8] 4083 65 V) s san ) sl il 67
4 5ali dppan Y glae Gl 40083 55 W) 4y all 3L dgadl) 68

BEL S PPEN

69

49




70

niadmen g.l:hh‘y‘g;‘):\ﬂ\d.uj\ 71

Giady allla a5l el o) sl Dile )

74

3.3)4.\3;\.:\:.46: L’é_.m.)_a:\_u):\;‘\ Ch\jb ).\3\ 76

Gads il sl Glaal) A Rl

77

s ) Al i ,uall

78

79

Giay (5 dll Jaal) 3yl

80

Al s

81

82

Ayl dpaiill La )

83

e Laa¥) Ay i) 4 gadl)

84

G5 il cLlaY 4y ) sull

85

Gy Aliall Al 3 jual) ey )

86

87

4 A dmes Giady( SUabu) SB 8 laall a8 A Al 88
4 gali dpman Gkl &l g e dile JIT A guldl 89

Crtasall 93 anll e 1 laaldl la

90

ey 4y il Al

91

Ay S 5 Ao Laia ) Aaiill Zglil) 3 _ysal)

92

ey lall CilansY!

93

‘5.&4”

94

iy sl L) gl

95

A 5l 3l pme¥ 15 i jlacall alall Fcans il 3 (alaball dsalizail

96

Aol ) sadll

97

Al ¢ el 88 5

98

ill 4y 5o

99

Ayl b el Cillaad

100

e 4yl ) paie i)

101

102

4.1),);1\ TS VA

103

3 AY) (3 gdia

104

G 4y ) aail) daila

105

OLall 5 el 8K e gand) Gy i) 3503583 ) g

106

el panl

107

50




A dman ey Al () gy i) 108

&y 5ol Lpnan s 5 syl 109

AR Azen Al it Y 110

EERTEIPIEN Ll ol oS 111

4 5ali dpman AL (g yall Jaball - 8 112

e LaeLaiay) Ay dday) ) 113

Ly Laan Yaall | 8 S g5 Y Ay Al 114
Olaall 8 AS8 55 )Y 4 ),

4.:\51.53 LELDEN @)}u d\sl:& dmﬂi '51733 115

A8 dman 4 gud) ALaBY) de ganall 116

iniadmaen addatll g A all 117

A sali Apzan A gl 4 gaiill £l 118
4 pall dnea Jilss 119

ERCECRNERES R 120

4 5el e skl g Al el 35k 121

EETEREIT DEN Sl 122

2017 sl (3ad Anilaa — dya gSall ye iladaiall peasa AT ili (385 Janl) g e Lain¥) () 530 5) ) 5 cilily 1 jdeaaal)

i) 1/2/ b 3ala 2.5

4y sl dpcal i) daaladl s Canll 32a1dll dgall

el all Wiy caalull )

A Sall pe Glabaiall & (TQM) ALl a5l 510 (sale Gkl (g2 Al )3 Eaanl) Cana
,,,,ebﬂ\ daludl
50 iwale Ciny ol Gl Y Gluiud) 138 Col g e J83 5 L gim gay LlaYUL oS3l oS5 jas e Ju
(Y1 il g Yl (sasl Glld 5 ¢y ) gudl Al 58Y) daalall 8 MBA (paaddll Jlec Y
Jon 58 gy sl dady Bilse pe-]  Gilse -2 (533 G 5e-4 51l (38 50-5)
alall Eanll Gl e Y VI aadis ol Lale J seaall s 1) e glaad) o) Lo o(aSla) e yamy 53 G )

L asiglatiog) Cpe g Lina oS5 glad oy SUG

(OE5883 (pa JB AlaDl jaial) 8 )

o1



JY) amddl)
dadldl) cliyl

B < * 1ouiad)

ssla 16 15-11 10-6 5-1 % rdmaad) g Jand) @l giu

JPRYeY Lle il o @A\A R G lag L.SJ\J‘) * :‘M‘ (8 Siad)

=

...................... RN @S e 8)a) ulas game * dmaall Crada dbal)

A i)
% SAgmand) Bl e ) Cileatl) La, 1

Lo laia ) A g el 3 e - il e laial dle ) -Aie ) 5 Al Cilaclise — 4 & Jleef) 45 58 dman o
(..aainall

(crreenen _Q\Jﬁ;L'\g}&\.u\)d}&ﬁ_gabaﬁ\QM_Q:\.EJS_;.QJJS_#):QJAEMO

(coorm Bzaly - Caalia g HBl g 51 dpelainl () 5 - e g aal-daly y— () 538 5 A81E) 418 dpnen ©

