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Abstract

This study was carried to identify the key activities to ensure the success of total
quality management concept implementation in the Palestinian Cellular
Communications Company "Jawwal" through disclosure of the reality of
implementation of the total quality management within the company, and
employees awareness of the know how of this concept, and what can be
achieved by implementing this concept of benefits accruing to the company and

workers and customers with numerous and varied benefits.

Also this study came to answer the question whether there was an implantation
of TQM in the services of cellular phone customers in Jawwal Company from the
viewpoint of employees in Palestine? Using descriptive approach depends on the
distribution of questioner designed for this purpose, which allow exploring the
views of the study population which were all the staff of the company in

Palestine.

The research community consists of 700 employees; the response rate was 40%

of the study population. It was analyzed using a variety of statistical methods.

Moreover, the study found that one of the most important outcomes was the
common principles of TQM importance & level of awareness of TQM benefits
took a high rank in the study. These results were remaining high in spite of the
statistically significant difference between the ability to conduct the TQM concept

in Jawwal and the study population opinions.

Based on the previous outcome, some recommendations & suggestions have
been introduced which would raise the implementation level of TQM concept so
that there will an increase of the return on the company, employees , customers

and other beneficiaries of the services of the company on the other hand also.
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