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Abstract

This study aimed to get a view on the implementations of Total
Quality Management (TQM) in the Jawwal cellular telecommunication
Company — and to judge how well the TQM principles have been adhered
to the Top management commitment, in terms of focusing on Subscribers
continuous improvements policy, adapting policies, rules, quality measuring
methods, and employee empowerment, in addition to know the exists
challenges towards TQM implementation raised.

In order to achieve the objectives of this study — TQM in Jawwal
Cellular Telecommunication Company — has adopted the Descriptive
approach to explore the trends of the Workers as well as Subscribers point
of view regarding the implementations of the TQM in the Jawwal company
whereas Study community include the company subscribers who are
around 2,700,000 subscribers in the West Bank and Gaza Strip, and the
company workers who are nine hundred and twenty nine workers.

The researcher depends on the Descriptive Approach and one
research tool which is the ‘questionnaire Survey ,The survey was divided
into two models one of them for the workers and the other for the
subscribers , regards to workers survey sample ,the researcher uses the

random sample model in which 270 questionnaire forms were distributed



among company workers, but for the subscribers survey , the researcher
uses the cluster sample model where 400 questionnaire forms were
distributed on the company's subscribers in Jawwal Company centers
(Showrooms) mainly in specific working days.

The study findings show that the Top management
commitment to support the TQM implementations is high , also the trends
of the subscribers towards the quality of the services provided by the
Palestinian Cellular Telecommunications Company — Jawwal according to
the views of the subscribers were high, moreover the Palestinian Cellular
Telecommunications Company — Jawwal adapts strongly the continuous
improvement policy, employees empowerment through the company
tendency to let them participate in all levels and polices were high too .
The study has two recommendations which include; The Researcher
recommends Jawwal Company keep on TQM implementations at the best
level and manners, in addition to the other service companies mainly in the
private sector who their concerns on present services, can take Jawwal
Company TQM experience to execute the same implementations &

Approaches.
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