(coem Apdall 3 ) sl s Ao ) ) 5l (5 sl g 53l 5 4y ) Blaad) dlas) A A o

( _____ _6}1%&4&&3&-%&4:\.}\9‘)JS\)A}JJJ—J:\QE\SJLGS\J‘;UAA]\)%\M@M;O

ALy Jlped) a3

(TQM) Adaliad) 3.3 g 3 1oy Al dpalial) g alsal) Cilinand] (gakal ad) g :J Y1 ganal)

Cpiiiaall e Sl

Flmaal) Leadli o) Sy ladd (e 4 528 5 La g () suiusall aaling Lo ) g L) oy 1

Faaiall leaall sk Jal (e Gptiall Clalli 5 (5 glS DlaiuVU Lmanl) o 5 2

Flapaine Clad iy Dl ) dplide jun dpmeal) Caual 3

PR 3 el Lyl e 301 3 5all DS 5 Lo Tand) 513 o 5

*M\@u:d‘q\d\uumjaj\ AAE iy dmaall 51 algh 6

*Jaadl 53 ga aall e agraandi Jal (e ils gall 381 gall 5 S dmanll 5 ) aais 7

33 g2l yulaa ¢ gaia A dgraad) 5 1) J8 e Galelall glol anii &y 8

*dﬁ}ﬂ\dbﬂ\‘;cww\u)é;\saﬂwd\shwg\:ﬁuuy\w\uiw\ﬁjbi\).\:\a:\ 9

Cnlalad) 48 L

Faraad) Gl iul s Clalaw sy G O slalad) & LG 10

52




*aila IS agilal 8L 33 5 5 dmaall e AENT QS 3 Galalal) g &5y 11

*omS JS5 Gl a5 agdills 5 ALl A58 4Ly () s8ilie () slalal) 12

*Jandl oL digall dadlad) g dnall 5 Auda sl eV 3 agl sia () slalall Ll 13

* 33 all danadie dee (5,8 5 aludl Lpmaall g2l 14

*lgailh o aa Alladl) Loy 1) 5 Juai¥) ol s (g 2pal) Dmenl) ellics 15

Faasall laxdll 8353 Gpuais sk o cplalall aady lsa s sal llainga g 16

Glalead) Aiaga

*la Al gia g COla e leds dlulaio sl dmanl) Gaa dlee 5] Al 40 a3 17

#lgiaat] da 31 CleljaY) s Amanl) Gasa dlae 5] Cilaal pass 2y 18

) aiall Lai oy ghal oy Cumy 43 5 oy Amaall il alaill e Jalail) o3 19

*azaal) G (plalad) algal ual § Ciial aa ) 20

Figraall 8 Jendl il e e i Al lalad) s 1oy daubial cilali )Y s s a3 21

*Janll 8 3 ) gall 3 g g Aumaall Ol a8 Sl W) Cpams Aunaad) 5 5la) 2a0 22

abesall Cpumadl)

*daiall leadll jatisall o shaill 5 Gpadll JOA e paiaall ol Ll s Jaad (] dmaadl 2 23

*ailall 5 e el sl Galalall (g IS o) g Cppuanill s iy Lymanll gl 24

Hled slhaall (5 gl 5 dadiall daodll (5 giune (8 sadll (i e dpmand) Jaxs 25

LY o el I AN das)

Fdgmaall elal Qulal dpu ) &l e 2aai o 26

A 4 Loy 48 55 g0 5 488D Dpmaadl e ) Al AASY 3 b giall e sleal) 5 L 27

Flalall caa 4o U ULl api s Jaladl () 5la 5a () slalall 28

#uanl) 55 Al ae AoV 5 Clla slaall (uld e ciled a5l ) A L 29

GBad) 3 4140

3 ginall Cal LY 28K il 5 Calaadl & jidia agh (5 63 oy 30

aloall <l dginal) Cal R ae 3 ) sall 5 il jaldl 5 il sheall Jali s e o 31

Bl ok 5 Gani] (5 AV Aaigall Cal 3l 5 o1S 5l 5 Claddll adia pe Ay sl ddadil Aal8) Ay 32
ogre

Cilbmand) B ALaLl) 33 ) 3130 (Gasdall ¢y 93 J gt B gaa 1 ALY ) gaal)

53




* ALLall 5252l 510) i A peaY Ameall 510 ) (B ) smd gy 33

% Aomanl) 50l 2,1y il st a2 8IS 8 AL s ol 5l0) myghe il e 34
* sasall Jlae (A Al sall 4y 0l ol KU1 g5 s 35

* 3asall lanm s (el Ailan ¥l Lneall 50l S L) e 36

Ay ld grall

* Apaal) Gam A oY) Clal il 8 iy 37

* Tmanl) o Lex O ganall (il )5 il o Ul 20wy ol - 5y 38
* Aamaall jol € o Sl aliaidll g algall JAla 5 39

* Amaal) & elaall Jaall s Gl 5, b 40

QR EEDEN | P RY PUIRL{ X PN | 351 6y SYS P R DN | O VDN | PSS 41

s Ge padlall g Cpaigall Gammy A4S 2y dnludl Gl pall e alaie YL sl dlae) 3 juaall
Jae Bagay adadi jall Gl @l ammy Al Jea sill &y gl Ay 2ll o) seead) (A Glraad) Jee Gl
o e Vs Jead dadlle julas o el 5 391 julea (e 5alELY) ol LS lgindat ¢l gaa g Clinaall

ALLEY 32 gald) falie (583 diwi gall

skt Jal

https://docs.google.com/forms/d/e/IFAIpQLSeKB8bkk\V8uJdO-
h3DUEOYejl YLASKEKF2mvOa xeqOxIBydw/viewform?usp=sf link

o4


https://docs.google.com/forms/d/e/1FAIpQLSeKB8bkkV8uJdQ-h3DUEOYejlYL4SKEKF2mvOa_xeqOxlBydw/viewform?usp=sf_link
https://docs.google.com/forms/d/e/1FAIpQLSeKB8bkkV8uJdQ-h3DUEOYejlYL4SKEKF2mvOa_xeqOxlBydw/viewform?usp=sf_link
https://docs.google.com/forms/d/e/1FAIpQLSeKB8bkkV8uJdQ-h3DUEOYejlYL4SKEKF2mvOa_xeqOxlBydw/viewform?usp=sf_link
https://docs.google.com/forms/d/e/1FAIpQLSeKB8bkkV8uJdQ-h3DUEOYejlYL4SKEKF2mvOa_xeqOxlBydw/viewform?usp=sf_link

Abstract

Student: Rasha Al-Harfoush

Title: The extent of application the total quality management principles in non-governmental
organizations - A Field study on active Associations in Damascus

Syrian Virtual University:

Supervised by: Dr. Raad Al-Sarn

This study aims to identify the extent and level of application of the principles of total quality
management in Syrian Associations, and the obstacles facing their application, and to present
possible proposals that may contribute to overcoming them if they are adopted, and it also aims to
identify the impact of classification and the nature of the main activity of the Associations in
assessing the level of application of the principles of total quality management in these Associations.
The research community consists of active Associations in Damascus, which numbered /122/
Associations (after excluding the non-active Associations - which have completely or partially
stopped working or that have been dissolved), while the research sample included /100/
Associations; Where the questionnaire was distributed to them in an electronic way, and the
respondents are members of the board of directors and directors of the societies in question, and the
researcher used a number of statistical methods in SPSS to present and analyze the results of the
study. The study concluded that there is a medium to good levels application of the basic principles
of total quality management (TQM) within the Associations, and they are arranged according to the
level of application from highest to lowest according as the following: (1- Continuous improvement
2- Focusing on the beneficiary 3- Relationship management 4- Employee participation 5- Evidence-
based decision-making 6- Operations methodology 7- Leadership) with relative weight
79%,72%,71%,69%68%67%,62% respectively and it was found that there are human obstacles that
affect the Associations’ commitment to the principles of total quality management. The availability
of qualified human resources in the field of quality, in addition to their lack of knowledge of
statistical methods for measuring and controlling quality, there are no administrative obstacles that
affect the Associations’ commitment to the principles of total quality management, except for the
lack of clarity of policies and the multiplicity of regulations and laws in force within the
Associations, and there is no effect on the classification and nature of activity The main objective of
the Associations is to assess the level of application of the principles of total quality management in
these associations. The study ended with presenting a set of solutions and proposals, the most
important of which are: setting up mechanisms for post-service follow-up in associations, defining
Associations managements of the importance of applying total quality management, disseminating a
culture of quality in them, setting rules and guidelines for evaluating the performance of employees
in the light of quality standards, enhancing the participation of employees in associations in putting
The policies and strategies of the association, creation departments or work teams specialized in
quality, simplification of procedures for amending the internal regulations of the associations, as
well as adoption of the principles of governance of non-governmental organizations, adoption of a
mechanism for continuous training in the associations in the field of quality, amendment of the
applicable laws, and executive regulations related to the work of associations so that they are
collected Within one clear legal framework for the associations’ departments, and that an annual
classification be issued by the Ministry of Social Affairs and Labor showing the position of each
charity in terms of obtaining or not obtaining an accreditation certificate, which increases the level
of competition between associations in obtaining an 1SO certificate.
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